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Preface

It is a great pleasure for me to contribute the preface to this book which is dedicated to
pressing issues of our educational systems and policies. In my opinion, it is high time that we
reflect on how we can secure a quality and sustainable education cross-nationally for our future
generations. We have all seen that the issue of “quality in education” has grown in importance.
But I believe it is not only a question of how to ensure such quality. The key question is also
which quality should we strive for — especially given the social and environmental concerns we
share universally?

I am very proud that this book is the culmination of an enormous collective effort that
saw many institutions and individuals contribute in several ways to set up the reviewing and
editing criteria, and methodology to identify the themes and topics of the book. It allowed for
the different but essential voices of researchers and practitioners to be present and heard.
Reading through the book reveals the amazing diversity of the fields and concerns of its
chapters — providing valuable opportunity for researchers, practitioners and decision-makers to
share and reflect on their experiences.

On a final note, I would like to thank the editorial team and the authors. Their efforts,
expertise and spirit of cooperation made it possible to produce such a valuable work. The
authors were a real motivation and key in establishing the need and value of the book. Last but
not least, reviewers had an essential role and therefore merit sincere appreciation.

I am confident that the readers will find the book learned and insightful.

Prof. Omar Halli

Ibn Zohr University President



Foreword

On behalf of the first International Conference on Education Quality (ICEQ, 2018)
Scientific and Organising Committees, I am delighted, as an Honorary Visiting Professor at the
University of Ibn Zohr (UIZ), Agadir, to be invited to write this foreword. This book, which
speaks to all who have an interest in international perspectives on quality in education,
embraces 29 selected chapters, stemming from papers presented at the ICEQ 2018, held in
ENCG (Business School), Agadir, Morocco in March 2018. Proceedings were chaired by
Professor Abeldaziz Bendou, UIZ, Vice-President for International Cooperation & Scientific
Research alongside the co-chairs, Dr Mustapha Aabi of UIZ and Michael Reed, an Honorary
Senior Fellow of the University of Worcester, United Kingdom and a Visiting Professor at UIZ.
It was a pleasure to meet the committee and all the authors individually and I was fortunate to
be able to listen to the many high calibre presentations, which combine to form this publication.

Of course, it is important to establish that the concept of ‘quality’ in education, is highly
contested in the literature and rarely defined in policy. The authors do not assume an agreed
understanding of what constitutes quality or suggest that quality is something tangible and
objective, that can be known, recognized, measured or easily achieved (Dahlberg, Moss and
Pence 2013). Instead, they acknowledge that it is a subjective and constructed concept,
dependent on a plethora of values, beliefs and interests, rather than an objective and universal
reality. As Dahlberg et al. succinctly state, ‘the subcultures and plurality of values in societies
often mean that no one definitive definition of quality exists. It is a relative concept that varies
depending on one’s perspective...Indeed quality is both a dynamic and relative concept so that
perceptions of quality change as a variety of factors evolve, (Dahlberg et a/.,2013, p.6). This
book provides the reader with opportunities to think about, question, and contest the notion of
quality under four key themes - School Reform, Higher Education, Teaching, Curriculum and
Instruction.

Alexander (2000, p.5) argues that a deeper understanding of educational policy can only
be gained ‘by reference to the web of inherited ideas and values, habits and customs, institutions
and world views which make one, or one region, or one group distinct from another. This
sentiment was reflected by the internationally diverse range of prominent keynote speakers, at
the ICEQ 2018, Professor Mohammed Abousallah, Secretary General from the Moroccan
Ministry of Education, who opened the Plenary session, speaking about quality assurance in
Morocco; Associate Professor Alma Fleet, from Maquarie University, Australia, who inspired
delegates with a keynote on Contextualizing problem-solving and the concept of professional
inquiry; and Kenneth R. Bartlett, Professor of Human Resource Development University of
Minnesota in the USA, promoted critical reflection with his lecture Quality in Education — The
Required Integration of Organizational Leadership, Policy, and Development, highlighting that
the focus on quality in education has heightened awareness of the recognized connections
between leadership, policy, and the effective leadership of organizations that deliver learning
across the lifespan. The final day of the conference welcomed Fabrice Henard, an International
Consultant, who drew attention to Quality Teaching and Learning in Higher Education
Contexts, and closed with a stimulating keynote in French, relating to Institutional Evaluation
in Higher Education as a lever towards raining quality delivered by Rached Boussema, The
University of Tunis El Amar, Tunisia.

The ICEQ (2018) aimed to border-cross through the shared domain of interest in Quality
of Education into different theories, disciplines and paradigms as the keynotes were joined by



128 participants from 22 different countries, representing 5 continents. The rich array of
chapters in these volumes, reflects the inclusive ethos of ICEQ 2018 which intentionally
crossed social, cultural and linguistic borders to create an international ‘community of practice’
(Wenger, 1998). Chapters stem from as far afield as Croatia, the United Kingdom, the Kingdom
of Morocco and the Republic of Yemen. This book is based on the premise that, regardless of
the paradigms, research is concerned with enabling the emergence of new understandings,
insight and knowledge. It asserts that the research enterprise is not the sole remit of university-
based academics or those with doctoral degrees but embraced reflective practitioners as well as
postgraduate students. We invite readers to engage with the rich tapestry of content across the
four volumes:

1. Teaching - a volume revolving around issues of quality in pedagogy, gender equality
and female empowerment;

2. School Reform - where authors primarily seek to investigate the relationship of the
national efforts in Moroccan context, to improve quality and how quality might look in
the schools themselves;

3. Curriculum and Instruction - focusing on innovation and research within a number of
disciplines and educational levels;

4. Higher Education - based on opportunities and challenges in higher education, ranging
from improving the quality of the curriculum to the impact of innovative technologies;

Each volume provides a powerful tool for critical reflection across social, cultural,
historical and linguistic boundaries, and includes chapters in French, Arabic and English.
Sharing and constructing knowledge is viewed by the International Quality in Education team
as a political and social responsibility, and we hope, as readers, that you take upon yourselves
to join us in this ambitious endeavor, ultimately leading to capacity building across a range of
contexts. Readers are invited to reflect on their own spaces and places and not to assume all is
well with the world they professionally inhabit. Mac Naughton, (2003) purports that; ‘Critical
reflection is dialogic. It requires social connections with others, conversations with others,
support from others, colleagues willing to spend time with you and a chance to share ideas and
possibilities with others’ (p.5). The chapters in these volumes are based on the premise that
quality in education is relational and contextual, involving complex interactions between
systems, processes and people. The book and the ICEQ conferences reinforce the need for
further research and more international collaboration relating to quality in education.

The production of this book is located within a multi-layered landscape. It has evolved
from a rigorous process of meaning-making and dialogue between the contributors, the
conference delegates and indeed for the ICEQ organizers and scientific committees. It only
remains to acknowledge the contribution of all those who contributed to the ICEQ (2018)
conference, the Scientific Committee, the Organizing Committee, the President and Vice-
President of the University of Ibn Zohr and to those who have been involved in the development
and editing of this book. All authors, and the editorial team, are to be commended for their
concerted efforts. I look forward to the future publication of the first edition of an International
Journal of Education Quality (1JEQ) as well to being involved in the organization of the
forthcoming annual International Conferences on Educational Quality.

Dr. Caroline A. Jones
University of Warwick and University of Ibn Zohr, ICEQ (2018) Co-chair
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Introduction

The four volumes of this book provide an important vehicle for authors to share their
insights into the nature of educational ‘quality’ and how this is realized within their local
context. Quality contributes to increasing individual productivity, which in the end promotes
collective productivity. How to proceed with education quality has been though a matter for
debate; one on which researchers and practitioners seem to have agreed to disagree. It is only
natural that quality as a general concept, will necessarily involve different views and opinions
since concepts are often the subject of controversy and debate. Different frames of reference
have been proposed defining quality. Some, including the World Bank and EFA’s scorecard
led by UNESCO, would associate it with outcomes, others with standards; some would focus
on the philosophy of continuous improvement, others on the tools and techniques to do so,
varying also in terms of purpose immediacy from short-term expediency to the long-term
quality improvement.

It is perhaps inevitable that changing economic, social and political factors will always
define and redefine such concepts. For our education systems to work, they need to be re-
thought by drawing upon the existing economic and social affordances existing in each
community. In her study of education quality in the Arab region, Morgan (2017: 512) claims
that its failure may due to international hegemonic education forms that are blind to the local
context, concluding that “improving educational quality in the [Arab] region entails creating
responsive approaches grounded in political and socio-economic contexts”. But the question
remains as to how these concerns will be articulated using local voices that are expressly
drawing upon the import of localized mediations of values, principles, resources along with
their interfaces with wider social, resource based and policy considerations.

The pedagogical approaches, school reform, curricula and innovation that are deemed
appropriate for the local context are some of the most common issues that fuel the discussion
in this book. This collection provides an important insight composed by an educator and
comprising of opinion pieces and empirical research that shine a light upon local needs and
challenges. With this in mind, the goal for this book is to set a road map in order to amplify
local needs and capabilities in the global education agenda.

Many of the chapters revolve around the theme of opportunities and challenges in higher
education, ranging from improving the quality of the curriculum to motivating students to
marketing strategies to attracting new populations of students. More than the narratives offered
at the elementary or secondary levels of education, there are findings that would seem relevant
across national contexts.

Nena Roncevi¢ conducts an empirical study with the aim to detect and analyse areas of
teaching which have gone through significant changes in Croatian education over the past
decade. By drawing on a comparison between results from two large studies on changes in the
Croatian academic profession, she provides a critical reflection on the quality of teaching and
training in Croatian higher education.

Arguing for strong syllabi that are more student-centered in pedagogy in higher
education, Ikram Ben Ajiba proposed that these documents can support administratively, the
curriculum and student-teacher relations. He reported on his survey of hundreds of students in
English Studies in three universities, finding that relatively few were given a syllabus for their
coursework



Hassan Zaid undertook a study of students’ sense of self-efficacy (a sense of self-
determination over academic outcomes), type of motivation and reported academic
achievement. Using well-established measures, he found a strong relationship between self-
efficacy and intrinsic motivation and as predictors of grades in coursework. He also offered
some findings of difference by gender and educational level.

As students in higher education become increasingly exposed to other cultural
backgrounds, Nourreddine Menyani and Malika Jmila investigated the concept of intercultural
communicative competence with students of foreign languages, looking at their perceptions
and knowledge, as well. Reviewing some useful assessments of intercultural communicative
competence, they found that students view the concept positively and useful.

Beginning with the premise that marketing strategies and approaches are often seen as
antithetical to the quality of higher education, Faical Chanour and Brahim Houban explore
marketing concepts that they argue might be of value in supporting better quality and
productivity in the increasingly competitive market of universities, including marketing
research, segmentation, targeting and marketing mix.

Omar Lemouissi explores the relationship of student perceptions of quality in a wide
range of areas--academic, non-academic, reputation and facilities--and a university’s open or
limited “polarization”. Comparing two academic units with limited and open polarization
within a single university, he explores the relationship of quality and type of institution,
concluding that there can be some educational services identified to support quality at an
intermediate level.

The larger questions of quality in higher education include the central role that education
is seen to have in sustainable development by, for example, the United Nations. A. Shammary
addresses this in a deeper look at how institutions can maintain quality in the support of
sustainable development through examination of the role and potential impact of governance
as a system within education.

Dr. Devin Thornburg, Adelphi University
Dr. Mustapha Aabi, Ibn Zohr University
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Iluminating the quality of teaching in
Croatian higher education

Nena Roncevi¢
University of Rijeka, Croatia
nena.roncevic@(ffri.uniri.hr

Overview

The quality culture of teaching in the European Higher Education Area has
(recently) been put forward in a fast-growing number of European policies,
reports, declarations and recommendations. By documenting and discussing
various (national) higher education systems and university-level teaching
process, many of the referential European documents require additional efforts
regarding the enhancement of quality in higher education teaching. Furthermore,
they advocate for a paradigm change in the approach to teaching and the
adjustment of teaching to the new generations of students. In parallel, a research
conducted in Croatia reveals a lack of critical self-assessment of teaching
competencies among scholars (Culum, Mio¢i¢ and Ron&evi¢ 2017); the absence
of the promotion criteria connected to teaching (Turk and Ledi¢ 2016), and the
excellence in teaching not being valued enough (Ledi¢ 2016; Vignjevi¢, Turk
and Ledi¢, 2016). This paper focuses on various aspects of teaching in the
national higher education context, by comparing results from two large studies
on changes in the academic profession, done in 2009 and 2018. The sample
includes both junior and senior academics in various disciplinary fields, thus
opening a platform for a critical reflection on the quality of teaching and training
in Croatian higher education area. The final research results are going to come
out as a part of an undergoing quantitative comparative international project
“Academic profession in a knowledge society” (APIKS), so only the preliminary
results will be presented.

Keywords: academics, higher education teaching, teaching competencies, quality
culture of teaching in HE
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Introduction
The Aspect of Quality in Higher Education Teaching

The higher education system in Croatia is a part of the European Higher Education Area
(EHEA), which encompasses 48 countries voluntarily unified with the common goal of
reforming the higher education system through implementation of the Bologna Process, and
ensuring quality in higher education. In regards, there are more recent and significant
documents that focus on the quality of teaching and learning in European higher education.

For instance, the 2015 European Parliament’s resolution on monitoring implementation
of the Bologna Process emphasises, among other things, the importance of preserving
diversity in teaching and looking into the potential offered by new technologies, digitalisation
and Information and Communication Technologies (ICT); the aim is to improve the process
of teaching and learning, as well as to develop a whole new set of skills and models of
learning, teaching and evaluation (the European parliament 2015). Also relevant is the 2015
Yerevan Ministerial Communiqué which lists the following as one of EHEA’s priorities: the
importance of improving the quality of teaching and learning in higher education, promoting
pedagogical innovations and student-focused teaching, as well as the use of digital technology
in the process of teaching and learning. In addition, the need to provide conditions for the
development of teaching competencies of academics has been brought into light (Yerevan
Communiqué 2015). The European Commission’s 2013 report on new learning and teaching
methods in higher education also draws attention to the aforementioned goal. The report states
that it is necessary to come up with mandatory and certified pedagogical training of academic
personnel, with one of the components aiming to provide training for a successful use of new
digital technologies in teaching (the European Commission 2013).

Studies done in the national higher education area indicate the emergence and
development of these new trends in higher education. For example, more emphasis is put on
changing the traditional teaching paradigm and introducing the student-focused approach to
teaching, as well as the debate over university’s civic mission and shaping the teaching
process so it meets the needs of society and community. Furthermore, ICT and e-learning has
been used in teaching to a greater extent. Also, most Croatian universities conduct
standardised student evaluation of the teaching process. European structural and investment
funds have started making the internationalisation of higher education possible, which
consequently affects growing mobility and the heterogeneity of the student population.

The results of recent research in the national context indicate that most higher education
institutions focus on the quality of teaching and learning in their strategic guidelines and
action plans. However, institutional frameworks, which should make these guidelines a
reality, are not yet sufficiently developed (Duzevi¢, Bakovi¢ and Deli¢ 2017). Although it has
been noticed that institutions do provide some sort of support to teachers when it comes to the
advancement of their teaching activities, there is still room for improvement. This is
particularly important in the context of educating/training teachers about the use of new
technologies in class, preparing on-line classes and the use of modern teaching methods based
on problem solving through interactive teaching (Duzevi¢, Bakovi¢ and Deli¢ 2017).

The internalisation of higher education, in terms of an increased student and teacher
mobility, is another important trend and challenge for Croatian higher education. Student
mobility affects education systems and individual educational institutions by developing their
international dimension, expanding their scope and fully improving their quality (The
European Commission/EACEA/Eurydice 2016). When discussing institutional frameworks,
i.e. implementation of internationalisation policies, there is a significant shift - higher
education institutions in Croatia have developed diverse capacities for mobility (AMPEU
2016). International visibility and the attractiveness of institutions are noticeably more
significant, as well as providing academic support to the personnel and students interested in

6
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mobility programs (application process, selection of institution etc.). Moreover, developing
procedures for ECTS credit recognition during study periods abroad, opening
departments/offices for international cooperation/mobility, and offering language courses to
administrative personnel and academics are now in HE institutions’ focus (AMPEU 2016).

It is estimated that the sectoral program FErasmus (supported under the Lifelong
Learning Program in which Croatian higher education institutions started participating in
2009 with the outgoing mobility only) significantly contributed to strengthening institutional
capacities for international collaboration (AMPEU 2016). The most recent available results of
the European Commission’s Erasmus+ Annual Report 2016 reveal a continuous growth in
student mobility - Croatia registered 1804 incoming students and 765 members of academic
personnel, and 1703 outbound students and 550 members of academic personnel. The
analyses also show that Croatian higher education institutions, when taking steps to make the
information regarding mobility programs transparent, available and appropriate, were deemed
successful. However, when talking about the recognition of learning outcomes through ECTS
credits, there is room for improvement and an opportunity to get close to the standards set by
highly developed European universities (the European Commission/EACEA/Eurydice 2016).
Still, it has to be noted that the higher education system in Croatia is not putting enough effort
into implementation of Mobility Strategy 2020 for the European Higher Education Area and
reaching the goal of 20% of student mobility by 2020 (the European Parliament 2015).

As for the students’ perspective on the quality of teaching in higher education in
Croatia, the 2014 Eurostudent project reveal they consider the teaching process, faculty
organisation and scheduling mediocre (Séukanec, Sinkovi¢, Bili¢, Doolan and Cvitan 2015).
The most recent Eurostudent report for 2016-2018 points out these adverse trends, and this is
no surprise considering the fact that Croatia is one of five countries (Portugal, Poland, Serbia
and Romania) where students express a below-average satisfaction with all three aspects of
studying at a higher education institution (DZHW 2018). On the other hand, recent studies
suggest that members of the governing structures of HEIs in Croatia assess the quality of
teaching and learning in the national HE system as good or very good, with a lot of
opportunities for enhancement (DuZevi¢, Bakovi¢ and Deli¢, 2017).

The perspective of academics in the Croatian higher education system on the teaching
quality should also be taken into account. In the national research scope, the research on the
role of teachers in higher education and their position in the academic community, which
began in the early ‘90s, intensified in the last couple of years as Croatia joined several
international collaborative comparative research projects. Surely worthy of mentioning are the
collaborative research projects carried out between 2009-2011 - The Academic Profession in
Europe: Responses to Societal Challenges (EUROAC) and the project APROFRAME
(Academic Profession Competencies Profile: Between new Requirements and Possibilities).
The latter one ended in 2017 and its results detected numerous challenges related to the
teaching profession in higher education, especially with junior researchers.

The AFROFRAME project indicate that higher education teachers do not have the
necessary conditions for the acquisition and development of teaching competencies, i.e. that
the institutional environment is still unsupportive of the teaching process (Mioci¢ i Turk
2017; Culum, Mio¢i¢ and Ronéevié 2017). Additionally, the results indicate that teachers
esteem their teaching competencies to be at a high level, which questions their (in-depth)
understanding of the complexity of the competencies needed for teaching (Culum, Mio¢i¢ and
Roncevi¢ 2017). The findings also show that teachers often feel overwhelmed with their work
(Mioc¢i¢ and Turk 2017) and are consequently not able to participate in mobility programs
(Culum 2017). What is more, teaching is not considered a major criterion when it comes to
academic promotion and advancement (Turk and Ledi¢ 2016), and the excellence in teaching
is not valued enough (Ledi¢ 2016, Vignjevi¢, Turk and Ledi¢ 2016).
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These perceptions of Croatian higher education teachers can serve as an explanation for
the results of the Eurostudent project, which indicates the continuity of the unfavourable
perception of teaching in Croatian higher education. The absence of the system’s investment
into teaching has had a negative impact on the work of higher education teachers, and it
consequently contributed to students’ reduced satisfaction with the quality of teaching.
Conversely, there are many indicators hinting at the fact that Croatia is indeed following
European education trends, and in that context, improving the teaching process. Therefore,
this paper is going to try to empirically detect and analyse those areas of teaching which have
gone through some (significant) changes in Croatian education area over the past decade.

Research Methodology

This paper comes out of the project “Academic Profession in Knowledge Society”
(APIKS), a collaborative comparative research project with more than 30 countries worldwide
involved.!This project aims to compare various aspects of academic profession in different
national higher education systems. APIKS leans on the previous collaborative comparative
research projects on changes in academic profession,? particularly the CAP study as it re-used
a larger part of its original instrument. This allows also for deeper analysis of certain
phenomena and time-span comparisons within the national HE frameworks.

This paper therefore seeks to detect and analyse (various) aspects of teaching in higher
education in Croatia, and if and how they have changed within the last decade. The paper
focuses on teaching and learning activities academics use in their everyday teaching, as well
on their perspectives and attitudes related with teaching in higher education.

Research population consists of all academics/higher education teachers and associates
employed at seven public universities in Croatia, working on an employment contract basis -
that is 9777 academics for the academic year 2017/2018, according to The Croatian Bureau of
Statistics (full time 9018, part-time 759). The invitation to participate in the study was sent to
9654 academics whose contacts were publicly available on their institution’s web pages.
Preliminary data shows that 1038 academics submitted their questionnaires, which indicates
quite a low response rate, something already noted as a research challenge in the national
higher education context (Roncevi¢ and Rafajac 2010).

The questionnaire used in the APIKS study covers a broad range of aspects related with
the academic profession (e.g. working conditions, teaching, research, administration, service,
governing etc.), but for the sake of this paper only those related with (I) teaching and learning
activities academics use in their everyday teaching, as as well with (II) academics’
perspectives and attitudes related with teaching in higher education, will be presented. As for
the (I), the participants were offered nine teaching activities for which they were supposed to
mark its usage during the previous and/or the current academic year. As for the (II), the
participants were offered different claims on the Likert scale from 1 to 5, and were supposed
to position their own standing, while 1 means do not agree at all, and 5 means completely
agree. The results are presented and discussed from the time-span perspective and the matter
of change. Thus, only the independent variable of the year of the research study was
introduced in the analysis (2009 and 2018) in order to follow any changes related with

1 Research study conducted in Croatia was funded by the University of Rijeka, through the funding scheme Initial
Support for Junior Researchers.

2 The Carnegie Study (1992) represents the first largest study on changes in academic profession and it led to the
international collaborative comparative project “The Changing Academic Profession”, known as CAP, that started in
2007. Croatia joined the CAP study through the collaborative research project “The Academic Profession in Europe:
Responses to Societal Challenges" (EUROAC)”, as part of the EUROCORES programme ,Funding initiative in the field of
Higher Education and Social Change (EuroHESC)“ funded at the time by the European Science Foundation-ESF.
Joining the project stimulated a multi-method study on the academic profession in the national context (2009-2011),
first of such a kind in Croatia.
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teaching and learning in the national higher education context.

Data collection was set up online. Participants received and email invitation to
participate in the study where research goals as well as various issues related with the ethical
dimension and privacy were explained. The research was issued a permit by the Research
Ethics Committee of the Faculty of Humanities and Social Sciences at the University of
Rijeka. Email sent to participants included a unique link for every participant that enabled
their access to the online questionnaire. Research data collection started in November 2017
and ended in February 2018. Data presented in this paper are still preliminary research
findings focused only on the national (Croatian) higher education context.

For data processing we used the Statistical Package for the Social Sciences (IBM SPSS,
23.0.). The methods of univariate statistics were applied (percentages, measures of central
tendency, and measures of variation), as well as the methods of bivariate statistics (the t-test
for independent samples), in order to determine the differences with regard to the defined
independent variable and the chi-square test. The chi-square tests were used to determine if
there was a contingency association between the studied phenomena, and statistically
significant differences were interpreted through the adjusted standardised residuals. All the
tests were conducted at the risk level of 5%. A statistically significant difference was
evaluated from the effect size aspect, from 0.01 to 0.05 being a small effect size, from 0.06 to
0.13 a medium effect size, and from 0.14 a large effect size (Cohen 1988; Miles and Shevlin
2001)°.

Research results

In the CAP and APIKS questionnaire, nine teaching activities were offered in both
study points (2009 and 2018) and participants were supposed to mark those applied in the
current or past academic year (Table 1). Results indicate that (traditional) classroom
instruction/lecturing continues to dominate among Croatian academics, as 92.9% of teachers
indicate that they participated in this type of teaching during the previous (2016/2017) or
current academic year (2017/2018), and almost the same percentage of respondents rounded
out the 2009 survey (91, 2%). In other words, no statistically significant difference has been
identified, and the overwhelmed domination of this type of teaching is still confined and
extremely high. In addition, on the issues of integration of project teaching, practical teaching
and distance education, no squares have statistically significant differences as well. For
example, in the 2018 survey project teaching was implemented by 33.9% academics, while
about the same result of 34.5% was depicted in the 2009 survey. Practical teaching and work
in the laboratory have been integrated in teaching in the current academic year by 49.3%
academics, while it was the case for 47.5% of higher education teachers in the 2009 survey.
Ultimately, distance education remains roughly the same as well - while in the 2009 survey
12.1% of academics used this type of teaching, the latest study indicates a certain increase to
15.8% of them.

3 The effect size is an objective and standardized measure of the observed influence's size and it assists in
interpretation of the obtained statistical significance, especially in the cases of large samples when even the negligible
difference can often prove to be statistically significant.
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TABLE 1. Academics’ engagement in various teaching activities (2018 survey, N=1038)

f %
Teaching activities (2018 survey)
N 7 7
Classroom instruction/lecturing
Y 9 9
N 4 4
Individualized instruction
Y 6 5
N 6 6
Project-based learning
Y 3 3
N 5 5
Practice instruction/ laboratory work
Y 5 4
. . N 3 3
ICT-based learning/computer-assisted
learning
Y 6 6
N 8 8
Distance education
Y 1 1
N 8 8
Development of course material
Y 9 9
N 5 5
Curriculum/program development
Y 4 4
. . . N 1 1
Face-to-face interaction with students
outside of class
Y 9 8

On the other side, studies suggest changes in everyday teaching related with
individualised instructions, CT-based learning/computer-assisted learning,
Curriculum/program development, Development of course material, and Face-to-face
interaction with students outside of class. The y> test was conducted to determine the
existence of the contingency association between the year of the study (2009/2018) and the
above-mentioned teaching activities where the significant changed between the two studies

4 Stands for Not Selected
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occurred.

As for the individualised instructions, the ¥* test conducted to determine the existence
of the contingency, has shown a statistically significant relationship (y*> (1, N=1392)=50,863,
p=0.000; Phi=-0.193) in terms of the year of the study, as presented in Table 2. The
comparison of the empirical and theoretical frequencies has revealed that in the 2009 survey
academics used this approach more regularly than in the 2018 one.’

TABLE 2: Contingency table: Year of the survey and the Individualised instructions

Contingency table - Individualised N/S YES Total
instructions
2009 empirical f. 69 285 354
theoretical f. 124. 229. 354.0
9 1
% within 19.5 80.5 100.0
year % % %
adjusted -7.2 7.2 /
standardised
residuals
t =
[+
-
2018 empirical f. 422 616 1038
theoretical f. 366. 671. 1038.
1 9 0
% within 40.7 59.3 100.0
year % % %
adjusted 7.2 -7.2 /
standardised
residuals
Total empirical f. 491 901 1392
theoretical f. 491. 901. 1392.
0 0 0
% within 353 64.7 100.0
year % % %

5 We think that this shift was due to the fact that the particle was slightly modified in the 2018 survey. Namely, while
in the 2009 survey it was a question of consultations, it now refers to individualised instructions, which, albeit similar,
is not identical, so it is possible that this discrepancy may have arisen.

11
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The ? test was conducted to determine the existence of the contingency association
between the year of the study (2009/2018) and the /CT-based learning/computer-assisted
learning. The analysis of the contingency table (Table 3.) has shown a statistically significant
relationship (* (1, N=1392) =33,100, p=0.000; Phi=0,156). The comparison of empirical and
theoretical frequencies has revealed that in the 2018 study academics used this approach more
regularly (62%) than in the 2009 study (44,4%).

TABLE 3: Contingency table: Year of the survey and the ICT-based learning/computer-
assisted learning

Contingency table - ICT-based
learning/
. . N/S YES Total
computer-assisted learning
empirical f. 197 157 354
theoretical f. 150.3 203.7 354.0
2009 o) e
%o within 55.6% 44.4% 100.0%
year
adjusted
standardised 5.8 -5.8 /
residuals
t =
S
>~
empirical f. 394 644 1038
theoretical f. 440.7 597.3 1038.0
2018 o) eers
%o within 38.0% 62.0% 100.0%
year
adjusted
standardised -5.8 5.8 /
residuals
empirical f. 591 801 1392
Total theoretical f. 591.0 801.0 1392.0
% within 42.5% 57.5% 100.0%
year

Such research result is expected in the view of the accelerated development of
information technology and its application in all segments of society. However, the
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assumption is that the increased use of the ICT in higher education teaching is the result of
strategic decisions in education policy, as stated by Junakovi¢, Paéelat and Urem (2016). For
the first time Croatian HEIs were able to maintain the study programs by distance learning
when the Law on Scientific Activity and Higher Education in 2013 was enacted. The Ministry
of Science of Education and Sports recognised the potential of e-learning and included it in
the priorities of the National Strategy for Education, Science and Technology in 2014.

As in the previous cases, the y? test was conducted to determine the existence of the
contingency association between the year of the survey and the Development of course
material. The analysis of the contingency table (Table 4.) has shown a statistically significant
relationship (% (1, N=1392) = 21,489, p=0.000; Phi=0,127). The comparison of the empirical
and theoretical frequencies has revealed that in the 2018 survey more academics have
invested their time in developing course materials (91.5%) than they did in the 2009 survey
(82.5%).

13
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TABLE 4: Contingency table: Year of the survey and Development of course material

Contingency table - N/S YES Total
Development of course
iri 62 292 354
empirical f.
theoretical f. 38.1 315.9 354.0
2009
0, 0 o
% within year 17.5% 82.5% 100.0%
adjusted 4.7 47
standardised /
residuals
£
g
~ empirical f. 88 950 1038
theoretical f. 1.9 926.1 1038.0
2018 , . )
% within year 8.5% 91.5% 100.0%
adjusted 4.7 4.7
standardised /
residuals
. 150 1242 1392
empirical f.
Total theoretical f. 150.0 1242.0 1392.0
0, 0 o
% within year 10.8% 89.2% 100.0%

Without any further in-depth analysis related to this particular activity, it is hard to
depict what lies behind greater engagement of academics in development of course materials
in the 2018 survey. We can assume that regular institutional evaluations might influence this
aspect of teaching quality in terms of encouraging academics to refresh periodically (if not
even annually) their courses and to rethink various approaches and materials used in classes.

The ? test was conducted to determine the existence of the contingency association
between the year of the survey and the Curriculum/program development as well. The

14



Iluminating the quality of teaching Nena Ronéevié

analysis of the contingency table (Table 5) has shown a statistically significant relationship ()
(1, N=1392) =13,781, p=0.000; Phi=-0,101). The comparison of the empirical and theoretical
frequencies has revealed that academics who participated in the 2009 survey used this
approach more regularly (56.5%) than their colleagues who participated in the 2018 survey
(44.9%).

TABLE 5: Contingency table: Year of the study and the Curriculum/program
development

. Contingency table - NS YES Total
Curriculum/program development
empirical f. 154 200 354
theoretical f. 184.6 169.4 354.0
2009
% within 43.5 56.5 100.0
year % % %
adjusted 3.8 3.8 /
standardised
£
Bt
> empirical f. 572 466 1038
theoretical f. 5414 496.6 1038.0
2018
% within 55.1 44.9 100.0
year % % %
adjusted 3.8 3.8 /
standardised
empirical f. 726 666 1392
Total theoretical f. 726.0 666.0 1392.0
% within 52.2 47.8 100.0
year % % %

Such a decrease in Croatian academics’ engagement in curriculum and programme
development can be, to a certain extent, explained by the Bologna system dynamics. The
academic year 2008/2009 in Croatia was marked by a first follow-up of a new implemented
Bologna undergraduate study programmes, so it is expected that academics were at the time
more regularly engaged in various interventions to improve academic curriculum and the
quality of the available study programmes. In addition, Croatian higher education undergoes
the process of reaccreditation every five years and following the recommendations of the
international review committee they usually engage in improving the quality of academic
curricula and study programmes during the (academic) year afterwards.
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The ¥ test was also conducted to determine the existence of the contingency association
between the year of the survey and the Face-to-face interaction with students outside of class.
The analysis of the contingency table (Table 6.) has shown a statistically significant
relationship (y? (1, N=1392) = 78,700, p=0.000; Phi=0,235. The comparison of the empirical
and theoretical frequencies has revealed that in the 2018 survey academics used this approach
more regularly (87.4%) than they did in the previous one in 2009 (66.7%).

TABLE 6: Contingency table: Year of the survey and the Face-to-face interaction with students
outside of class

% within year

Contingency table - Face-to- N Y T
face interaction with students /S ES otal
outside of class
empirical f. 118 236 354
theoretical f. 63.3 290.7 354.0
2009
% within year 33.3% 66.7% 100.0%
adjusted 8.8 -8.8 /
= standardised
~
empirical f. 131 907 1038
theoretical f. 185.7 852.3 1038.0
2018
% within year 12.6% 87.4% 100.0%
adjusted -8.8 8.8 /
standardised
empirical f. 249 1143 1392
theoretical f. 249.0 1143.0 1392.0
Total
17.9% 82.1% 100.0%

Academics’ perspectives on (everyday) teaching in higher education

In the light of comparing results from both studies, the APIKS survey re-used the part
of the CAP questionnaire related to academics’ perspectives on various aspects of their
everyday teaching practice in higher education. Therefore, we used the T-test for independent
samples in order to assess the difference between the academics’ perspectives on various
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teaching activities and the year of the survey (Table 7). The respondents were offered 11
statements, out of which 6 ended up characterised with a statistically significant difference
with respect to the year of the survey. There is a higher level of agreement in the 2018 survey
compared to the 2009 one for all seven particles with a statistically significant difference.

Survey results suggest that in the 2018 survey academics are more often encouraged to
improve their instructional skills in response to teaching evaluations and more often at their
institutions there are adequate training courses for enhancing teaching quality. In addition,
academics who participated in the 2018 survey seems to agree more than those who
participated in the previous survey how their external activities reinforce their teaching, and
how they regularly do inform their students about the implications of cheating or plagiarism.
Besides, academics who participated in the 2018 survey indicate the increased number of
international students in comparison to the 2009 survey. T-test difference between the year of
the survey and academics’ perspectives on teaching activities is presented in Table 7.
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TABLE 7. T-test difference between the year of the survey and academics’ perspectives on
teaching activities

Academics’

perspectives on Year t df P M Sd Eta2
teaching activities
You spend more 2009 334 1,1
time than you 52
would like -1,532 1365 0.1 /
teaching basic 26 L1
skills due to 2018 3,45 ’
student 35
You are 2009 2,65 1,2
encouraged to 30
improve your ) 1361 0,0 0,07
instructional 10,682 00 L1 7
skills in response 2018 3,45 ’
to teaching 79
At your 2009 2,35 1,2
institution, there 4355 565, 0,0 3N 0,03
are adequate ’ 52 00 2
training courses 2018 2,68 L1
frar anhannina AD
Practically 2009 422 87
oriented ,12 4
knowledge and 1,554 1365 /
skills are 2018 4,13 ,90
armnhacizad in 1
In your courses, 2009 3,82 1,0

i 12

you emphas1ze 354 1364 72 /
international 3
perspectives or 2018 3,80 1,0
nAnntant K4
You incorporate 2009 3,62 1,1

i i R%
discussions of. 1325 1364 ,18 /
values and ethics
into your course 2018 3,72 1,1
Anntant R4
You inform 2009 3,81 1,1
students of the 558, ,02 R0
implications of 2,282 173 3 0.01
cheating or 2018 3,97 1,0
nlamiaricna 1n Q7
Since you started 2009 1,65 1,1
teaching, the - 779, ,00 NA 0,29
number of 18,120 169 0 6
international 2018 3,04 1,5
atindanta haa na
Currently, most 2009 -6,115 1063 ,00 L11 i 8 0,03
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f t

of your graduate 2018 ,533 0 130 71 4
students are ) |
Your research 2009 397 L1

N n<
ac.t1v1tles 11,565 1364 11 /
reinforce your
teaching. 2018 4,08 1,0

AN

Your external 2009 3,00 1,3

s 47
ac.t1v1tles 4912 1360 ,00 0,01
reinforce your 0 7
teaching. o 2 3 1

Research result that indicates how in comparison to the 2009 survey academics from the
2018 survey have been encouraged more to improve their instructional skills in response to
teaching evaluations can be explained by the growing importance of evaluation process in
HEIs in Croatia. Every public university in Croatia has introduced institutional policy on
teaching evaluation, and since the first year of Bologna reform, universities and their
constituents have been implementing various evaluations in their own dynamic - e.g.
University of Split started in 2006, University of Rijeka in 2010, and University in Zagreb
during the academic year 2011/2012. Some research done in the national context suggests that
students consider their own participation in the evaluation of HE teaching as very important
(Dubovicki and Banjari 2014), which can be interpreted as an additional motive for evaluating
and encouraging the improvement of higher education teaching.

This 2018 survey also indicates there are more adequate training courses for enhancing
teaching quality then it was the case in the 2009 survey. Although HEIs in Croatia do not
have any obligation by the Law to improve the teaching profession®, various forms of lifelong
learning programs for HE teachers have been introduced at public universities within the last
decade. However, recent studies done in Croatia still point to the lack of (professional)
training opportunities to enhance teaching competencies and improve the quality of teaching
(Kovac 2001; Vizek Vidovi¢ 2009; Turk 2016; Turk and Ledié, 2016a, 2016b; Ledi¢ and
Turk (eds), 2017; Ledi¢ and Brajdi¢ Vukovi¢ (eds), 2017). Although formal trainings are
(usually) missing at the institutional level, there are various offices and/or committees for
quality assurance in higher education at all public Croatian universities. It seems that the
introduction of the Law on Quality Assurance in Science and Higher Education in 2009
contributed to a certain extent to the increased concern about the improvement of teaching
activity at universities, at least at a declarative level.

Another aspect of teaching culture that has been reported in the 2018 survey in Croatia
as a growing one is related with informing students of the implications of cheating or
plagiarism. The problems of plagiarism are particularly pronounced with the development of
information and communication technology in which the Internet is becoming the main
source of information, but opens up opportunities for downloading, processing and potential
misuse of this data. This particular finding is very optimistic given that research studies
indicate that the cultural environment of post-communist countries where corruption prevails
and a higher degree of tolerance towards cheating have contributed to the creation of
inappropriate attitudes towards academic and scientific congeniality (Hrabak, 2004, according
to Pupovac et al., 2008).

6 The only respected exception is the University of Osijek where in 2010 the obligation to attend pedagogical-
psychological and method-didactic education was introduced for junior members of the academic community, and for
those who have never completed any kind of teaching programme development and want to advance in their
academic career.
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The 2018 survey also suggests an increase in the number of international students at
HEIs in Croatia. This is an expected result bearing in mind that during the 2009 survey
Croatia participated in Erasmus mobility programme only as a country sender (outgoing
mobility), while it was officially set for an incoming mobility in 2011. Since, the statistics of
both, incoming and outgoing mobility, has been in favour and Croatia has been ranked the 3rd
in the growth of its mobility with an annual increase of an approximate of 30% (Agency for
Mobility and EU Programs 2016). In addition, the Ministry of Science, Education and Sports
established in June 2009 a working group to strengthen the international mobility. Such effort
resulted in developed and implemented measures to foster students' international mobility -
e.g. increasing financial resources, equalising 'foreign students' rights with those of Croatian
students, increasing the amount of financial support for ERASMUS student mobility. Recent
results of the Erasmus + Mobility Report also show that there is a noticeable increase in the
number of incoming students and that Croatia is no longer a primary country sender, but also
a destination for mobile students, mostly from Poland, Spain and France (Luki¢ Bukovi¢
2016). However, although there are more international students attending graduate
programmes (as it is indicated by the 2018 survey in comparison to the 2009 one), most of
students at HEIs are still from Croatia.

And the last aspect of the teaching quality assessed in this paper is related with external
activities reinforcing teaching ones. Research results indicate that academics who participated
in the 2018 survey perceive this to be true more than their colleagues who participated in the
2009 survey. Over the last few years, the concept of the university third mission and the
engaged university has become more popular and more studied phenomenon in Croatian
academia (Culum and Ledi¢ 2011; Culum, Rondevi¢ and Ledi¢ 2013; Culum and Jelenc
2015). University third mission is also recognised in the Science, Education and Technology
Strategy (2014), which states that universities must act actively in their social environment by
helping their knowledge to innovate and improve social activities, such as public services. In
the past decade, various forms of community-based learning (e.g. service-learning) have
become more present in the everyday teaching, which might contribute to the result reported
here.

Concluding Remarks

Comparing results on various matters related with the teaching culture and quality in
Croatian higher education offers a platform for critically discussing noticeable changes.
Employed comparison has shown increase in certain teaching elements that can be connected
with the aims of the Bologna process itself, as well as with different EU policies on teaching
in higher education and the efforts of Croatian HE sector to meet those.

This paper reveals that academics in Croatia are devoted to ICT-based learning and
computer-assisted learning today much more than it was the case in the 2009 survey. The
same happened with academics investing their time in developing course materials as well as
with them having face-to-face interactions with students outside the class. Such changes can
be connected with the use of digital technology and distance online learning promotion in
various EU policies targeting education (e.g. Yerevan Communiqué 2015), as well as with
recent (growing) focus on student centred approach in higher education, on pedagogical
innovations and student-focused teaching.

Survey has shown that today academics in Croatia are more often encouraged to
improve their instructional skills and more often there are adequate training courses for
enhancing teaching quality at their institutions. Such results indicate HEIs in Croatia investing
efforts and resources in meeting recommendations from various European policies and
reports. The number of international students has been only growing since the first survey in
2009, again indicating HEIs in Croatia investing into internationalisation.

As only preliminary results were presented, this particular study has its own limitations.
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However, further in-depth analysis will allow for more comparisons to be made and therefore
discussions on the changes related with teaching in higher education sector in Croatia. Such
study and discussion are much needed in the national context as everyday practice with
teaching culture and quality not being regarded enough seems to confront some of the results
presented here. At this point, it is evident that some of the aspects of teaching culture and
quality had been changing during the past ten years indicating more positive perspective on
enhancing the higher education teaching in Croatia.
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Overview

This chapter argues for the importance of designing strong syllabi that would
contribute to the implementation of a student-centered pedagogy in Moroccan
universities. Because, syllabus documents operate concurrently at the
administrative, course development, and interpersonal levels (Eberly &
Wiggins, 2001) they ought to be well-designed and thus facilitate a
strengthening of learner-teacher communication. However, research aimed at
evaluating the English Studies Track (EST) programme indicated that such
documents were seldom used in Moroccan universities. The research was
carried out in English departments of three Moroccan universities, and
involved 883 students who completed a questionnaire covering various aspects
of the instructional programme. The research sought to respond to the
following question; to what extent can syllabi increase student engagement and
enhance the quality of curricula in Moroccan universities?

Keywords: Moroccan university, quality enhancement, student engagement,
syllabus design
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Introduction

One of the main principles underpinning educational reform in Morocco has been a
move towards a student-centered approach in order to enhance learning. The first reform
document The National Charter of Education and Training (1999) stated that “the new
Moroccan national school aims at becoming an active school thanks to a pedagogical
approach based on active learning, not on passive reception; on cooperation, discussion and a
collective work, not on an individual effort alone” (p. 7). Sixteen years later, the same
principle was reiterated in The Strategic Vision of the Reform: 2015-2030. In this document,
Moroccan schools are expected to promote a transition from the passive transmission of
knowledge to a pedagogy promoting learner’s cognitive capabilities, life skills, critical
thinking, and initiative taking (p.13). These objectives can be better achieved through
adoption of a student-centered teaching approach giving priority to students’ learning
requirements (Cannon and Newble, 2000).

The orientation of the Moroccan reform towards student-centered approaches to
learning and teaching goes hand in hand with the international willingness to empower the
higher education student and to enhance the quality of tertiary level studies. Davies (1998)
argues in A European Agenda for Change for Higher Education in the 21°" Century that
universities assure the quality of teaching and learning through “a careful pre-definition of
learning outcomes [...], competencies [...], or transportable skills [...].” (p. 7)Quality is also
ensured, according to Davies, through the adoption of new learning methods that are more
learner-centered, through the reform of materials and curricula, and through guiding and
assisting the student body (ibid, p.8). In this regard, student-centered learning and teaching
have become synonymous with effective teaching that can lead to effective learning (Knight
and York, 2006, p. 565).

The Moroccan reform expects learner to take responsibility for their learning
experiences and to (re)construct the knowledge imparted by the academic authority through a
creative interaction teachers (The Strategic Vision 2015-2030, p. 13). This interaction between
the learner and the teacher is a key aspect of the higher education pedagogy. It is a
relationship that should be based on a strong will to engage the student in the educational
process. In this regard, the use of well-articulated syllabi that provide students with all the
necessary information about the courses they take is likely to increase the levels of student
engagement and improve student-teacher interaction.

Theoretical Framework

Student Engagement in Higher Education

Research findings show that the more students are engaged, the more they learn. For
example, Trowler and Trowlerpropose that the “value of engagement is no longer
questioned.” (2010, p. 9). Jones (2009) defines student or learner engagement as

[the] extent to which all learners (1) are motivated and committed to
learning, (2) have a sense of belonging and accomplishment, and (3) have
relationships with adults, peers, and parents that support learning. [....]
Students need to be engaged before they can apply higher order, creative
thinking skills. They learn most effectively when the teacher makes sense
and meaning of the curriculum material being taught. This can only happen
if the teacher has created a safe learning environment that encourages
students to meet challenges and apply high rigor skills to real-world,
unpredictable situations inside and outside of school.(p. 24)

Jones’ definition refers to the behavioral, the psychological and the socio-psychological
dimensions of student engagement (Kahu, 2013). Engaged students invest time and effort to
learn; they can self-regulate their own learning and they can use deep learning strategies.
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Furthermore, engaged learners enjoy the learning experience and their relationship with their
peers and teachers. However, the psychological dimension of engagement goes beyond
enjoyment and is further associated with a ‘will to succeed’, not only in the classroom
context, but also in the real world (Kahu, 2013, p. 762).

University students need to be engaged in learning as well as in improving the quality
of their learning environment. Students’ voices must be heard when it comes to evaluating
their own experience with the program. Students’ engagement can, indeed, go beyond
evaluation to partnership; a situation in which students are listened to and are involved in
“designing the curriculum and giving pedagogic advice and consultancy.” (Healeyet al., 2014,
p. 48). If an institution does not involve its students in this process, it can hardly claim that it
is adopting a student-centered approach to teaching and learning. Any attempt to enhance the
quality of university programs without involving students and relying only on other parties
(teachers and faculty) is likely to fail and it is likely to increase students’ feeling of
disconnectedness with their learning environment.

According to Bensimon (2009) university students need to “develop feelings about their
peers, professors and institutions that give them a sense of connectedness, affiliation, and
belonging.” (in Trowlerand Trowler, 2010, p.12). In this regard, a certain level of
connectedness can be achieved through providing students with a clear syllabus that creates
the bond between students, their teachers and the course they will study. The next section will
discuss the uses and usefulness of a syllabus in increasing student engagement in higher
education.

Uses of a Syllabus in Higher Education

A syllabus is usually conceived of “a description of the contents of instruction and the
order in which they are to be taught.” (Richards and Schmidt, 2002, p. 532). However, at the
tertiary level, the function of a syllabus goes beyond the organization of content to include
“the instructor’s expectations, the methods of instruction and evaluation, and the overall
course rationale” (Lowther et al., 1989, p. vi).This corresponds to what Chickering and
Gamson (1987) identify as ‘a strong sense of shared purposes’ - one of the key characteristics
of an environment that fosters learning in higher education (p. 5). These ‘shared purposes’ are
usually stated in the syllabus which is a contract between the student and the university; it is a
contract between the student and the teacher; and it is a tool to track the development of a
certain course and “to evaluate curriculum and program development over time.” (Ecker,
1994 in Eberly and Wiggins, 2001, p. 57). In this regard, Parkes and Harris (2002) identify
three functions for a syllabus at the tertiary level: a syllabus as a permanent record, a syllabus
as a contract, and a syllabus as a learning tool.

First, a syllabus is a record of the course content, of the course objectives and
outcomes, and of assessment procedures. This allows the revision of courses and programs “in
order to adapt to changes in the teaching-learning process.”(Eberlyand Wiggins, 2001, p.
69).Second, the syllabus is a contract between the student and the teacher, on the one hand,
and between the student and the university, on the other hand. Therefore, the syllabus should
include, among other components, clear information about the course calendar; course pre-
requisites; grading, information regarding late assignment submissions, and requisite make-up
policies in the event of failure (Parkes and Harris, ibid). The syllabus is a roadmap for the
student and without this document students are likely to feel lost, and, hence, disengaged and
demotivated. Slattery and Carlson (2005) argue that:

[s]students who cannot predict or influence their professor’s expectations
and behavior may give up and display typical signs of learned helplessness.
Similarly, when faculty shift deadlines frequently, students may become
frustrated by their inability to plan writing and studying time” (p. 160).
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In fact, a syllabus has the potential to be a learning tool because it allows the student to
develop his/her planning and self-management skills and it can provide them with valuable
advice on how to deal with the course in and outside of class. More importantly, if students
have access to a syllabus before they start the course, they can recognise their own strengths
and identify their weaknesses in relation to the course pre-requisites (Parkesand Harris, ibid,
p. 58).

All things considered, providing university students with a syllabus that describes the
course content, objectives and outcomes increases their awareness of what they have to do;
how they should do it; and what they are supposed to achieve. The more students are aware of
the rationale(s) behind what they are doing at the level of the course and the program, the
more likely it is that they will be engaged in their studies and the more informed they will be
to provide relevant feedback that will further enhance course quality.

The present chapter examines the extent to which the EST students in three Moroccan
universities are aware of the objectives of the program they are enrolled in and the objectives
and outcomes of the courses in which they are enrolled. The results will be discussed in the
light of the use or lack of use of syllabi in this program.

Methodology
Research Questions
The present chapter seeks to answer the following questions:

1. To what extent are the English Studies Track (EST) students aware of the
objectives behind their university studies?
2. To what extent do EST students have a clear idea about the course objectives at
the beginning of each course?
3. To what extent are EST students aware of the courses outcomes?

Population and Sampling

The study was carried out among the students of the English departments of three
Moroccan universities: Abdelmalek Essaadi University (AEU) in Tetouan, IbnTofail
University (ITU) in Kenitra, and Cadi Ayyad University (CAU) in Marrakech. These
universities were chosen on the basis of two criteria: accessibility and the fact that they also
are somewhat representative of the wider higher education sector. First, these universities
were the most accessible to the researcher in terms of their location and having access to
students. Second, these universities represent three different geographical regions in Morocco:
the North, the West, and the Center of Morocco respectively.

883 students from the above-mentioned universities participated in this study. The
participants were Semester 2 (S2), Semester 4 (S4), and Semester 6 (S6) students. This means
that the study covers three levels of experience with university studies, which ranges from
first year to third year of the graduate program. Table 1 shows the distribution of the
participants according to the institution they belong to and the semester of studies.
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Semester Total
Semester 2 Semester 4 Semester 6
Count 130 24 43 197
AEU
Expected Count 71,6 47,1 78,3 197,0
The Enelish Count 116 85 165 366
e Englis ITU
Department
Expected Count 133,1 87,5 145,5 [366,0
Count 75 102 143 320
CAU
Expected Count 116,3 76,5 127,2 {320,0
Count 321 211 351 883
Total
Expected Count 321,0 211,0 351,0 |883,0

Table 1: Number of Participants from the English Departments of the Three Universities
Research Instrument and Data Analysis

A questionnaire comprising 32 closed-ended (Likert scale) questions was administered
to participant students. The questionnaire dealt with different aspects of the teaching and
learning environments in the ESTs in the three universities covered by this research.
Nonetheless, for the sake of the present chapter, only the answers to three questions that are
related to syllabus use in the ESTs will be reported. Each one of these questions addresses the
aforementioned research questions.

1. I am aware of the objectives behind my university studies at the English
department.

Strongly Agree o Agreec I'mnotsure o Disagree o Strongly Disagree o
2. T have a clear idea about the course objectives at the beginning of each course.
Always o  Usually o Sometimes O Rarely o Nevero
3. I am aware of the outcomes I have to reach by the end of each course.
Always o  Usually o Sometimes O Rarely o Nevero

The answers to these questions were submitted to a statistical analysis of frequencies.
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Results

1. To what extent are the English Studies Track (EST) students aware of the
objectives behind their university studies?

500

400

300

Frequency

200

1007

o,
20,6% 49,1% 23,4% 6% 0,9%
| ——
0 T I T I T I T I T
Strongly Agree Agree I'm not sure Disagree Strongly disagree

Figure 1. Students’ Awareness of the Program Objectives

Figure 1 reveals that the majority of the participants (69,7%) agreed (20,6% strongly
agreed and 49,1% agreed) that they had a clear idea about the objectives behind their
university studies in the English Studies Track. Only 6,9% said they were unaware of these
objectives. However, 23,4% of the students did not have full knowledge of their studies
objectives,

2. To what extent do the English Studies Track (EST) students have a clear
idea about the objectives of the courses they take?

The participants’ answers to this question show that most of the students in the EST do
not have a clear idea about the objectives of the courses they take (Figure 2). Only 12, 8% of
the respondents claimed that they always had knowledge of the courses objectives. As a
matter of fact, this category of respondents is outnumbered by the category that rarely or
never got any idea about course objectives (23, 5%). (36%) said that they sometimes knew
about the courses objectives.
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Figure 2: Students’ Awareness of the Courses Objectives
3. To what extent are EST students aware of the courses outcomes?
400
300
—
o
| =
Q
=
8' 200
e

100

I

12,7%

27,3%

39,4%

13,8%

5,1%

T
Always

T
Usually

T
Sometimes

T
Rarely

T
Never

Figure 3: Students’ awareness of the Courses Outcomes

The participants answered the third question almost in the same way as they answered
the second one. Figure 3 reveals that students are not fully aware of the outcomes they have to
reach in the courses they take as only 12, 7% of the respondents answered that they were
always aware of the courses outcomes. 27, 3% said they usually knew about the outcomes
they had to achieve. However, almost 40% said that they were sometimes aware of the
courses outcomes; while, 18, 9% of the participants reported that they rarely or never knew
about them. This denotes a lack of certainty about what students have to achieve by the end of

the courses.
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Discussion and Implications

The results yielded by the questionnaire reveal a significant discrepancy in students’
awareness of objectives, and outcomes, at the level of the program on the one hand, and at the
level of the courses on the other hand. It seems that EST students’ level of awareness of the
objectives behind their university studies at the English Department is higher (69% of the
respondents) than their level of awareness of the objectives behind the individual courses they
take (39,2% of the respondents who were always or usually aware of the courses objectives).
This negative tendency is reinforced by the percentage of students who only sometimes had a
clear idea about the objectives (36%) and outcomes (39.4%) of the courses they study.

This discrepancy may be due to the fact that the three universities covered by this
study provide a general description of the program on their respective websites, either in
French (CAU and ITU) or in English (AEU). One of the participant universities provided a
comprehensive list of objectives and proposed learning competencies on its website.
However, such information provision does not tend to be the norm. Seldom available to
students when it comes to individual courses. Anecdotal information suggests that many ESTs
teachers communicate course content and objectives orally.

Providing a detailed syllabus is not a requirement in the ESTs and the results presented
in the previous section reveal an unsystematic use of syllabi in the ESTs in Moroccan
universities. An important number of Moroccan students do not have access to basic
information about the courses they take in terms of objectives and outcomes. This situation is
likely to foster a surface approach to learning in students who cannot predict what they are
supposed to achieve in their courses. Meanwhile, Lizzioet al. (2002) assert that “[s]tudents
who reported a deep approach to learning the subject also reported more integrated
conceptions of the subject content both prior and subsequent to enrolment in the subject.” (p.
30)

The Strategic Vision 2015-2030proposes that the Moroccan educational system must
“involve the learner in the construction of their own learning and develop a creative
interaction between the learner and the teacher.” (p. 13). Yet, such an interaction can hardly
take place without a syllabus that sets the ground for the student-teacher negotiation of the
course context. One of the basic needs of university students is to have access to learning
guides and syllabi. Students need to have a clear vision of the courses and the curricula they
study in order to be engaged in the learning process.

In order to enhance the quality of the Moroccan tertiary level, it is fundamental to go
beyond the conception that a syllabus is a mere document that describes the scope and
sequence of a course and that it is a document exclusively for teachers. Moroccan university
students must have access to course syllabi to develop their motivation and agency (Zepke
and Leach, 2010, p. 169). Students tend to feel more autonomous and in control of their own
learning if they have a syllabus that helps them plan for their studies and organise their
priorities according to the objectives and outcomes stated in the document.

Conclusion

Student engagement does not only involve what students and teachers do in the
classroom but also what happens prior to the course. Engagement can be designed into the
development of learner-centered syllabi addressing students’ needs for guidance, clarity and
connectedness. Enhancing the quality of higher education curricula in Morocco is not solely
the responsibility of teachers, faculty and politicians alone. Students have to be consulted as
partners and have to be engaged in the quality enhancement process because they are at the
heart of the educational practice. They can pinpoint the weaknesses and the strengths of study
programs and they can suggest possible solutions to current problems. Adopting a student-
centered approach to teaching and learning should not be limited to the teaching methods, but
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should also affect the teaching philosophy embraced by the teachers and the higher education

institution.
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Overview

The objective of this research is to explore the relationship among self-efficacy,
academic motivation and academic performance of Moroccan English Foreign
Language (EFL) students. The data was collected through administering a questionnaire
to 179 EFL leaners selected from semester three and semester five. The questionnaire
was used to measure the learners’ general self-efficacy as adopted from Chen et al.
(2001), learning self-efficacy as adopted from Pintrich et al. (1991), intrinsic and
extrinsic motivation as adopted from Pintrich et al. (1991), and academic achievement
as measured by participants’ self-reported grade-point averages (see section 7.2). The
data was analysed using descriptive and inferential statistics. The Pearson correlation
coefficient was used to examine the relationship between self-efficacy, motivation and
academic performance. T-tests were carried out to explore the differences in
participants’ self-efficacy, motivation and academic performance on the basis of their
gender and instructional level. The results of the study showed that there is a significant
relationship between the students’ self-efficacy, intrinsic motivation, and academic
performance. There were no differences among learners’ self-efficacy beliefs,
motivational orientations with respect to their gender and educational level. However,
male students scored higher on academic achievement than female students. Fifth-
semester students were also found to score higher on academic performance than third-
semester students.

Keywords: self-efficacy, intrinsic, extrinsic motivation, academic performance, gender
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1. Introduction

This chapter addresses the idea that perceived self-efficacy is an important variable in
understanding learners’ academic motivation and achievement. Self-efficacy is defined as
one’s perceived capabilities for learning or producing given attainments (Bandura, 1997). In
other words, self-efficacy involves one's beliefs about his/her capability to do a task.
Perceived self-efficacy does not affect behaviour directly but instead through its impact on
other determinants such as “goals and aspirations, outcome expectations, affective
proclivities, and perception of impediments and opportunities in the social environment”
(Bandura, 2006, p. 309). Through expectations of eventual success, self-efficacy is
hypothesised to affect choice of activities, effort, persistence, and achievement (Bandura,
1997; Schunk, 1995). People who have a low sense of efficacy for accomplishing a task may
avoid it; however, people with high self-efficacy for accomplishing a task participate more
readily, work harder, persist longer in the face of obstacles (Bandura, 1997, Schunk, 1991;
Schunk and Meece 2005). So self-efficacy, which refers to people’s beliefs in their
capabilities to perform tasks, is an important personal factor as sit can influence other factors
that impact behaviour, such as strategic thinking, goal setting, success expectation, effort
exertion, and perseverance in the face of difficulties.

Self-efficacy is not considered to be a static or global trait, but instead a differentiated
set of beliefs about oneself that are linked to distinct areas of functioning (Bandura, 1997,
2006). For instance, one cannot be a master of all trades, which would require a mastery of
every realm of human life. Therefore, people differ both in the areas and tasks in which they
exhibit their self-efficacy and in the levels to which they develop it within their chosen
accomplishments (Bandura 1997, 2006).

The next section provides a theoretical background of self-efficacy framed within the
context of social cognitive theory (Bandura, 1986). The sources of self-efficacy information
and the consequences of self-efficacy, especially the influence on motivation and academic
achievement, are described.

2. Sources of Self-Efficacy

From Bandura’s (1986) social cognitive theory, we can infer that students’ self-efficacy
constitutes a major aspect of their knowledge about themselves as learners and a determiner
of scholastic behaviour. Bandura (1997) argued that self-efficacy is constructed from four
major sources: mastery experience, vicarious (observational) experiences, verbal persuasion,
and physiological and affective state. These four sources are explained below.

2.1.Enactive Mastery Experience

Bendura (1997) considers enactive mastery experiences the most prominent source of
efficacy information because they provide the most accurate evidence of whether one can
master the prerequisite skills to succeed. The students’ judgments of their ability are formed
on the basis of their own previous academic performances. Successes raise efficacy and
failures lower it, but once a strong sense of efficacy is developed a failure may not have much
impact on self-efficacy belief (Bandura, 1986; Schunk, 1984, 1991).

2.2.Vicarious Experience

Students’ self-efficacy is also partly shaped by vicarious experiences through observing
how others perform. Similar others offer the best basis for comparison (Bandura, 1997;
Schunk, 1989). For most activities, including that of school contexts, people measure the
adequacy of their capabilities in relation to the performance of similar others. Bandura (1997)
argues that students may possibly modify their beliefs following a model's success or failure
to the extent that they feel similar to the model. Observing similar peers perform a task
conveys to the students the information that they too have the ability to undertake similar

34



Self-Efficacy, Academic Motivation and Achievement Hassan Zaid

tasks. On the other hand, observing others fail may lower the students’ sense of self-efficacy
and discourage them from doing the task. Nevertheless, information acquired vicariously
usually has a weaker and transient effect on self-efficacy than performance-based information
(Bandura, 1997; Schunk, 1989, 1991).

2.3.Verbal/Social Persuasion

Social persuasion serves as another important means of strengthening people’s sense of
self-efficacy (Bandura, 1997). The positive feedback that students receive from others on their
abilities and academic outcomes contributes in sustaining and promoting their sense of self-
efficacy, especially when struggling with difficulties. Students who are verbally persuaded
that they possess the ability to carry out certain tasks are more likely to exert more effort and
persevere in the face of difficulties than if they doubt their capabilities. Persuasory efficacy
information, which is often conveyed in the form the evaluative feedback given to performers,
can be conveyed in a manner that weakens a sense of efficacy or boosts it (Bandura, 1997, p.
101). According to Usher and Pajares (2006) positive feedback from significant others is a
reliable source of increasing and strengthening self-confidence.

2.4. Physiological and Emotional States

Students acquire efficacy information through somatic or physiological indices
(Bandura 1997). Students often read their physiological and emotional symptoms in stressful
situations as indicators of liability of dysfunction (Bandura 1997; Schunk, 1984). For
example, physiological and emotional symptoms such as trembling, sweating, anxiety and
stress before a test could be interpreted by students as indicators that they lack the pre-
requisite skills, and hence may not be capable of performing well. Strong emotional reactions
to school related tasks could provide clues to expected success or failure (Usher &Pajares,
20006).

Bandura (1997) argued that guided enactive mastery beliefs produces stronger and more
global efficacy beliefs than do other modes of influence relying only on vicarious experiences
or verbal instruction. In other words, students’ own performances offer more reliable indices
for measuring self-efficacy, while effects of the other sources are more variable. In general,
successes raise self-efficacy and failures lower it, although an occasional failure (success)
after some successes (failures) is unlikely to have much impact (Bandura, 1997; Schunk and
Meece, 2005).

The role of self-efficacy in motivation and performance has been increasingly explored
since Bandura's (1977) original publications. During the past three decades, self-efficacy has
emerged as a highly effective predictor of students’ motivation and learning (Zimmerman,
2000). The rest of the paper deals with the influence of self-efficacy on motivation and
achievement.

3. Academic Motivation

Albert Bandura’s (1977, 1986 & 1997) theory of self-efficacy has important
implications with regard to motivation. Bandura hypothesized that perceived self-efficacy
affects choice of activities, effort expenditure, and persistence. People who hold a low sense
of efficacy for accomplishing a task may avoid it; those who believe they are capable should
participate more eagerly even in when facing difficulties and obstacles. In line with this,
Schunk (2003) believes that students’ perceived self-efficacy about their capabilities to learn
or perform behaviours at designated levels, plays an important role in their motivation and
learning. Students’ self-efficacy sustains motivation and promotes learning.

To be motivated means to be enthusiastic about doing a task, whereas a person who
feels no incentive or eagerness to act is thus characterised as unmotivated. Students differ not
only in the intensity of motivation, but also in the orientation of that motivation (Deci &
Ryan, 2000). In self-determination theory (STD) Deci & Ryan (1985) distinguished between
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different types of motivation on the basis of different reasons or goals that give rise to an
action. The most basic distinction is between intrinsic motivation, which refers to doing
something because of its inherently satisfactions, and extrinsic motivation, which refers to
doing something to attain some separable outcome. Intrinsic motivation is based on the
individual’s needs to be competent and self-determining (p. 5).

4. Self-efficacy and Motivation

Educators have long recognised that students’ beliefs about their academic capabilities
play an essential role in their motivation to achieve. According to Bandura (1994, 1997),
motivation involves the cognitive process that students use in the activation and persistence of
behaviour (Bandura, 1994, 1997; Pintrich & Schunk, 2002). Bandura (1994) argues that
efficacious outlook fosters intrinsic motivation and deep interest in activities. Therefore, they
boost and maintain their efforts in the face of difficulties and failures. In line with this,
McKeachie (1990) asserts that when students are efficacious, learning becomes more
intrinsically satisfying. Zimmerman and Kitsantas (1997; 1999) also found self-efficacy to be
highly correlated with students’ rated intrinsic interest in a motoric learning task as well as in
a writing revision task. In a study by Saracalolu and Dinger (2009), which explored the
relationship between self-efficacy and academic motivation of the teacher candidates, self-
efficacy is found to moderately correlate with academic motivation and to lesser extent with
academic achievement. Niehaus, Rudasil, and Adelson (2012) examined how academic self-
efficacy, intrinsic motivation, and participation in an after-school program contributed to the
academic achievement of Latino middle school students. Results revealed that intrinsic
motivation was positively associated with students’ academic achievement.

5. Self-Efficacy and Academic Achievement

Ample research has indicated that self-efficacy correlates with achievement outcomes
(Bandura, 1993, 1997; Ferla, Valcke, and Cai, 2009; Pajares, 1996; Schunk, 1989, 1991,
1995; Zimmerman, 1997, Usher and Pajares, 2006; Zimmerman, Bandura, & Martinez-Pons,
1992). Individuals with high self-efficacy beliefs show confidence in their skills and abilities
to do well and have been shown to participate more in learning activities.

Mahyuddin, et al. (2006) investigated the relationship between Malaysian students' self-
efficacy and their English language achievement. Correlational analysis shows that there are
significant positive correlations between self-efficacy dimensions and academic achievement
in the English language. Rahemi (2007) investigated the humanities students’ English self-
efficacy beliefs, and examined the contributions they make to their EFL achievements. A
strong positive correlation was found between their EFL achievements and self-efficacy.
Reyes (2010) conducted a study to find the level of efficacy of highs school students in the
subjects of Math and English on the basis of their gender. He found a significant relationship
between students’ performance on both of subjects and self-efficacy. However no significant
difference has been located on male and female perceived efficacy on both subjects. Akram
and Ghazanfar (2014) explored the relationship of self-efficacy and the academic performance
in terms of CGPA of the Pakistani University students. The results reveal a positive
relationship between self-efficacy and their academic performance. The study also reveals
that there is a significant difference in the level of self-efficacy of respondents with respect to
their gender, as male students showed high level of self-efficacy as compared to female
students. Shkullaku (2013) explored gender differences in self-efficacy and academic
performance among Albanian students. The results of the study showed that there was a
significant relationship between the students’ self-efficacy and academic performance. The
results also showed there were gender differences in the levels of self-efficacy, where men
reported higher levels of self-efficacy than women. The results also showed that there was no
difference between males and females in academic performance.
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6. The Objective of the Study

As self-efficacy plays a significant role in influencing academic motivation and
achievement, the aim of this study is to investigate the relationship among EFL learners’ self-
efficacy beliefs, motivational orientations and academic performance. Moreover, it also
investigates possible differences among learners’ self-efficacy beliefs, motivational drives,
and academic achievement on the basis of their gender and instructional level.

7. Method
7.1.Sample

A criterion-sampling scheme (Onwuegbuzie& Collins, 2007) was used in this study.
Specifically, the criteria used were that each participant was either a third semester or a fifth
semester undergraduate student. The target population of the present study was EFL students
from Beni Mellal University of Arts and Humanities in Morocco. The sample included 82
male (45,8%) and 97 (54,2%) female students. 90 (50,3%) of these students were studying in
the third semester and 88 (49,7%) in the fifth semester. The respondents’ ages ranged from 18
to 42 years (mean age = 21,5 years).

7.2. Measures

The questionnaire of the study comprises 24 items tapping learner’s beliefs about their
self-efficacy and motivational drives. At this stage, it is important to note that the self-efficacy
measures refer to performance capabilities rather personal qualities, such as psychological
characteristics (Aamir, et al., 2017). Because self-efficacy beliefs are multi-layered, different
kinds of self-efficacy scales exist (Bandura, 2006). There are general scales that measure an
individuals’ global sense of efficacy, and specific domain of functioning scales. Therefore, the
first scale (8 items) is adopted from the General Self-Efficacy Scale (Chen et al, 2001). It
includes items such as: I will be able to achieve most of the goals that I have set for myself;
When facing difficult tasks, I am certain that I will accomplish them; In general, I think that I
can obtain outcomes that are important to me.). The second scale (8 items) is adopted from
Pintrich et al., (1991) self-efficacy for learning and performance. It includes items such as: I
believe I will receive an excellent grade in my classes; I’m certain I can understand the most
difficult course material presented in the readings for my courses; I’'m confident I can
understand the basic concepts taught in my courses. The eight items used to comprise the
scale for learning self-efficacy (LSE) are intended to measure both efficacious appraisals of
ability and performance expectations in a specific college course (Pintrich et al., 1991). The
Academic Motivation Scale (Vallerand et al., 1992, 1993) focuses on two subscales, each of
which consists of four items. External motivation consists of items such as: I study English
because I need at least a high-school degree in order to find a high-paying job later on.
Intrinsic motivation includes items such as: I study English because I experience pleasure and
satisfaction while learning new things. The respondents replied to the five-point Likert scale
questionnaire with the following answer possibilities: 1 — not very like me, 2 — like me, 3 —
somewhat like me, 4 — like me, 5 — very like me (See Appendix A).

This questionnaire also extracted the following demographic information: gender, age,
instructional level and self-reported grade point average (GPA). The data on academic
performance was collected through GPA self-reported by the participants in the previous
semesters of the 2017- 2018 academic year. The grades were used as the measure of students’
academic performance.

The internal consistency estimates of the different self-efficacy and motivation scales
ranges from .79 to .85, which were quite similar to the internal consistency reliabilities of
SGSES of Chen et al. (2001), which was moderate to high (.76 to .89) and to the AMS of
Vallerand, et al. (1993), which ranged from .83 to .86.
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7.3.Data Analysis

The compiled data by the questionnaire was analysed with SPSS 17.0 software to
answer the research questions. All the data collected were analysed using descriptive and
inferential statistics. The descriptive analysis was conducted to report the mean scores and
standard deviation in order to investigate the students’ self-efficacy beliefs and motivational
orientations statistics used were means. The inferential statistics used were t-tests for
independent samples to determine the gender and instructional level difference among the
sample concerning their self-efficacy beliefs and motivation, and Pearson product moment
correlation. Pearson correlations were performed to investigate the relationship among self—
efficacy, motivational orientations and academic performance. Independent t-tests were
conducted to determine the gender and instructional level difference among the sample
concerning their self-efficacy beliefs, motivation and academic achievement. A correlation
analysis was also to determine the correlation among self-efficacy beliefs, motivational
orientations and academic achievement.

8. Results
8.1. Students self-efficacy and motivational orientations

Table 1 presents descriptive results, which gives an initial idea about the learners’ level
of self-efficacy, motivational orientations, and academic achievement.

Table 1: Students self-efficacy and motivational orientations

N Minimum | Maximum| Mean Std. Deviation
General Self-Efficacy 178 1,75 5,00 3,75 ,64
Learning Self-Efficacy 179 1,75 5,00 3,61 ,68
External Motivation 179 1,00 5,00 3,47 1,12
Internal Motivation 179 1,00 5,00 4,15 ,83
Academic Achievement 179 5,00 15,50 10,94 1,66
Valid N (listwise) 178

The first objective of this study was to explore the Moroccan EFL self-efficacy beliefs
and motivational orientations. The descriptive statistics table below give us an initial idea
about the learners’ self-efficacy beliefs and motivational orientations. As shown in Table 1
below EFL students generally have a moderately high sense of global self-efficacy (M= 3,75;
SD = ,64) and learning self-efficacy (M = 3,61; SD = ,68). As far as their motivational
orientations are concerned, it seems that they more internally motivated to (M = 4,15; SD =
,83) than externally motivated (M = 3,47; SD = 1,12) to learn English. Concerning the sample
global grade mean it is moderate with a mean score of (M = 10,94; SD = 1,66).

8.2. Correlation among learners’ self-efficacy, motivational drives, and
academic achievement

Table 2 explores the different correlation among the learners’ self-efficacy beliefs,
motivations orientations and academic achievement. It also investigates the inter-correlations
among the investigated variables.
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Table 2: Correlations among academic achievement and self-efficacy and motivation

Academic Ach G S Efficacy L Self Ef Intr motivation |Ext
motivation
Academic Achievement --
General Self-efficacy 327
Sig=,00
N=177 -
Learning Self-efficacy 347 677
Sig=,00 Sig=,00
N=177 N=175 -
Intrinsic motivation ,20™ ,34™ 28"
Sig=,006 Sig=,00 Sig=,00
N=178 N=176 N=176 --
Extrinsic motivation -,08 -,004 11 -,08
Sig= 28 Sig=,96 Sig=,15 Sig= 26
N=177 N=176 N=175 N=176 --
** P<.01
An evaluation of Table 4 reveals that the academic performances of the students have a
significantly positive relationship with learning self-efficacy (r = .34), with intrinsic

motivation (r =.34) (p <.01), and global self-efficacy (r = .32). These results seem to suggest
that the higher the learners’ global self-efficacy, learning self-efficacy and intrinsic
motivation the higher their academic achievements get. On the other hand, external
motivation correlates negatively with academic achievement (r = -.34, p<.01). This seems to
suggest that the more externally motivated the learners are the lower their academic
performance becomes. One can also see that global self-efficacy correlates strongly with
learning self-efficacy r = .64 and moderately with intrinsic motivation r = .34. These results
entail that students who have high global self-efficacy also have high sense of learning self-
efficacy and are intrinsically motivated to learn English. Learning self-efficacy also exhibits a
moderately positive correlation with internal motivation r = .28, p < .01). It should be noted
that external motivation exhibits insignificant inter-correlations with academic achievement
and the rest of the investigated variables, as the p value is more than .01.
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8.3.Gender and learners’ self-efficacy and motivational orientations

An independent-samples #-test was conducted to evaluate whether participants’ mean
scores differed across genders at statistically significant levels.

Table 3: A Comparison of Male and Female Learners’ Self-Efficacy and Motivational Orientations

Gender N Mean DfS:;[lcila; tion t sig

General Self-Efficacy male 81 3,8194 ,65491 1,295 19
female 96 3,6953 ,61874 1,288

Learning Self-Efficacy male 81 3,6402 , 75462 1,182 23
female 96 3,5179 ,62261 1,163

External Motivation male 80 3,4917 1,14611 ,002 54
female 97 3,4914 1,08663 ,002

Internal Motivation male 81 4,0401 ,88429 -, 713 45
female 97 4,1340 ,86607 712

Academic Achievement  Male 82 11,21 1,82
Female | 97 10,71 1,48 208 04

So as the results in Table 2 show, the ¢-test results indicated that there was not a
significant difference between females and males with regard to the mean scores of their self-
efficacy beliefs and motivational orientations as the p value is more than .05 (P< .05).
However, the #-test results show that there is significant difference between males and females
in academic performance. Male students of the sample of this study score higher in academic
achievement (M= 11.21; SD= 1,82; p= .04) than female students (M = 10.71; SD = 1,48; p =
.04).

8.4.Instructional level and students’ self-efficacy and motivation

An independent-samples t-test was conducted to evaluate whether participants’ mean
scores differed across the two investigated instructional levels at statistically significant
levels.
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Table 4: A Comparison of S1 and S6 Students’ self-efficacy and motivation

Instructional Std. .
level N Mean Deviation t Sig.
S3 90 3,78 ,56 22
General Self-Efficacy .82
S5 86 3,75 71 22
S3 90 3,63 ,60 57
Learning Sefl-Efficay 57
S5 86 3,57 ,76 ,56
S3 90 3,52 1,12 ,49
External Motivation .61
S5 86 3,44 1,10 ,49
S3 89 4,14 .82 -,26
Intrinsic Motivation .79
S5 88 4,16 92 -,26
S3 90 10,68 1,73 2.51
Academic Achievement .01
S5 88 11,28 1,41 2,52

To investigate the impact of the instruction level on the learners’ self-efficacy beliefs
and motivational orientations an independent #-test was conducted. As shown in Table 3, the
analysis by the independent #-tests on the investigated variables between S3 and S5 students
yield significant differences for the academic achievement, as the p value is less than .05 (P<
.05). This means that there is a statistically significant difference in terms of academic
achievement between semester five students (M = 11.28, SD = 1.41, t = 2.51) and semester 3
students (M = 10.68, SD =1.73, ¢ = 2.52), p = .01.

9. Discussion

The aim of the present study is to investigate the relationship among EFL learners’ self-
efficacy beliefs, motivational orientations, and academic performance. Fist, the descriptive
statistics shows through the EFL learners’ mean scores that they have a moderately high sense
of general self-efficacy and learning self-efficacy. These results seem to indicate that
participants in this sample believed themselves to be considerably efficacious with regard to
not only their sense of mastery in academic related tasks, but also in different domains of
functioning.

Concerning their motivational orientation, the results revealed that the participants of
this study are more intrinsically than extrinsically motivated to learn English. These results
seem to indicate that the Moroccan EFL leaners included in this study sample tend to perceive
themselves as efficacious and intrinsically oriented to learn English. This is important because
self-efficacy has important implications with regard to motivation (Bandura, 1977, 1986 &
1997), and academic achievement (Bandura, 1994, 1997; Pajares, 1996; Schunk, 1989, 1991,
1995).

The correlational analysis reveals that both learning self-efficacy and global self-
efficacy correlate positively with the leaners’ academic performances. This result was

41



Self-Efficacy, Academic Motivation and Achievement Hassan Zaid

consistent with previous research in suggesting that academic self-efficacy correlates
positively with academic achievement (Bandura, 1993, 1997; Pajares, 1996; Schunk, 1989,
1991, 1995; Zimmerman, 1997; Mahyuddin, et al., 2006; Rahemi, 2007; Reyes, 2010;
Ghazanfar, 2014). This result points to the importance fostering a high sense of self-efficacy,
both general and academic efficacy beliefs, in learners as it directly influence their academic
performance.

In addition, intrinsic motivation is also found to correlate positively with leaners’
academic performance. Specifically, students who were more intrinsically motivated earned
higher grades. This finding suggests that Moroccan EFL learners who are more internally
motivated to study English are more successful. This result is in line with previous work by
Niehaus, Rudasil, and Adelson (2012) showed that intrinsic motivation was positively
associated with Latino middle school students’ GPAs. On the other hand, external motivation
correlates negatively with learners’ academic achievement. This finding seems to suggest that
the more externally motivated the students are the less they achieve in their study.

One of the most significant results of the study revealed that general self-efficacy
correlates strongly with learning self-efficacy (r= .64, p < .01).This result seems to
corroborate the previous descriptive result, which indicates that students who have high global
self-efficacy also have high sense of learning self-efficacy. A person who possesses high self-
efficacious beliefs in accomplishing different performances is more likely to trust his/her
academic performance as well. The learners’ global sense of self-efficacy, which is developed
at early stages of individuals’ lives outside the classroom, should be nurtured by educators
and other caregivers, as it is predictive of academic self-efficacy. Moreover, both general and
learning self-efficacy beliefs exhibit a significant positive correlation with intrinsic
motivation. These results were consistent with previous research in suggesting that academic
self-efficacy is correlated with intrinsic motivation. For instance, Zimmerman and Kitsantas
(1997; 1999) found self-efficacy to correlate highly with students’ rated intrinsic interest in
learning. In line with this, McKeachie (1990) asserts that when students have a high sense of
efficacy, learning becomes more intrinsically satisfying. In another study by Saracalolu and
Dinger (2009), self-efficacy was found to moderately correlate with academic motivation.

The positive correlations among self-efficacy, intrinsic motivation and academic
achievement can be accounted for by Bandura’s theory. Bandura’s social cognitive theory
introduces self-efficacy as a personal factor that affect individuals’ choice of activities, effort
expenditure, persistence in the face of obstacles, and achievement. Bandura believes that the
individuals who have more successful experiences develop their capabilities for learning or
producing a given attainment. Moreover, as Schunk (2003) argues students’ perceived self-
efficacy plays an important role in their motivation and learning. In other words, students’
self-efficacy beliefs help sustain motivation and hence promote learning. Indeed, self-efficacy
has emerged as a highly effective predictor of students’ motivation and learning as
Zimmerman (2000) argued.

In the current study, there were no difference among learners’ self-efficacy beliefs and
motivational orientations with respect to their gender and educational level. The fact that there
were no differences among male and female learners’ efficacy beliefs was consistent with
Reyes (2010) study in which he investigated the level of efficacy of high school students in
the subjects of Math and English on the basis of their gender. However, this result was
inconsistent with other studies, where males were found to show high level of self-efficacy
than females (cf. Akram & Ghazanfar, 2014; Shkullaku, 2013). The fact that there is no
difference among the Moroccan male and female EFL learners’ self-efficacy believes shows
that today female learners are as efficacious as male learners. Indeed, Moroccan female
learners are as good at learning language as males.

10. Implications
In light of the findings of the present study the following implication were formulated:
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1- Self-efficacy beliefs and motivational orientations of learners are vital constructs to
take into account in trying to understand EFL learners’ academic outcomes.

2- It is essential for the teachers to promote the learners’ self-efficacy, and, by doing so,
they can improve the academic performance of their students.

3- It is helpful that teachers help their leaners get interested in the subjects they teach
and the language in general.

11. CONCLUSION

Ample research has indicated that self-efficacy correlates with achievement outcomes
(Bandura, 1993, 1997; Ferla, Valcke, and Cai, 2009; Pajares, 1996; Schunk, 1995), and
motivation, especially intrinsic motivation (Bandura, 1994, 1997; McKeachie, 1990;
Zimmerman and Kitsantas, 1997; 1999). Students with high self-efficacy often display greater
performance comparatively to those with low self-efficacy. Students’ beliefs about their
academic capabilities is equated with self-competence, therefore significant others, especially
teachers should play their role in enhancing this academic self-competence for it has great
influence on the learners’ endeavour to achieve and eventually on their achievement
behaviour.
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Appendix: A questionnaire on qualities of effective teachers

This questionnaire is about your perceptions of your self-efficacy and motivation. We
would appreciate it if you would complete this survey anonymously and return it to the person
who handed it to you. Your answers, along with that of other students, will be used to assist
us in developing a better understanding in this area. Thanks for your time.

LR R R R R R R R R R R R R R S S R R R R R R

I- Partone

1- Gender: male I:I female I:I

2- Age:
3- Instructional level: Semester 3 I:I Semester 5 I:I
4- What are the global grades you got in the two previous semesters: ...... and ......

5- How would you rate your academic performance?
5- Very high I:I 4- High |:| 3- Average |:| 2- Low |:| 1-Very low I:I
II- Part two

1- Please CHECK ONE box that best describes you. Be honest, since the information
you provide will be used in a scientific study about EFL learners’ academic self-efficacy and
motivation. There are no right or wrong answers! All your answers are held to be true.

5= very like me; 4= like me, 3= somewhat like me, 2= not like me; 1= not very like me

1- I will be able to achieve most of the goals that I have set for
myself.

2- When facing difficult tasks, I am certain that I will accomplish
them.

3- In general, I think that I can obtain outcomes that are important
to me.

4- I believe I can succeed at most any endeavour to which I set my
mind.

5- I will be able to successfully overcome many challenges.

6- I am confident that I can perform effectively on many different
tasks.

7- Compared to other people, I can do most tasks very well.

8- Even when things are tough, I can perform quite well.

9- I believe I will receive an excellent grade in my classes
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10- I’m certain I can understand the most difficult course material
presented in the readings for my courses.

11- I’'m confident I can understand the basic concepts taught in my
courses.

12- I’'m confident I can understand the most complex material
presented by the instructor in my courses

13- I’'m confident I can do an excellent job on the assignments and
tests in my courses.

14- I expect to do well in my classes.

15- I’'m certain I can master the skills being taught in my classes.

16- Considering the difficulty of the courses and my skills, I think
I will do well in my classes.

17- Honestly, I don’t know; I really feel that I am wasting my time
in school.

18- I once had good reasons for going to school; however, now |
wonder whether I should continue.

19- I can’t see why I go to school and, frankly, I couldn’t care less.

20- I don’t know; I can’t understand what I am doing in school.

21- I study English because I need at least a high-school degree in
order to find a high-paying job later on.

22- 1 study English in order to obtain a more prestigious job later
on.

23- I study English because I want to have “the good life” later on.

24- 1 study English in order to have a better salary later on.

25- 1 study English because I experience pleasure and satisfaction
while learning this language.

26- 1 study English for the pleasure I experience when I discover
new things never known before.

27- 1 study English for the pleasure that I experience in broadening
my knowledge about subjects which appeal to me.

28- I study English because it allows me to continue to learn about
many things that interest me.
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Overview

In recent years the concept of intercultural communicative competence (ICC)
has been widely discussed by many researchers and scholars. The concept
has influenced the field of English as a Foreign Language (EFL) teaching and
learning. Aguilar (2008) states that the main objective of ICC is to help
learners develop different forms of knowledge related to “attitudes, values,
knowledge, skills of interpreting and relating, skills of discovery and
interaction and critical cultural awareness” (p. 87). This chapter investigates
Moroccan EFL university students’ perceptions of ICC, their intercultural
knowledge and competence. It also attempts to explore the relationship
between different ICC components such as age, gender, attitudes,
competence, and knowledge. Further, it highlights some ICC assessment
tools that may help teachers in assessing students’ ICC. In so doing, the
findings of this small case study may influence the refinement of teaching
practices and strengthen students’ learning. The results reveal that a majority
of participating students have positive attitudes towards ICC. They also
acknowledge that their ICC level will, to some extent, help them interact
effectively in different intercultural situations.

Keywords: intercultural communicative competence (ICC), communicative
competence, students’ attitudes towards ICC, ICC assessment.
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1. Introduction

The development of intercultural communicative competence (ICC) has become one of
the main issues in the teaching of English as a foreign language (EFL) over the last two
decades. Teachers are becoming aware that one of the main goals of language teaching is to
enable learners to communicate effectively with people from diverse cultural backgrounds.
However, several authors such as Lazar (2003) point out that despite the recommendations of
the Common European Framework of Reference to Languages (CEF), the focus of language
learning is generally restricted to the study of grammatical and lexical competence. Byram
(1997) also explains that cultural competence has often been ignored in EFL because
language teaching has been influenced by the study of grammatical forms.

Communicative competence (CC) had prevailed for over three decades in foreign
language teaching despite the inclusion of some cultural aspects. Kramsch (1993) states that
“[a]fter years of communicative euphoria, some language teachers are becoming dissatisfied
with purely functional uses of language and some are pleading to supplement the traditional
acquisition of ‘communication skills” with some intellectually legitimate, humanistic, cultural
‘content’ (‘Cultural’ 83)”. Although Baxter introduced the idea of ICC as early as 1983 (304),
it is Michael Byram who, since the mid1990s, has most extensively developed the concept
and the applications of ICC. He is also considered to be the pioneer of the ICC notion.

According to Deardorff (2006), intercultural competence is often considered to be a
subfield of “communicative competence”. Intercultural competence, which is the ability to
change one’s knowledge, attitudes, and behaviors so as to be open and flexible to other
cultures, has become a key issue in the globalized society of the 21st century (Alred and
Byram 2002). The concept of “intercultural communicative competence” (Byram, 1997) has
refocused the goal of language education with culture integrated into language study. The use
of the term “inter-cultural” reflects the view that EFL learners have to gain insight into both
their own culture and the foreign culture (Kramsch, 1993). Intercultural communicative
competence refers to the “ability to ensure a shared understanding by people of different
social identities, and [the] ability to interact with people as complex human beings with
multiple identities and their own individuality” (Byram, Gribkova & Starkey, 2002, p. 10).
This competence emphasizes the mediation between different cultures, the ability to look at
oneself from an ‘external’ perspective, analyze and adapt one’s own behaviors, values and
beliefs (Byram & Zarate, 1997).

The goal of intercultural language learning is not native speaker-level competence in the
target language. Instead, language learners follow the norms of an “intercultural speaker”
(Byram, 1997; Kramsch, 1993; Risager, 1998) that require them to acquire the ‘competences
which enable them to mediate/interpret the values, beliefs and behaviors (the ‘cultures’) of
themselves and of others and to ‘stand on the bridge’ or indeed ‘be the bridge’ between
people of different languages and cultures’ (Byram, 2006, p. 12).

1.1. Conceptualizing Intercultural Communicative Competence
1.2.Language and Culture

Language and culture are interrelated and accordingly, the teaching of language entails
the teaching of the culture(s) of the target language, this is a highly complex phenomenon.
Kramsch (1998) describes culture as; “membership in a discourse community that shares a
common social space and history, and common imaginings” (p. 10). Another definition to
culture was provided by Liddicoat, Papademetre, Scarino and Kohler (2003). They define
culture as a “complex system of concepts, attitudes, values, beliefs, conventions, behaviors,
practices, rituals and lifestyles of the people who make up a cultural group, as well as the
artefacts they produce and the institutions they create” (p. 45). Languages and cultures have
inextricable and interdependent relationships.
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Liddicoat et al. (2003) also claim that language and culture interact with one another in
a way that culture connects to all levels of language use and structures; i.e. there is no level of
language which is independent of culture. Moreover, the fact that language expresses,
embodies and symbolizes cultural realities clearly shows that language and culture are bound
together (Kramsch, 1998). The relationships between language and culture are made
meaningful in language learning as “the person who learns language without learning culture
risks becoming a fluent fool” (Bennett, Bennett & Allen, 2003, p. 237). Further, Kramsch
(1998, p. 3) describes the relationship between language and culture and points out that
language expresses cultural reality (it reflects its speakers’ experience, attitudes, and beliefs),
it symbolizes cultural reality (speakers view their language as a symbol of their identity), and
it embodies cultural reality through all its verbal and nonverbal aspects.

According to Agar (1994), as quoted in Georgiou (2010), there is a close bond between
language so that; “culture is language, and language is loaded with culture”. However, this
tendency to simply identify language and culture has received criticism from Risager (2007),
who questions their inseparability and emphasizes the complexity of their relationship which,
in her view, lacks comprehensive analysis. Furthermore, Lange (2011) points out that “culture
today is understood as a heterogeneous, multi-layered, and dynamic construct” (p. 7). In this
respect, Spencer-Oatey acknowledges these features of culture:

Culture is a fuzzy set of basic assumptions and values, orientations to
life, beliefs, policies, procedures and behavioral conventions that are
shared by a group of people, and that influence (but do not determine)
each member’s behavior and his/her interpretation of the ‘meaning’ of
other people’s behavior (as cited in Lange, 2011, p. 7).

According to Lange (2011), this definition gives an impression as to the task that lies
ahead for language teachers. She also suggests that “if culture influences the way people from
the target group of native speakers think, act, feel, and experience others, the same applies to
students in the language classroom” (p. 7), and then they see and perceive the behavior of
people through their own cultural frame of reference. Very often this perception is channeled
through language. Culture is explained via language, and how it is explained is influenced by
one’s cultural frame of reference.

Contact between cultures increases via direct and indirect exchange, the transfer of
products, and social networks. Different cultures live together, work together, and go to
school together. In brief, globalization, which refers to the transmission of ideas, meanings,
and values around the world in such a way as to extend and intensify social relations..., has
found its way into schools and one of the tasks of education, including language education, is
to prepare students for this globalized world. An intercultural approach to language teaching
gives one outlook on how this can be achieved. Foreign Language Teaching (FLT) has
become increasingly aware that a language can rarely be taught without including the
culture(s) of the target community (Byram et al, 1994; Lange and Paige, 2003; Corbett,
2003).

1.3.Intercultural competence

Intercultural competence has been widely defined and discussed by a large number of
scholars over the last few decades, but there has been no agreement on its definition
(Deardorff, 2009). In this respect, Byram (1997) introduced the term of intercultural
communicative competence making a distinction between intercultural competence that
defines the ability to interact in one‘s own language with people from other cultures, whereas
intercultural communication competence describes the ability to do so in a foreign language
(as cited in Georgiou, 2010, p. 72).
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The complexity of the term IC is highly manifested in the diversity of its definitions.
For example, Byram (1997) acknowledges that IC refers to the “individual’s ability to
communicate and interact across cultural boundaries” (p. 7). In addition, it expresses ‘“the
willingness to engage with the foreign culture, self-awareness and the ability to look upon
oneself from the outside” (Sercu et al., 2005 as quoted in Georgiou, 2010, p. 72). According
to (Bennett, 2009), in order to interact with other speakers of other cultures without conflicts
or misunderstandings, one needs to step outside one’s own framework to take a distance and
observe oneself as an outsider (p. 122). Moreover, Alred (2003) claims that a better
knowledge of the self leads to a better understanding of others and vice versa Accordingly, to
enter other cultures is to re-enter one’s own. This process refers to what Byram (1997) has
called the ability to decenter (as cited in Georgiou, 2010, p. 72).

1.4.Intercultural Communicative Competence

According to Portala & Chen, (2010), intercultural communication competence (ICC)
can be conceptualized as “an individual’s ability to achieve their communication goal while
effectively and appropriately utilizing communication behaviors to negotiate between the
different identities present within a culturally diverse environment” (p. 21). ICC, then, is
comprised of three dimensions, including intercultural awareness, intercultural sensitivity, and
intercultural effectiveness.

More specifically, intercultural awareness, according to Chen & Starosta, (1997),
represents the cognitive processes by which a person comes to know about their own and
others’ cultures. On the other hand, intercultural sensitivity is “the affective aspect which not
only represents the ability of an individual to distinguish between the different behaviors,
perceptions, and feelings of a culturally different counterpart, but also the ability to appreciate
and respect them as well” (While intercultural effectiveness dictates the behavioral aspect of
ICC, which refers to the ability to attain communication goals in intercultural interactions.

Accordingly, Fantini (2007) points out that intercultural communicative competence “is
more than a collection of abilities that allow one to function in one and another system (CC1
and CC2); ICC also results in producing unique perspectives that arise from interaction of two
(or more) systems” (p. 8). Indeed, ICC is part and parcel of biculturalism and
multiculturalism; however, no bicultural or multicultural individual has such ability. This has
been proven by Byram (2008) who claims that: “the intercultural speaker is not someone who
is bicultural, someone who can pass as belonging to two cultural groups” (p. 78) because
bicultural people are not necessarily able to act interculturally as they may not be conscious of
the two cultures in which they live and the relationships between them.

Moreover, Fantini (2007) provides another definition to ICC that is a bit different from
the aforementioned definition provided by Fantini himself. He puts it briefly as: “a complex
(set) of abilities needed to perform effectively and appropriately when interacting with others
who are linguistically and culturally different from oneself” (p.8). In addition, the notions of
‘effectiveness’ and ‘appropriateness’ are equally central to the concept of ICC, as the
desirable outcome is a learner with an enhanced intercultural understanding of others which is
guaranteed “through the learning about values, motives, beliefs, attitudes and intentions of an
interlocutor.” That is to say that, as Byram (2008) puts it,

One of the outcomes of teaching language (and cultures) should be the
ability to see how different cultures relate to each other, in terms of
similarities and differences, and to act as a mediator between them, or
more precisely between people socialized into them. (p. 68)

Byram (1997) defined ICC as “the knowledge, skills and abilities to participate in
activities where the target language is the primary communicative code and in situations
where it is the common code for those with different preferred languages.” Furthermore,
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Byram (1997), in his model of intercultural communicative competence, focuses on the
importance of language (linguistic competence) and also includes identity and cultural
understanding in his conceptualization of ICC. Deardorff (2004) also argues that a
comprehensive definition of intercultural communicative competence should include the
social context and non-verbal dimensions of communication.

2. Methodology

The research carried out is known as an exploratory research. The exploratory nature of
the study intended to collect information and answer some questions regarding the
intercultural communicative competence of Moroccan EFL students, their motives of learning
English as a foreign language (FL), their attitudes towards other cultures and their openness
and readiness to accept and tolerate other cultures. This exploratory study revealed a general
picture about the issue of intercultural communicative competence of Moroccan universities
students —the sample being studied- It also explained to what extent ICC is valuable in the
process of teaching and learning in the Moroccan context.

2.1.The Sample and the Settings

A questionnaire was administered to a total of one hundred and one (n=101) Moroccan
EFL university students (Master students). Stressing the fact that the respondents were taken
almost equally from different Moroccan universities namely, Moulay Ismail University in
Meknes; Mohamed V University in Rabat; Faculty of Sciences of Education in Rabat; Ibn
Tofail University in Kenitra. The study also included both males and females. At the level of
informants’ gender, there was not a clear discrepancy between males and females in the sense
that males represented 54.5% while females represented 45.5% of the overall of the
population (see the table below). Selection criteria were guided primarily by the availability
of research participants.

2.3. The Design and Development of the Questionnaire
2.3.1 Global Perspective Inventory (GPI)

The questionnaire used in the study consisted of three sections. The first included
questions about the demographics of participants including their age, gender, and years of
English language learning. The second part of the questionnaire consisted of the Global
Perspective Inventory (GPI) questionnaire developed Braskamp, Braskamp, and Carter
Merrill (2008) as cited in Lazarivic (2013, p. 132). The GPI questionnaire reflects a global
and holistic view of student learning and development and the importance of the campus
environment in fostering holistic student development. In this sense, Braskamp et al., (2010)
base their work and their view of holistic human development on two theoretical perspectives:
intercultural maturity and intercultural communication (Lazarivic, 2013, p. 132).

The questionnaire consisted of 48 items and two added items on a 5-point Likert scale
that cover three domains: cognitive, intracultural, and intercultural. Moreover, Lazarivic
(2013) points out that the questionnaire was developed on the basis of two theories — the first
is the work by a psychologist Robert Kegan, who described the process of growing up as a
process of meaning making. The connections that people form among each other are based
not only on their thinking but also on their feelings as well. Thus, three domains of human
development are identified: cognitive, intrapersonal, and interpersonal. The second theory
used for the creation of the GPI questionnaire is based on the assumption that the cognitive,
affirmative, and behavioural domains, as well as the competence in each of them are
important for successful intercultural communication.

The third part of the questionnaire was designed to explore students’ English learning
motives and their ICC development procedure. In this part, respondents were required to state,
from a given list, their motives of learning English, the learning purposes and how they
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develop their ICC level. They were also required to state how they see themselves in another
culture that is different from theirs by saying whether they may be identified as being
competent, incompetent or they do not know.

3. Results

The aim of this section is to analyze and interpret the collected data from the
questionnaire which was administered to an overall of one hundred and one Moroccan
university students. In this regard, the Likert-scale questions are analyzed with the help of the
statistical analysis of the Statistical Package for the Social Sciences (SPSS). Frequency
calculations are used to produce descriptive central tendency statistics that were utilized to
give an overall picture of Moroccan university students’ attitudes toward ICC and see their
ICC competence levels. Moreover, chi-square tests were utilized in order to see if there is any
relationship between different variables such as age, gender, attitudes, motives and
competence.

3.1. English language learning motives

What are the motives that pushed you to apply for the English
department

35,70%

to look fora work to know about the to study to communicate  because there was
overseas other culture with other people no other choice

Figure 1: Students’ motives for English language learning

As illustrated in the figure above, most respondents (35.7%) stated studying was their
primary motive; 24.1% of respondents highlighted communication with other people as a
motive; 22,6% of participants referred to “to know about the other culture”; 15,1% pointed
out to “to look for a work overseas” as a motive whereas only 2.5% stated that they applied
for the English department because there was no other choice.
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3.2.Students’ attitudes towards ICC and students’ ICC.

Table 1: Students’ attitudes towards intercultural communication competence

Statements S D N A S
D A

1. When I notice cultural differences, my
culture tends to have the better approach. 9 6 5,7 8 76 4 38 9

6. Some people have a culture and others do
not. 2 14 0 98 9 9 ,0

10. I feel threatened around people from
backgrounds very different from my own. 3 27 9 86 4 39 2 1,9 ,0

13. I understand the reasons and causes of
conflict among nations of different cultures. ,0 1 09 6 57 6 5,5 329

18. I do not see cultural differences as
important to my daily life. 1 0,8 6 57 9 8,8 6 5,7 9

20. I get offended often by people who do not
understand my point-of-view. 9 8 76 9 8,8 7 6,7 9

24. The role of the student is to receive
knowledge from authority figures 4 38 5 47 6 57 3 2,9 ,0

28. I prefer to work with people who have
different cultural values from me. ,0 9 2 1,7 7 66 4 38

33. 1 am developing a meaningful philosophy

of life by learning about other cultures. ,0 9 7 6,8 7 65 7 6,7
37. 1 enjoy when my friends from other

cultures teach me about our cultural ,0 9 0 9 2 1,5 0 9,7
differences.

41. I have a strong sense of affiliation with my

college/university. ,0 ,0 9 86 1 06 3 29
42. I share personal feelings and problems with

students and colleagues. 9 3 2,9 1 0,8 3 26 6 58
43. I have felt insulted or threatened based on

my cultural/ethnic background at my 6 5,7 1 0,8 0 98 6 5,7 9
college/university.

SD = Strongly Disagree; D = Disagree; N = Neutral; A = Agree; SA = Strongly Agree

The table above (1) serves as a representation of participants’ attitudes towards ICC. As
reported in the table, the participants seem to have positive attitudes towards ICC stressing the
fact that they respond positively (agree or strongly agree) to the items being presented in the
table (1). For example, 60.3% of respondents indicated their preference for working with
people who have different cultural values (item, 28). Moreover, 81.2% (A, 51%; SA, 29.7%)
of participants indicated a willingness to learn about cultural differences (item, 37). However,
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when respondents were asked to say if they get offended when other people do not understand
their point of view, 46.7% of them disagreed with the prompt question. Additionally, more
than 71.3% of respondents stated that they never feel threatened around people from different
backgrounds (item, 10). Taken together the responses indicate that respondents have positive
attitudes towards ICC.

Table 2: Students’ level of ICC

Statements SD D N A SA

3.1 can explain my personal values to
people who are different from me. ,0 ,0 2 14 2 1,7

7. In different settings what is right and
wrong is simple to determine. 8 7,8 2 1,7 9 88 4 38 9

8. I am informed of current issues that
impact international relations. ,0 3 29 4 37 4 36 9

12. I tend to judge the values of others
based on my own value system. 9 87 5 47 4 39 6 5,8 9

13. I understand the reasons and causes of
conflict among nations of different cultures. ,0 1 09 6 57 6 5,5 3 29

15. People from other cultures tell me that
I am successful at navigating their cultures. ,0 2 1,9 7 6,5 2 1,7 ,0

21. I’m able to take on various roles as
appropriate in different cultural and ethnic ,0 9 0 9,6 1 0,6 9
settings

23. 1 can evaluate issues from several

different perspectives. ,0 9 2 1,8 6 54 6 5,8
25. I know how to analyze the basic

characteristics of a culture that is different from 2 1,9 9 8,7 5 4.5 ,0

mine.

27.1 do not feel threatened emotionally

when presented with multiple perspectives. ,0 2 1,9 8 78 4 35 6 58
34. I intentionally involve people from

many cultural backgrounds in my life. ,0 1 09 6 57 7 6,5 6 5,8
35. I prefer complex rather than

straightforward interpretations of debatable 2 1,9 0 98 2 1,7 7 6,7 0 )9

issues.

50. I have developed my ICC knowledge
by interacting with people from other cultures. 9 9 8 78 4 36 5 4.8

SD = Strongly Disagree; D = Disagree; N = Neutral; A = Agree; SA = Strongly Agree

The statements included in the table above tend to assess students’ ICC competence
(items 3, 7, 8, 12, 13, 15, 21, 23, 25, 27, 34, 35, 50). Respondents were required to state
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whether they agreed or disagreed with statements that best assessed their ICC level. The
results show that most of them possessed a certain level of competence allowing them to
interact appropriately with other people from different cultures. More than 93.1% of
respondents stated that they could explain their personal values to people who are different
from them (item 1). Moreover, respondents (78.7%) suggested that they had developed their
ICC level by interacting with people from other cultures (item 50). In addition, respondents
evidenced certain levels of ICC by stating that ‘they are able to take on various roles as
appropriate in different cultural and ethnic settings’ (item 21; 48.5%) or being told by people
from other cultures that they are successful at navigating their cultures (item 15; 36.7%). A
majority of respondents (59.5%) stated that they knew how to analyze the basic characteristics
of a culture that was different from theirs (item 25). Additionally, participates provided the
same positive responses concerning items; 8 (49.5%), 13 (58.4%), 23 (71.2%), 27 (69.3%),
and item 34 (62.3%), all of which are concerned with assessing levels of ICC.

A Chi Square test focused on gender revealed that the significance (0.305) was over
(0,05) indicating that there was no difference between males’ and females’ responses. Thus,
the demographic variable “gender” and the variable “I know how to analyze the basic
characteristics of a culture that is different from mine’ are independent, that is, they do not
affect each other. Another chi-square test was used to test another variable that is related to
ICC competence. The chi-square test shows that the significance (0.058) is more than (0.05)
which simply means that there is no relation between the gender variable and the prompt
variable of ‘I have developed my ICC knowledge by interacting with people from other
cultures’. Moreover, all the other tested variables reveal that the gender variable does not
affect at all students’ ICC.
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Table 3: Students’ ICC Knowledge

Statements SD D N A SA
r r r r r
3.1 can explain my personal values to
people who are different from me. ,0 ,0 2 14 1 1,7
8. I am informed of current issues that
impact international relations. ,0 3 29 4 37 4 36
13. I understand the reasons and causes of
conflict among nations of different cultures. ,0 1 09 6 57 6 55 3 3
7. In different settings what is right and
wrong is simple to determine. 8 78 2 1,7 9 88 4 38 8 9
14. I am confident that I can take care of
myself in a completely new situation/culture. ,0 1 0,9 9 6 55 8 3,7
21. ’m able to take on various roles as
appropriate in different cultural and ethnic ,0 9 0 9,6 1 0,6 9
settings
25. I know how to analyze the basic
characteristics of a culture that is different from 2 1,9 9 87 5 45
mine.
30. Cultural differences make me
question what is really true. ,0 9 6 57 7 6,6 8 7.7
32.1 can discuss cultural differences from
an informed perspective. ,0 ,9 0o 97 8 75 0 9
35. I prefer complex rather than
straightforward interpretations of debatable 2 19 0 98 2 1,7 7 67 0 9
issues.
38. I consciously behave in terms of
making a difference. ,0 3 2,9 1 07 4 36 1 1,9
42. I share personal feelings and problems
with students and colleagues. 9 3 2,9 1 0,8 3 26 6 5,8

SD = Strongly Disagree; D = Disagree; N = Neutral; A = Agree; SA = Strongly Agree

The items listed in the table above reveal participants’ ICC knowledge and skills. From
the results given in the table, it is clear that all participants perceive that they have the
necessary knowledge and skills that help them better interact appropriately in different
intercultural settings. For instance, more than 93.1% of respondents state that they can explain
their personal values to people who are different from their own culture (A, 61.4%; SA,
31.7%). Moreover, 89.2% of respondents are confident enough and can easily take care of
themselves in a completely new situation/culture. Additionally, 59.5% of respondents say that
they know how to analyze the basic characteristics of a culture that is different from theirs.
Many other items also show positive results and acknowledge that respondents have certain
knowledge and skills (items 13, ‘I understand the reasons and causes of conflict among
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nations of different cultures’. 58.5%; 21, ‘I’m able to take on various roles as appropriate in
different cultural and ethnic settings’ 48.5%; 30, ‘Cultural differences make me question what
is really true’ 64.3%; 42, ‘I share personal feelings and problems with students and
colleagues’ 58.4%.

Table 4: Students’ Intercultural Sensitivity

Statements SD D N A SA

2.1 have a definite purpose in my life.

,0 ,0 9 9 8,5 1 0,6

8. I am informed of current issues that

impact international relations. ,0 3 29 4 37 4 36 9
14. I am confident that I can take care of

myself in a completely new situation/culture. ,0 1 0,9 9 6 55 4 3,7
15. People from other cultures tell me that

I am successful at navigating their cultures. ,0 2 1,9 7 65 2 1,7 ,0
25. I know how to analyze the basic

characteristics of a culture that is different from 2 1.9 9 87 5 45 ,0

mine.
33. 1 am developing a meaningful

philosophy of life by learning about other ,0 9 7 68 7 65 7 6,7

cultures.

SD = Strongly Disagree; D = Disagree; N = Neutral; A = Agree; SA = Strongly Agree

The table above (4) represents students’ perceptions of their intercultural sensitivity. As
indicated in the table, most of the positive statements reveal respondents’ acceptance,
openness and understanding of other cultures. 61.4% of respondents show their sensitivity to
those who are discriminated against. Moreover, 81.2% of respondents argue that they enjoy
being taught about cultural differences by other people from different cultures. Moreover,
81.3% of respondents say that they do not feel threatened when engaging with people from
different cultures, nor do they tend to judge other cultures as being inferior when noticing
intercultural differences (30.7%) whereas 37.6% of respondents are neutral regarding this
prompt.
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Table 5: Students’ Intercultural awareness

Statements SD D N A SA

1. When I notice cultural differences, my
culture tends to have the better approach. 9 6 57 8 76 4 38 9

8.1 am informed of current issues that impact
international relations. ,0 3 29 4 37 4 36 9

10. I feel threatened around people from

backgrounds very different from my own. 327 9 86 4 39 2 1,9 ,0
12. I tend to judge the values of others based

on my own value system. 9 87 5 47 4 39 6 58 9
23. I can evaluate issues from several different

perspectives. ,0 .9 2 18 6 54 6 58
26. I am sensitive to those who are

discriminated against. ,0 0 9 4 38 2 16 0 98
27.1 do not feel threatened emotionally when

presented with multiple perspectives. ,0 2 1,9 8 78 4 35 6 58
36. I constantly need affirmative confirmation

about myself from others. 4 39 8 77 1 07 2 18 5,9
37. 1 enjoy when my friends from other

cultures teach me about our cultural ,0 9 0 9 2 1,5 0 97
differences.

SD = Strongly Disagree; D = Disagree; N = Neutral; A = Agree; SA = Strongly Agree

This table represents the participants’ cultural awareness. In this respect, 49.5% of
respondents said that they are informed about current issues that impact international relations
and represent cultural differences. Respondents shared a view their own culture does not
always tend to have a better approach (SA, 5.9%; D, 25.7%; N, 37.6%). The majority of
participants (75.2%) stated that they were aware of their culture.
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Students’ development of ICC

How do you develop your ICC?

55,40%

B Sériel

11,90%

discussing cultural media observation and reading and learning and social
differences experience listening networks

Figure 2: Methods and ways of students’ development of ICC

As identified in Figure 2, when participants were prompted to share how they developed
their ICC level, the majority (55,4%) stated that they developed their ICC through discussing
cultural differences; 16,8% of respondents indicated that they developed their ICC through
‘reading, listening and writing;’ others through engagement with media (12,9%) or through
‘Learning and social networks’ (11,9%). But, only (3,0%) refer to ‘observation and
experience’ as a way of developing their ICC.

How students see themselves in another culture that is totally
different from yours

60,00%

40,00%

M Sériel

20,00%

0,00%

competent incompetent do not know

Figure 3: Students’ state of competence

In the above figure (3), the participants were given a direct question: How do you see
yourself in another culture that is totally different from yours? Since they were given choices
to choose from and say whether they believed they were ‘competent’, ‘incompetent’ or, ‘do
not know’, the majority of participants see themselves as competent intercultural users of
language (54.5%). A total of 40,6% indicated that they ‘do not know’ and a small percentage
of 5,0% perceived themselves as being ‘incompetent’.
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Table 6: Justification

Justification

Frequency Percent
I can easily communicate and interact with others because I 40 39,6%
have the necessary skills & knowledge
Openness and acceptance 12 11,9%
I have experience overseas and I know what is normal and 2 2,0%
abnormal
I need to be in the situation 44 43,6%
Incompetent 3 3,0%

When participants were asked to say whether they are ‘competent’, ‘incompetent’, or
‘do not know,’ they were also required to justify their choices. The results shown in the table
above reveal that the answers given to both the first and second questions are quite identical.
In this sense, an overall of 54.5% said that they believed they were ‘competent’ because they
can easily communicate and interact with others, possessing the necessary skills and
knowledge (39.6%) required while also sharing that they had a sense of openness and
acceptance (11.9%). On the other hand, 43,6% indicated that they could not judge themselves
as being ‘competent’ because, according to them, they needed to be in a particular situation in
order to judge their level of competency.

4. Discussion and Interpretation of the Results

The four research questions that this study sets out to answer are: 1) Do Moroccan
university students hold positive or negative attitudes towards ICC? 2) What is the ICC level
of Moroccan EFL university students? 3) Is there any relationship between Moroccan EFL
students’ ‘age’, ‘gender’ and their ICC? 4) Is there any relationship between Moroccan EFL
students’ motives and attitudes/knowledge of ICC?

RQ 1: Do Moroccan university students hold positive or negative attitudes towards
ICC?

From the findings reported in this study, it is clear that the majority of Moroccan EFL
university students have positive attitudes towards ICC. They also have a sense of openness
and acceptance as far as other cultures are concerned. Correspondingly, the first research
question that necessitates an answer is ‘Do Moroccan university students hold positive or
negative attitudes towards ICC? Overall, as reflected in table (7), it is clear that participants
hold positive attitudes towards ICC. As identified earlier, some 60.3% of respondents
indicated a preference for working with people who have different cultural values (item, 28).
Moreover, 81.2% (A, 51%; SA, 29.7%) of participants show their readiness to learn about
cultural differences (item, 37).

RQ 2: What is the ICC level of Moroccan EFL university students?

The results indicate that Moroccan EFL university students rate themselves as having a
relatively high level of ICC, which in their own perceptions, enables them to interact
appropriately with other people from different cultures. For instance, more than 93.1% of
respondents acknowledge that they can explain their personal values to people who are
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different from them (item 1). Moreover, a high percentage of respondents (78.7%) suggest
that they have developed their ICC level by interacting with people from other cultures (item
50). In addition, respondents show certain level of ICC when they state that ‘they are able to
take on various roles as appropriate in different cultural and ethnic settings’ (item 21; 48.5%)
or being told by people from other cultures that they are successful at navigating their cultures
(item 15; 36.7%). Many other respondents (59.5%) state that they know how to analyze the
basic characteristics of a culture that is different from theirs (item 25). Based on the findings,
it could be concluded that Moroccan university students do possess a high level (knowledge
/savoir) of ICC enabling them to effectively interact in another intercultural setting different
from their own.

RQ 3: Is there any relationship between Moroccan EFL students’ ‘age’, ‘gender’ and
ICC?

Concerning the third research question, the findings show that there is no relationship
between age and students’ intercultural communicative competence. The results also indicate
that there is no relationship between the ‘gender’ variable and students’ ICC. These
correlations were analyzed using chi-square tests. In this respect, the chi-square tests (.698,
018, .224, .147, .104, .054, .274) related to the relationship between age and students’ ICC
show no significance since they are all over 0.05. In the same vein, the chi-square tests related
to gender and students’ ICC relationship show that two variables are independent (.047, .242,
718, .115, .305, .338 > 0.05) except for one item (15,) I can easily interact in another context
that is totally different from mine in which the chi-square test (.004 < 0.05) shows that there is
an effect of gender on students’ ICC. For this, the hypothesis that states that ‘there is no

relationship between Moroccan EFL students’ ‘age’, ‘gender’ and their ICC’ is also
confirmed.

RQ 4: Is there any relationship between Moroccan EFL students’ motives and
attitudes/knowledge of ICC?

Based on the findings related to the above research question, it would appear that there
is no relationship between students’ motives and the attitudes they hold towards intercultural
communicative competence. Despite the positive attitudes that Moroccan university students
hold towards ICC and being motivated in English learning for different motives and purposes,
still the results display no significance in this respect. All the chi-square tests (.895, .223,
208, .114 > 0.05) show that there are no significant results since they are all over 0.05.
Similarly, the findings related the relationship between students’ English learning motives and
their ICC knowledge indicate that motives have no perceptible effect on students’ ICC.
Accordingly, the chi-square tests that have been performed display no significant relationship
between students’ motives and their ICC (.508, .100, .388, .140 > 0.05). Therefore, the fourth
hypothesis (mentioned earlier) which states that there is no relationship between Moroccan
EFL students’ motives and attitudes/knowledge of ICC is confirmed.

5. Conclusion

This research was an attempt to both investigate and assess whether Moroccan
university students’ attitudes towards ICC have an effect on Moroccan EFL students. Several
important findings have been obtained namely, the type of attitudes that students hold towards
ICC, and students’ ICC levels of competence. The research findings indicate that attitudes
towards ICC are positive and that students’ perceived levels of ICC competence is quite high
even if they lack competence in some of the statements they were required to report on.
Moreover, the results appear to suggest that Moroccan university students possess notable
levels of EFK competence perhaps enabling them to interact appropriately with other people
who belong to the target culture. These positive attitudes and this level of competence have
been made clear by the numerous motives that students make reference to. However, the chi-
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square tests show that there are no significant relationships between the variables of attitudes,
competence, age, gender.
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Appendix 1: The questionnaire

This questionnaire is meant to collect and investigate Moroccan University Students’ Intercultural
Communicative Competence level.” For research purposes, please answer the following questions as honestly as

possible. Your contribution is only for research purposes. I would highly appreciate your voluntary participation
in the fulfilment of this research.

Part one: General information

1. Gender: Male |:| Female |:|

2. Age: ol

3. Years of learning English: ..................

4 MAUNIt: ..o

5 Name of the university:

Part two: Students’ attitudes and competence level of ICC

Rate how much you agree or disagree with the following statements. Please tick () the suitable box.

Statements S D| N |A|SA
D

1. When I notice cultural differences, my culture tends to have the better
approach.

. I have a definite purpose in my life.

. I can explain my personal values to people who are different from me.

. Most of my friends are from my own ethnic background.

. I think of my life in terms of giving back to society.

. Some people have a culture and others do not.

. In different settings what is right and wrong is simple to determine.

. I am informed of current issues that impact international relations.

O[O0 Q[N Wn| =] W|D

. I know who I am as a person.

10. I feel threatened around people from backgrounds very different from my
own.

11. T often get out of my comfort zone to better understand myself.

12. I tend to judge the values of others based on my own value system.

13. T understand the reasons and causes of conflict among nations of different
cultures.

14. T am confident that I can take care of myself in a completely new
situation/culture.

15. People from other cultures tell me that I am successful at navigating their
cultures.

16. I work for the rights of others.

17.1 see myself as a global citizen.

18. I do not see cultural differences as important to my daily life.

19. I understand how various cultures of this world interact socially.

20. I get offended often by people who do not understand my point-of-view.

21. I’'m able to take on various roles as appropriate in different cultural and
ethnic settings

22. I put my beliefs into action by standing up for my principles.

23. I can evaluate issues from several different perspectives.

24. The role of the student is to receive knowledge from authority figures

25. I know how to analyze the basic characteristics of a culture that is different
from mine.

26. I am sensitive to those who are discriminated against.

27. 1 do not feel threatened emotionally when presented with multiple
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perspectives.

28. I prefer to work with people who have different cultural values from me.

29. T accept people with different religious and spiritual traditions.

30. Cultural differences make me question what is really true.

31. My teachers always tell me about other cultures .

32. I can discuss cultural differences from an informed perspective.

33. I am developing a meaningful philosophy of life by learning about other
cultures.

34. I intentionally involve people from many cultural backgrounds in my life.

35. I prefer complex rather than straightforward interpretations of debatable
issues.

36. I constantly need affirmative confirmation about myself from others.

37. 1 enjoy when my friends from other cultures teach me about our cultural
differences.

38. I consciously behave in terms of making a difference.

39. I am open to people who strive to live lives very different from my own life
style.

40. Volunteering is not an important priority in my life.

41. I have a strong sense of affiliation with my college/university.

42. 1 share personal feelings and problems with students and colleagues.

43. T have felt insulted or threatened based on my cultural/ethnic background at
my college/university.

44. 1 feel that my college/university community honors diversity and
internationalism.

45. I understand the mission of my college/university.

46. I am both challenged and supported at my college/university.

47. 1 have been encouraged to develop my strengths and talents at my

college/university.
48. 1 feel I am a part of a close and supportive community of colleagues and
friends.
49. 1 have learnt/heard a lot about other cultures from my teachers and
colleagues.
50. I have developed my ICC knowledge by interacting with people from other
cultures.
SA= Strongly Disagree; D= Disagree; N= Neutral; A= Agree; SA= Strongly Agree
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Part three: Students’ English learning motives and state of competence

1. What are the motives that pushed you to apply for the English Department?

a. to look for a work overseas,
b. to know about the other culture,
c. to study,
d. to communicate with other people different from your culture, or
e. because there was no other choice.
Or others, please
Then, your motives are for:
Learning purposes I:IBusiness purposes I:I Political purposes
or others please
2. How do you improve your

state them

3. After years of learning English, do you think your ICC level is good enough and will allow you to interact
appropriately in the other culture?

Yes I:I No I:I

Competent I:I Incompetent I:I Don’t know

how?
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Overview

This chapter investigates the implementation of marketing theory as well as tools and
strategies in higher education. Undoubtedly, marketing affects as well as determines
universities’ perceived quality and image. Therefore, adopting marketing concepts to
higher education is no longer a choice, but rather a necessity. Higher education
stakeholders may perceive attributes of quality from institutions’ marketing activities.
However, the extent to which marketing concepts should be implemented in higher
education has always been subject to debate. By applying business concepts to
academic institutions such as universities attributes of values and missions are brought
into question. In this context, this chapter highlights the extent to which marketing
approaches and strategies such as marketing plans, marketing research, segmentation,
targeting and marketing mix should be implemented in higher education for the sake
of a better quality and more productivity in a highly competitive environment.

Keywords: Higher education, marketing, private universities, stakeholder orientation
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Introduction

The importance of marketing in higher education has been extensively discussed in
developed countries where higher education is a vital sector namely in the United Kingdom,
the United States, Australia and Canada. A number of issues and concerns raise academic
debate of whether marketing theories and models are applicable to higher education or not
(Kwong, 2000). Marketing seems to be vital to higher education as a non-profit sector basically
in developing countries where education is indispensible for promotion of sustainable
development and economic prosperity.

The literature of marketing in higher education has been divided into two main
approaches: problem identification and problem solving (Brown and Oplatka, 2006). First,
problem identification research focuses upon problems of marketing in higher education by
addressing those problems to marketers and academics for solutions. The main problem
identification in this literature review is the challenge facing the implementation of marketing
in higher education and the problems of concepts. Second, a problem-solving approach focuses
more on adopting strategies and marketing tools and practices for a better quality in higher
education (Malhotra and Birks, 2000). While this research addresses the problem identification
approach to contextualize the research problem of marketing in higher education, the main
objective in this paper is to embrace a problem-solving approach by suggesting how marketing
strategies contribute to image construction in higher education.

I. Marketing in Higher Education

Defining marketing in higher education has been subject to evolution. This is attributed
to the fact that higher education’s constituents are not clearly defined. While some literature
considers higher education as a product, others embrace service orientation in defining
marketing in higher education (Umashanker, 2001). Another issue for debate is the role that
that students play in the process. They may be perceived as ‘consumers’ who consume
universities’ products for their own sake, or they can be perceived as a product made by
universities for the purpose of consumption by an employer(Conway et al., 1994).

Definitions of marketing in higher education in the 1990s tend to confine marketing to
the parochial perspective of marketing communication. Managers of higher education focused
more upon how students take their decisions to choose a certain university and what they
prioritize while selecting a higher institution. Managers can then adapt communication
materials, prints and promotional tools to meet students’ needs (Mortimer, 1997). While many
Western higher education institutions have gone beyond marketing communication, other
institutions in developing countries confine marketing to promotion. Kotler and Fox (1995)
define marketing in higher education as:

the analysis, planning, implementation and control of carefully formulated
programs designed to bring about voluntarily exchanges of values with target
market to achieve institutional objectives. Marketing involves designing the
institution’s offerings to meet the target market’s needs and desires and using
effective pricing, communication, and distribution to inform, motivate and
service these markets. (p.6)

Similarly, Binsardi and Ekwulugo (2003) argue that all marketing efforts and strategies
should be geared towards the consumer’s needs. Market orientation of higher education is also
essential in Kotler’s definition of marketing in that universities can achieve a competitive
advantage by incorporating market orientation in their strategic planning (Conway et al.,
1994).Earlier definitions of marketing in higher education have focused on students as products
and employers as consumers, more recently, however there has been a disinclination to consider
students as consumers lest higher education adopts business values (Barrett, 1996).
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It was not until 1990’s that marketing in higher education embraced the concept of service
marketing within definitions (Mazzarol, 1998). There was an argument that because education
focuses on relationships with consumers it tends to be highly intangible and therefore, subject
to service marketing theory. Later, the concept of marketing expanded to include not only
students but also other stakeholders in higher education. The American Marketing Association
(AMA) defines marketing as:

set of institutions, and processes for creating, communicating, delivering, and
exchanging offerings that have value for customers, clients, partners, and
society at large. (AMA,2013)

Including other stakeholders in higher education accentuates the mission and objective of
higher education and complexifies understandings because such stakeholders may have
differing or contradictory interests.

II. Importance of Marketing in Higher Education

In the last three decades, many factors have contributed to the adoption of marketing in
higher education. Higher education institutions see higher education industry as a lucrative
market. Finding new ways to recruit prospective students made higher institutions borrow
marketing models and strategies from business industry (Gibbs and Knapp, 2002).

The role of marketing in higher education has evolved significantly owing to economic
and social factors. Kotler and Fox explained how marketing has undergone through many
phases in higher education (1995). First, marketing is unnecessary. At this stage institutions
believed that education has its value in itself, and therefore there is no need to market courses.
Similarly, Students find exactly what they want in universities’ curricula. Second, Marketing is
promotion. Universities have started to promote their courses and programmes through
admission offices which served as sales departments. At this stage, universities focused more
on push selling techniques regardless of their programmes’ quality. The third phase is
Marketing is segmentation and marketing research. Obviously, universities start to learn that
they cannot adopt the ‘one size fits all’ strategy, and that they can save their energy and money
spent for targeting students who meet a university’s mission. Admission departments start to
focus more on how students make decisions so that they can filter and target prospective
students in the right phase. The fourth phase is Marketing is positioning. The spread of
competition exerts an influence on universities and schools to adopt distinctive characteristics
so that they can be visible and highly competitive to attract students. Differentiation improved
those universities’ image and facilitated students’ decision making. The fifth phase is Marketing
is strategic planning. Buffeted by competition, economic and social changes, universities and
schools start to consider external factors in the construction of their image. Higher education
institutions start to think strategically by taking into consideration economic trends and social
values when reviewing programmes and activities. The last stage in marketing enrolment is
marketing is an enrolment management. Universities realized that students’ experience is
important and that enrolment does not finish once a prospective student registers but rather
exceeds the first day at the admission department. To maximize students’ experience, different
departments start to collaborate and focus more on students’ satisfaction and needs (Kotler,
1995).

Most universities and schools namely in developing countries have not achieved the
seventh stage in Kotler’s enrolment marketing. For example, universities in Morocco, tend to
consider marketing as a promotional tool rather than a strategy that focuses on enrolment
management (Sabando et al., 2016)
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I1I. Strategic Marketing Approaches in Higher Education
A. Product Marketing Strategy

A product marketing approach in higher education considers students as consumers while
programmes and courses as products (Conway et al., 1994). It is worth mentioning that the
concept of product is not restricted to tangible products but includes also intangible services.
Armstrong and Kotler (2016) states that “’in addition to tangible goods, products include
services which are activities or benefits offered for sale that are essentially intangible and do
not result in the ownership of anything’’ (p.7).Although they are some aspects of universities’
programmes related to classrooms and certificates, programmes are intangible products that
students consume without ownership.

Although a product marketing approach has only one exchange process by producing a
service to students, it can result in a competitive advantage when institutions deliver a range of
product mix (Conway et al., 1994). Newbould (1982) emphasized the importance of product
portfolio matrices in that they analyse the total product mix strategy as well as provide a
competitive strategic advantage for higher education institutions. Newbould (1982) has also
applied Boston Consulting Group Matrix (BCG) in higher education programmes. By
positioning each programme in the matrix and by comparing academic programmes,
management can allocate resources or terminate any programme depending on its performance.
Although it is useful, product portfolio model proposed by Newbould fails to respond to the
complexities that educational programmes have. This is because many factors, beyond those of
students demands, may affect programmes’ performance like government funds, innovation
and market needs, and therefore, management decisions based solely on product portfolio
model become insufficient (Wells, 2011).

A number of studies have also adopted the 4Ps transactional marketing approach in higher
education. Binsardi and Ekwulugo (2003) conducted a survey using transactional marketing
model. They have concluded that students’ needs are clustered around tangible and core
features of an educational product like fees, quality, scholarships and academic recognition.
Accordingly, the best suggested marketing strategy to attract students is to focus more on better
quality, lower tuition fees, scholarships, and adopt promotional strategy through alumni,
universities’ websites and friends. Binsardi and Ekwulugo (2003) concluded that in order for
higher education institutions to succeed, it is imperative that they foster relationships and
interaction with stakeholders instead of adopting merely transactional marketing approach.

B. Service marketing strategy

Most scholars (Kotler and Fox, 1995; Mazzarol, 1998; Brooks and Hammons, 1993)
argue that higher education is a service rather than a product. Given the rather intangible nature
of higher education, other components were added to the traditional four marketing mix (price,
place, promotion and product). These are: people, physical facilities and process. Zeithaml et
al. (1985) presented four features that characterize any service including higher education:
intangibility; heterogeneity; inseparability and perishability.

Although educational experience is tied to physical diplomas, the whole process is
intangible and does not lead to the acquisition of any factor of production. Kotler and Andreasen
(2013, p.429) describe a service as “any activity or benefit that one party can offer to another
that is essentially intangible and does not result in the ownership of anything . Similarly, Du
Plessis and Rousseau (2008) highlight the importance of intangibility as a distinctive feature of
services in higher education. Although higher education institutions comprise intangible forms
like teaching process, other tangible elements are taking place in higher education like learning
materials, final certificates and textbooks. It is very important not to consider services and
products as polarities or opposing dualities but rather as a continuum that can include both with
different scales MacColl-Kennedy (2003). In other words, higher education programmes
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composed of both tangible products and intangible services. Therefore, it is important not to
categorize or classify programmes as purely services or products, but rather as a mixture of
both with different scale.

Lovelock and wright (2002) elaborate on the features that characterize services in higher
education institutions. First, customers are highly involved in the process of a service. Students’
performance and participation, for example, affect the quality of services provided. They cannot
sit back and wait for the service to be delivered. Therefore, customers and services are
inseparable. Second, customers cannot have the same perception toward higher education
institution. Each time the service is provided, students gain different experiences and
perceptions (Brooks and Hammons, 1993). This makes the service provided heterogeneous in
higher education. Third, higher education services are perishable and therefore cannot be
inventoried. Because higher education service is perishable, students have to attend the courses
physically to get the educational service.

Although service marketing mix is applicable to higher education, educational institutions
have unique features that make applying service concepts to higher education challenging.
Canterbury (2000) argued for the fact that similarities between higher education and other
businesses are not sufficient to adopt service marketing to higher education. He presents a
number of distinctive features that characterise higher education. First, choosing a higher
education is a unique decision. Such unique decision is highly important to the decision maker
than any other purchasing decision because it affects directly decision makers’ life. More
importantly, students may not necessarily have precise and sufficient information to assess the
unique decision. Second, higher education institutions involve entirely customers in the process
of the service. Unlike other businesses, higher education institutions, or what Goffman (1961)
names ‘fotal institutions’, influence students’ life to a great extent. The boundaries between
personal life and educational service become unclear when higher educational institutions take
care of education, lodging, social life, recreation and food (Lovelock, 1980). Third, prospective
students’ development is very sophisticated. Their wants and needs, desires and objectives
restrict the process of educational service.

Both product approach and service approach have considered students as customers while
programmes are viewed as products. They have both adopted strategic planning on the basis of
defined and predetermined customer-product interaction (Conway, 1994). However, customer-
oriented strategy problematizes the concept of consumer-product duality when it integrates
other stakeholders into the process of marketing strategy in higher education. This is because
different needs and wants of other stakeholders may affect institution’s objectives.

C. Stakeholders Orientation

Mehralizadeh and Emoghaddam (2010) demonstrate that students are not only customers
of higher education in the traditional sense of a customer in a service industry, but they are also
products of educational institutions from the perspective of other stakeholders like employers.
The peculiar nature of customers in higher education make scholars focus more on customers
and identify them first before planning any marketing strategy. Belohlav (1984) examined the
nature of students as customers in higher education, in doing so he acknowledged that there are
other customers as well, for example alumni, government and businesses are some of them.
The alumni consume their school activities and part-time courses after graduation. Similarly,
businesses and governments consume graduate students and potential employees. The diversity
of stakeholders’ needs in higher education makes institutions’ missions challenging and
complex in a way that each stakeholder’s interest may conflict other stakeholder.

Kotler and Fox (1995) examined thoroughly other stakeholders of higher education or
what Kotler calls ‘the public’. Figure 2-1 illustrates the 16 stakeholders that have potential or
actual interest in an education institution.
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Figure 1: The University and its Public
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Stakeholders differ in their involvement in higher education because of different needs
and wants. While prospective students may need a job after graduation, parents look for
teaching quality or accreditation of programmes. Understanding customers’ needs and wants is
very important to adopt marketing orientation, otherwise; institutions will experience
‘marketing myopia’ (Kotler & Fox, 1995). Marketing orientation in higher education focuses
more on customers’ satisfaction through designing, communicating, planning and delivering
the right programme and service. Although stakeholders’ interests, needs and wants might be
conflicted in regard to the institution’s mission and objective, institutions should choose
selectively the appropriate stakeholders that go hand in hand with the institution’s mission, then
adjust those objectives and missions with the public needs and wants (Kotler, 1995).

Other literature embraces the concept of ‘stakeholder orientation’ rather than ‘customer
orientation’ (Alarcon-del-Amo et al., 2016; Sabando et al., 2016). This is because of the fact
that the concept of customer orientation does not fit into higher education sector, and that
stakeholder orientation successfully addresses the public as a whole. The prevalent perspective
in marketing literature in higher education considers students as the main customers (Redding
2005, Marzo 2005). Nevertheless, the question as to whether or not students should be
categorised as customers remains pertinent. Previous studies showed that students expect to be
treated as customers in some educational contexts but not all of them (Saunders, 2014). Students
are less likely to be treated as customers in the classroom, assessments and graduation while
they like to be treated as customers in their interaction with staff, complaints, students’
feedback, and teaching methods (Koris & Nokelainen, 2015).

The emergence of a free market and commercialization in higher education has promoted
a supplier-customer relationship. Such relationships may adopt the maxim of ‘the customer is
always right’. However, teachers are less likely to accept students as customers (Winter &
O’Donohue, 2012). When considering students as customers, they will expect grades regardless
of any effort done. They can irresponsibly transfer learning to the university and expect
entertainment rather than learning (Eagle and Brennan, 2007). Besides, the relationship

78



The Implementation of Marketing Faical Chanour & Ibrahim Houban

between the supplier and the customer in higher education is highly asymmetric in that students
do not approach programmes with high precision. They cannot guarantee jobs after graduation
or be sure to get a qualification.

Exploring a wider definition of students as customers or as products of other customers
may extend our concepts of marketing theory as applied to higher education. For example,
Litten (1980) defines a student as “a client, part of the process itself, and a quasi-product at the
end of the process” (p.47). The student is part of the process because they contribute to the
quality of the educational experience by carrying all their needs, attitudes and attributes to the
educational process. Ressler and Abratt (2009, p.39) argue that “the student is not only a
customer of the education, but a designer of the education product and in essence becomes a
product of the university on graduation”. This means that a student is not a customer in the
traditional sense. Having said all this, it is imperative that education institutions become
cautious in their displacement of marketing concepts from other businesses to higher education
sector. Greater contextualization and adaptation should take place for the sake of a better
marketing framework.

IV. Strategic Planning in Higher Education
A.Marketing Plan

Higher education institutions become aware of the importance of marketing planning
within the overall institutions’ strategic plans. As a matter of fact, universities should go beyond
the traditional marketing activities of promotion, students’ recruitment or advertising. Kotler
and Murphy (1981) argue that most universities have a quality operational level, but they
overlook the strategic plan on the mistaken belief that strategic plan is a waste of time with no
concrete results. All institutions tend to plan in the budgeting and scheduling level while some
of them are short-term planner. Unfortunately, only few institutions are long-term strategic
planners. A strategic marketing plan is an integrated process of the whole institution’s
philosophy and approach (Gyure and Arnold, 2004). Most institutions do not recognize the need
of marketing plan until they face serious students’ enrolment decline or fund raising. Then they
start questioning their techniques and marketing activities. Kotler and Fox argue that *’the first
step to start a new strategic or marketing plan is to recognize the need for a marketing planning’’
(1995).

Kotler and Fox suggest that universities adopt two marketing planning types: strategic
plan and tactical marketing plan. While the former focuses more upon setting objectives, goals,
and mission, the latter grows out of strategic marketing plan and implements the strategic
objectives. Kotler (1995) defines strategic planning as:

The process of developing and maintaining a strategic fit between the
institution’s goals and capabilities and its changing marketing opportunities.
It relies on developing a clear institutional mission, supporting goals and
objectives, a sound strategy, and appropriate implementation. (p.95)

A marketing strategic plan follows certain steps as it is illustrated in Figure 2 of the
strategic planning process:
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Figure 2: Strategic planning process
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An educational institution must first examine its internal and external environment. The
reason behind scrutinizing the environment is to have a general picture of major threats and
opportunities so that strategic decisions can be accurately taken. Cann and George (2004) also
underline the importance of internal and external data in developing marketing strategy.
Following the environment analysis, a higher educational institution should appraise its
resources by analysing its strengths and weaknesses. Kotler (1995) argues that identifying the
distinctive competencies in those resources like funds, personnel, or facilities will definitely
provide the institution with differential advantage over competitors.

Thirdly, the previous phases in the implementation of marketing strategic plan provide
the cornerstone for the institution’s mission, goals and objectives. Those missions and goals are
not static but rather subject to change depending upon environment change and institutional
resource competencies. Forth, to evaluate efficiently programmes and markets for change,
management should assess the environment analysis and resource analysis, along with
objectives and missions. Kotler and Fox (1995) suggest two strategy formulations at this stage:
Academic portfolio and product/market opportunity strategy. Academic portfolio is based on
analysis of current programmes and reviewing their quality, attractiveness and relation to the
institution’s mission. Product/market strategy is based on market orientation in a way that
evaluates market trends so that programmes can be in line with the market needs.

Fifth, Cann and George (2004) argue for the fact that organization’s readiness to learn
and implement marketing strategy should also be taken into consideration when implementing
a new marketing strategy, and that organizational culture is a key to efficient marketing plan
(Deshpande and Webster, 1989). University presidents for instance who try to convince
teachers to be market oriented and to design non-traditional programmes may encounter
resistance from the academic culture. Besides, embracing a new marketing plan based on
international students’ recruitment requires staff training to meet the institution’s mission and
objectives.

Finally, every institution should design and upgrade its system including technology, staff
and academic or admission procedures. When an institution implements a new marketing
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strategy, it is important to invest in telecommunication, attendance biometrics or computers in
the classroom. Internal functions should reflect the quality of service provided (Kotler & Fox,
1995).

Marketing plan or the tactical plan should follow and be an integral part the strategic plan
(Maringe & Foskett, 2002). As a matter of fact, education institutions are rarely aware of
different types of customers. Institutions tend to focus upon one or two stakeholders and build
up their marketing plan on them. Instead, institutions should highly adopt market orientation
(Conway et al., 1994). According to Kotler and Fox (1995), marketing plan includes the
following sections: “executive summary, situation analysis, goals and objectives, marketing
strategy action programmes, budget and controls’’ (p.102). The following table illustrates
elements of a marketing plan advocated for higher education marketing managers:

Section Purpose

A brief overview showing proposed plan to

[.Executive summary management

Background data on market situation, competition,

II.Current marketing situation .
external environment...

Identify threats and opportunities, internal

III.Opportunity and issue analySIS environment. ..

IV.Objectives Set objectives for the marketing plan precisely

V.Marketing strategy Represent strategies and approaches that the institution

will adopt
VI Action Proeram Answers: what will be done? who will do it? when will
Action Frograms it be done? Who much will it cost?
VII.Budget Financial forecasting, costs and other outcomes
VIIIControl Indicate how the implementation and effectiveness of

the plan will be monitored.

Table 1. Steps of a marketing plan. Source: Kotler and Fox (p. 102, 1995)

A successful marketing plan requires highly skilled managers and staff in higher
education institutions. Gray (1991) underlines the importance of market research techniques,
skills in planning, analysing, and interpreting data in achieving the objectives of a marketing
plan. As far as Moroccan universities are concerned, the scarcity of qualified marketing staff
affects negatively the marketing plan’s objectives.

Some of the main marketing goals that make universities adopt a marketing plan are:
recruiting student, improvement of curricula, fund raising for research objectives, cooperating
with academic, research or economic institutions and attracting didactic personnel Biaton
(2015).

A marketing plan is highly advocated as a continuous planning process aiming at
maximizing institutions’ resources and capacities either to solve problems or to meet
stakeholders’ expectations (Gyure & Arnold, 2004). As a matter of fact, both strategic planning
and marketing planning should operate complementarily to analyse the internal and external
environment as well as to assess institutions’ resources and capabilities in order to set objectives
realistically. Blend of marketing strategies should be implemented to fit education context and
its peculiar nature like market segmentation, targeting, positioning and marketing mix. It is also
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worth mentioning that the extent to which marketing strategies should be implemented in higher
education institutions depends mainly on objectives and goals set by those institutions and their
definition of stakeholders and the service provided.

B. Marketing Research

Most higher education institutions do not understand how their customers perceive the
service they provide, until they encounter a problem that need to be solved be it a decrease in
students’ recruitment or a fall in donations. Problem identification and problem solving are the
main important responsibilities of any university’s management and administration. Decision
makers need to take data-gathering and marketing research seriously before any action is made.
Otherwise, resources and time spent will be wasted (Kotler & Fox, 1995). Universities need to
build a reliable information database from their marketing research. Krampf and Heinlein
(1981) argue that internal and external research is required to improve the service offered. A
quality information is indispensable for a good marketing plan.

To identify marketing research issues, Kotler and Fox (1995) underscore four methods.
First, complaint system can be created to identify stakeholders’ concerns and dissatisfaction.
Second, marketers and administrators can adopt a marketing problem inventory in which they
can list frequent problems and difficulties either internally or externally. Third, the institution
can assess demands of their programmes and services by determining the marketing problem
between the desired demand and the actual demand. Forth, universities can undertake a
marketing audit by collecting critical data for analysis. Usually, the auditor is an independent
consultant who appraises the institution objectively so as to provide long-term and short-term
recommendations.

Identifying a marketing challenge or a problem is definitely the first step in effective
marketing plan. Stott and Parr (1991) argue for the fact that institutions should evaluate
opportunities, threats, strengthens and weaknesses (SWOT) before any marketing plan is taking
place. Applying SWOT analysis is very helpful in linking an institution’s strengths with the
existing market opportunities as well as avoiding weaknesses and challenging threats. As Baker
et al (1998) stated, a SWOT analysis is a strategic audit used by an institution to improve its
programmes and services.

It is also worth mentioning that both market and marketing research should be seen as a
process rather than a project so that universities can continuously adjust their marketing mix
and strategies according to existing environment (Rossum & Baum, 2001). It is also argued that
institutions that adopt a market-oriented strategy tend to consider marketing research as a
process. A market orientation strategy can also help universities in developing an integrated
marketing intelligence system to analyse customers’ needs and complaints, competition and
other external variables (Cann & George, 2004).

C. Segmentation

One of the main strategic approaches that is based on market research and marketing
information is segmentation. Market segmentation is a marketing tool used to change and divide
the market in sets of segments which share the same characteristics, needs and values
(Schiffman, Kanuk, & Hansen, 2008). Although segmentation literature is well established in
marketing theory, market segmentation in higher education literature is not well grounded
(Hemsley-Brown, 2017)

Kotler and Fox (1995) present three approaches to segmentation that any institution
should embrace. First, mass marketing considers all students are alike and no preference or
difference exists among customers. Generally, institutions adopting mass marketing try to
convince all students that their programme is the best. While this segmentation strategy is less
expensive in promotion and communication, most universities do not adopt it because of the
diversity of stakeholders’ needs and preferences. Second, programme differentiated marketing
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seems to be the most used segmentation strategy in higher education. This is because
universities tend to offer different programmes and different fields of studies to meet
prospective students’ needs. Third, other universities will resort to focused marketing. Serving
a target market can result in a competitive advantage because of differentiation strategy.
However, the targeted segment might be a failure especially if the segment is not substantial or
sustainable. As Kotler and Fox (1995) argue, universities should make sure that the
segmentations chosen are measurable, accessible, substantial and durable.

Kotler and Armstrong (2003) agree on four grouping variables for customer in higher
education: demographic, geographic, behavioural and psychographic, all of which can be
integrated in a marketing mix to serve institutions’ marketing strategy. Universities today
segment the market into three main customers: high school leavers, mature students and
international students. Although there are other segments like managers who are seeking
corporate training, they are not generally the core business for a university. All of those
segments have different factors in choosing a university or a programme (Soutar & Turner,
2002).

To examine the viability of segmentation in strategic planning in higher education,
Rindfleish (2003) conducted an Australian study focusing on the marketing technique of
segment profiling. He found out that the segment profiling was highly beneficial in that it
reduces the risk of adopting inefficient strategic planning goals by detecting a new market
segment. Efficient segmenting and targeting contribute to market differentiation. Mazzarol and
Hosie (1996) argued that successful differentiation requires an institution to reflect an image of
perceived value in the market.

D. Targeting

After segmenting the market, the institution should select among three main targeting
strategies: mass marketing; targeted marketing and niche marketing (Hsuan-Fu & Chia-Chi,
2008). Mass marketing is applied when an institution intends to attract as many customers as
possible and focus on common needs and wants of customers. Usually one programme will be
designed to attract as much students as possible. Although adopting undifferentiated marketing
strategy is less expensive, it fails to satisfy customers whose needs are different from the mass.

On the other hand, targeted marketing approach focuses on targeting a number of
segments and addressing them using different marketing mix. For instance, a university can
have undergraduate, graduate and research programmes or even alumni programmes. Targeting
the market using differentiated marketing is highly recommended by scholars especially when
it is cost effective (Kotler & Fox, 1995). Targeting more than one segment in higher education
remains imperative since institutions address more than one stakeholder. However, institutions
should be alert in using targeted marketing approach; some universities go too far in the
segmentation process by offering more segmented programmes. Although this can live up to
the public expectations, it can be very costly.

The last targeted marketing strategy is the niche marketing or the concentrated marketing.
This is when a university focuses on one segment and implement all its marketing strategies to
target it. Targeting one segment can be risky for some institutions as the targeted segment may
disappear or shrink (Hsuan-Fu & Chia-Chi, 2008). However, niche marketing can be viable in
higher education especially when the institution has limited resources.

E. Marketing Mix

The concept of marketing mix was first introduced in macroeconomic theory (Chong,
2003). Later, McCarthy (1964) introduced the concept of ‘marketing mix’ as conceptual
framework in marketing repertoire that translates planning into practice and contributes to
successful decision making for managers (Bennett, 1997). This conceptual framework is used
to improve businesses’ strategies and tactics (Palmer, 2012). Marketing mix has prevailed
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research in the marketing field to the extent that Kent (1986) considers the 4Ps (Price, place,
promotion, product) as “the holy quadruple...of the marketing faith...written in tablets of
stone”. Zeithaml and Bitner (2010) defined marketing mix as a strategic tool used to satisfy and
communicate with customers. Management also adopts marketing mix to achieve institutional
objectives by blending price, programme, place and promotion (Michael et al., 1995).

However, Moller (2006) underlined that the limitations of the 4Ps in marketing mix, as
the cornerstone of the conventional marketing management have become subject to criticism.
Some researchers have even gone as far as eliminating the 4Ps model altogether and suggesting
an alternative framework. Rafiq and Ahmed (1995) also argued for the fact that the 4Ps does
not satisfy the business environment changes namely in the service sector, and that Booms and
Bitner’s (1981)’s 7P marketing mix has to replace McCarthy’s 4Ps marketing mix. The reason
behind criticising the 4Ps marketing mix is because of its product-oriented rather than customer-
oriented (Popovic, 2006). Each element of the marketing mix should be seen from the
customer’s perspective. By converting product into customer solution, place into convenience,
promotion into communication and price into cost, the 4Ps marketing mix can be responsive to
customers’ needs (Lauterborn, 1990). Similarly, Baker (2008) criticised the traditional 4Ps
marketing mix. He states that the product variable is presented in isolation as if it is sold
independently. However, marketers and companies sell products in relation to their brands and
their product lines. Unlike customers who perceive products holistically in relation to their
brand, the 4Ps marketing mix does not consider relationship buildings and customers’
experiences; rather, it regards customers as passive.

To differentiate between service marketing and product marketing and to keep up with
the environmental changes that marketing and higher education are facing, Cowell (1982)
proposed two additional ‘Ps’: people and process. The importance of people lies in the fact that
they are the performers and sellers. Relationship marketing is mainly based on people’s
interaction with customers. The importance of the process revolves around service delivery as
an essential ingredient in any customer satisfaction. Physical evidence, the seventh marketing
mix, was introduced by Gray (1991) to represent the environment in which the service is
provided. The seven-marketing mix are defined in the table below:

Table 2: Definitions of marketing mix in product and service industry

Product The good or service that is delivered

Price The recourses needed by customers to get the services/goods
Place The location and accessibility of the services/goods
Promotion Communication activities addressed to potential customers
People Those involved in the process of the services delivered
Process The organizational system by which the service is delivered
Physical evidence The environment is which the service is provided

Source: Gray (1991, p.31)

Mariage (2006) points out that the seven-marketing mix should be integrated effectively
to achieve a competitive advantage. Achieving an optimal blending of the marketing mix
components depends on many factors including institutions’ internal and external
competencies, target market and the target customer. The implication of 7Ps marketing mix is
highly compatible with service industry in general and higher education institutions in
particular.
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Conclusion

Higher education institutions have become increasingly aware of the role of marketing in
achieving their missions and objectives as well as planning strategically. Marketing contributes
to a better understanding of current activities and performance of higher education institutions
and compares it with their missions. Marketing can also detect problems as well as proposing
solutions and plans to achieve a stated mission for any higher education institution (Kotler &
Fox, 1995).

According to Rudd and Mills (2008), marketing principles revolve around three main
tenets: First, marketing is essential at any educational institution’s phase. Second, marketing is
an ongoing process that is implemented in a cyclic way from planning, implementation to
control. Such process should be regular and consistent. Institutions should regularly inform,
remind and even reinforce current and prospective students. Third, marketing is not a panacea
tool for all sorts of problems. If an institution is unable to provide students with added value
for their educational experience, marketing becomes inadequate.

This chapter has presented the implementation of marketing practices in higher education
and has shown proposed marketing process steps, marketing tools and marketing techniques
that could further be adapted to higher education. Future research direction for academics could
be to conduct empirical research to find out, to what extent and how, the marketing practices
presented in this chapter are actually adopted in higher education. Likewise, practitioners of
HE marketing research could use the extensive literature presented in this chapter to guide
implementation of improved marketing practice in their own or their client institutions.
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Overview

Since independence, the Moroccan university has undergone several reforms aimed
at enhancing the level of education and improving its quality. The Moroccan
university comprises two types of institutions: open-ended colleges, schools and
institutions with limited polarization, which has served both a limited elite and an
open public education. The study aims at measuring the quality of the educational
service provided by Ibn Zohr University of Agadir. In so doing, the researcher
adopts the measure of quality of service in higher education “HED PERF”
(dimensions: non-academic aspects, academic aspects, reputation, accessible
facilities). This was applied to a sample of students from Ibn Zohr University in
economics, belonging to the Faculty of Law, Economics and Social Sciences (open
polarization) along with the National School of Commerce and Management
(limited polarization). The researcher opts for the descriptive analytical method to
collect data by means of a questionnaire distributed to a sample of the students from
both institutions. The study seeks to ddetermine the existence of differences of
statistical significance in the answers of students attributed to the variable type of
university institution, to examine the level of students’ evaluation of the quality of
educational services in the aforementioned institutions, and to identify strengths and
weaknesses in each of the two institutions. In light of the results attained,
suggestions will be presented to improve the quality of educational services at the
university. The study came up with the students’ assessment of the quality of
educational services at the intermediate level, with different dimensions of the scale
in both institutions.

Keywords: quality, services, university education
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Overview

In light of the emphasis of many international organizations and community
institutions on the role of education in achieving sustainable development, and to
regard it as a cornerstone of developmental work—notably the regional strategy of
the United Nations Economic Commission for North America and Europe, aimed at
activating the role of education for sustainable development, which includes a set of
procedures and rules that have been enacted in the form of a binding law for
signatory States (UNESCO, 2005). In view of the importance of the application of
governance as one of the modern systems that moved from the economic sector and
companies and entered educational institutions, demonstrating an effective role in
improving education and a positive reflection of its output through important and
effective principles, this paper presents a comprehensive vision of the governance of
higher education and its impact on achieving sustainable development in the Arab
world. The analytical descriptive approach was based on the review of theoretical
literature and research studies related to the subject of the paper in the hope that it
will contribute to the awareness of education officials in the Arab world to initiate
the implementation of the principles of governance in the education sector through
its important role in achieving sustainable development.

Keywords: governance, education, sustainable development

20



dadia

Lpaal e Laal) o2a by callad)l U0 e LB (535 latlin) 8 Ly laa Al duanl) K
Jsall A e yailly 5 gial) Ol (pa (g gl Bl Aliaially cAoatil) o2 Leiad of oSy AU CalaaY)
iiia o dlailadly caliine cpaliy ¢ A Sl o)gise adyy caainall Lulul) clalall ¢ Ld) ) Yoas
e Gl (Al Aally dpndal) 3))5ally Aalaia) 32055

oda JS ) cAaldiveall Ananill Lgabing Al CuliSisal aal cuhleally 48y Alagall dydall culpadll <,

e dear o oS (A sl clgialtind lacal BaY Gl A Gaat ) Jpeasll il Likiie <)yl
ol oda Al Fia of apy ) D) gl ) B ogas el s Al das

e Baie e ) rling Bpatl) Alee lgallat ) Al chleally il ol of e Gl cabisy Yy
ang el adailly ale dng abeil) o in Lee clgilsl g Apanil) oda cildliia jig Gasall e L) Al
el e S a8 Rl tineal) ail) il e (38155 Ay Ry e g Cilade wall 308 cilbass ol als
Y JaY cdgenil) 510 adailld canlailly Aoy il) Al gpse o el isall dpatill A8 o N Al Aanil) (ol Gaaigal)
OsS alaill 3g8 ) Juaad) Lag € Apaiil) 038 (3in3 8 ardail] Cilssie 2ol (f (Say (aS 1 b agall il o
flaaliy 5i5es Sleld Laflas

O Jr eiiall dpaiil) Gl AeSpal) o o 2B @lligh S al) e Jynas Baaiil) e Cuaall (S Y
Sles -(Collier,2007) s x5 LS i AaSsn dgny b Aoy Al Joall 3 Loy dpaiill jalem aal
Malas ilyddelds ST sl Lgiany Al Al lagl iy Al Jayy e destiall Joall Cumpa (elul) 138

Oo Arly Olelioad ga ataldl Alglas 8 il Gliwge iyl Aadal) aal8 Agall @y
DY) ) g A Ay clplailly ol sl Cadagis ALy Aaally 385 Al ghaally LDAELY)
coorll allall el Clanga (e IS 8 5y Aol aUail) 3a cudl 3 cdally dppdalls Apala) 2)sall Y
Liig mpal Al Aaldi) Gl 3a) uluf adails clgada gy A jeall GLES) d dadfie Gligis ) Laalds
130 5 ¢ asleill e o) 8 5508 Alels il glal sl 4 AeSsal) of WS ¢ ame iy (ol e ST oLV
LG5y U Jaliall il aas ol (LSS ) AL el (e Al

atill Gaiat 3l ailail) Cilissie 3 o)) AUaS LSl Gl S ol daal cijels HUaY1 138 s
a8 i ) S5l e o e ST Bpatill e psil 38 ) Aalad)l 4 05 A (el Gl 8 Al il
Ul W e zoal ) sass of oSar ) Ble (el Gllaall 13] pad) lasl) laiul (Jlaall
o) aal o Jelilly (gl gl ) s la®Yls o laia¥ly oailially yaall

Lyl A& .1

LSl mbanlls e liin¥y sobeaiV) aaliill o Alla Lyppell Joall o LIS 4 Jlad G3) gl
A o Sy A sl e Gl ) dle dalad) 555 (2011 cgpaal) sasiall adY) )l e 220 b ela
ALl Ll b dasia Clshad 3iad e s ¢ bl iy oz sadl)

altinall Lpanill clalial B Y Al Al o V) el ddlid) 8 dgledl) skl e ae )l
Buas Bl Gl el e 320U adant o LS (AalSally cRangl Sl clpsilly Aadpall pans Ul b Lasead
(2006 apall) e comitiall 50 Janiiy cdaddll cadie éal adiad ZbaY) dyleal

21



055 Allaill 13a delad AaSsall ool Gual Laal) adlglly Crgadly chluhall 4 cadl QA cag g
oo il 8 Al o dalad) Gl calall S alall g Uil L oedg iy clapaally dasd) aysad b Jeldl)
Giad e elly (ulaily chlaalally Alidiall ad) adaill Cilusuie 8 AaSgall ol Gl adgiall olagy) ikl
F A Gl dlpaally Aol AlSie 2paas (S ade s L oo ldially ool Culad) (8 Lagad (diia 4pas
¢ oal) gl 8 Al il dpatil) (3a3 & Jad) adedll Clinge AaSsa il L
Al e i) ALY ) Jlsadl 138 g s
Olglaaly Alul) LaliSies el adaill S sn o 5eha Lo —
flgilaaly laypalic . Loy cialdiveal) dpatlly alyal) L —
) el Aatilly abeil) (s AR Lo —
e Laa¥) dpatll Gaias 3l aeil) ASn jo0 L=
AlaidY) dpatill (Gaiat 3 Jlall aeil) ASgn jo0 L -
¢ vl sl 8 Al diall dyanill Gaias 8 Mall adaill AaSon o0 Juni Cilajiie Al —

G el sy il o Al ALYy Lo sinse A8l 3 Ll diagl) mgial duhall adies
Ly alsh Gms lein o clapaalio fu B sy cleaghy L sealy Alla ol Zaad §f Al oy
g5l e Llily pen (B 3ol Cad Ay L Jae il ke Cilases () Sl paeilly Jalatll Laaia (g3l
8l ¢Lilinly Aalaial) Balall Cigadly cddpall plially el sinsal) paiilly (AaSsalls Aaiipall Aplaill syl )
Auhal) ciyial gl

Ll Laal .3

Gl 8 Aaliveal) Zpanilly ¢ Jal) aeil) Glissie daSsn say ¢lge sunge dradl (ga Ayl o30 dpaal Fun
by A3yl ) o Al alailly @bVl clbaY) IS cabig ) dalall gud 8 A (ol
)5 e Aadi Lo Apadl o Lginaal ek LS L olall 138 8 yped) a8l Sl aalll Ol 8 Sy oLl
el el Slnsia (8 AaSsall ol Gulai M JEY) 5y5 00 Jls all Glasl) (b gl gasally S Claaal
A e aelus al cula il

Ll s .4

Ll Gad 3 Jelill Waysay clgdlaaly ol o Jlall adaill AaSsn e Cynaall d3)50) oda il

Caliadl o degana pabainl PlA o il e sae cailn ) 88 @A pal) Ghill 4 i)
PN ) e d8) ¢ g gay Aasi el

Agdlaaly Ll LSy  Jall adaill AeSsn asehe =

(alwY) = jealiall = 4 sgiall) Aalived) dpanil) —

A tisall Fyaiilly aaleil) cp ADL) -

Aol Al Gaias 8 Jall adaill LS n 0 -

Apalay] Al Gaias 8 Jall adaill Lm0 -

22



el Ol b el Ayl 3t 3 el aleill AeSpn yp0 Jenl Cilafibe —
Leilaaly Zpulul) 3Sisay all adetll LS g aseia 1.4
"_,g.ia.“ _Y_"

alaill AaS gy Auhal) dgasie o o aSEN (e 0 Y Jlad) aileil) GeSsn agie CO i 4 Jsaall U8

desana o ashy @il chlaalally Al Mall aeill Cilisse 8 4indad adiaal) (gyaY) 2Uaill Gl g ¢l
Cilaly sle el ) Sy DALY L5 e Lually 2885 A LaAy Dpadail) Al Wl Adlaiall 5alsall (sa
et o ae bty Gllliall 3a ae (38155 dpniiljinly

o S WSly aigall o LIS GLES (8 Hlase Gl (gl 2aSsall 3L e Cunall de il ol
dalay caal s 5oy sy (oY) Jaiu¥) e caile Al @l palall g il b culS cbladl sl
gl Gasd e s «VISEY) 038 pellay dpaa alas )

(Wlsaly Leiladil Aapalas ccilianipall 038 Apagad Leha calaill Clunie ) RaSsall alas ol Ji)
o e 4 Jsliis (1983 e dmay A Laslal) ASall GIDIS ol b asgial) 13 seds Ay culsa
leiins o aag A hlad¥ s clbealally Aniall Jeall 34Ty cladit Ay cnalall Calaaly ddagyall Lladl)
(2011 ¢ Janssiall JalSil) 3S5ag oyl allall 350l aliy)

o3g) Claslall AeSsn asgie s L dslall Glaslal) 4alg clliley cagals ) cloatll eyl sl
Splae ) Aalally o Jsally ol el e dallal) Zudlially o Jal) adeil) ddse A1 il
Shleally Cpalaiall Cilala gty el (3 Dpncinad) AL Dpaal o5 ¢ bmall Sladilly ¢ geanl) cililia
A Gl S e Waialy Al s Aabail CVsat e allall sagiy Loy Alaldy daldine dpaii (38ats cagie dysllal)
Leilaias leibilee s Lol o8 e el e se b 3as clsal e Ginll 35 p0m

Ao gana Jardi DA Go i)l 3)3Y) Gllals dulaal Jlaall iy aa doe IS AaSsall @ W (e
WDl Glaaly uaita) A ke o sl adall Flie Bl daaly deo sl el e Ll gabad) (e
Aruladly LB adll A5 (lsally Qllsall ddlye A leidlliay QDA Aelia (& Al mleill Glussa
gl )y A spanally DY 505 (A

) Analal) Jagas it daalad) A 0l (2009) odkais cpal) zhm Dy Faalal) AeSpn Cargd ol (S
Slaliadl wiey Apdd) bl dpatis ol gy cgalall ZED e ol B asally aall juas
cpailly (Bylls skl ) adinall a5y cAalsally dpalEY) ) pdaill AS15n ol aainall 32320l

ISl laeldl oSas ) ulaally tsaball Gulas et Glaalad) ASsn oL (2013) udl (g a0
o ALy AeLsally ABEIN BaT ey LSl dalyis cculipaill daiay cCulgagl) AL Biay (o)
LY aan b Alaag oY1 sk ) s Ley Apal) slliadll e dralal) dalias Caliys caeall U
Gaalall 5,80l e s 5kl A Cld

Jee Gobs zeid el Lo gan Glaalall AaSsn Caagd Dl lyyas (17 pa 2017) (gradll puns N5
o A Gl e Ao sana ) (G chilidall Wyealic o B gy daalal) 55 4 DA Ga
A ld LYY apan lsaly aise foalall 038 2283 gy ALY Ale Lusally (Agladlly cidladlly (AS,Lid)
Ml Aaalal) Ja0s Jaall bale JyUa) Jidis chudlially Gaail) gad anelal dsngiy chaalal)l Jeny

23



) bl Cilianpa 8 AaSsall ciSipe — Lt

ol g8 A gsalaally CiSiall (0 Aesana o pald S0 Glaalall AaSsas ple JSG AaSal) o5
1aa Jsliny a8 sally Adigal) Adsal) lalaially il o pael) Casl S5 caledl (gylaY) alail) 3a Jee (3llaias
(Olealall 8 bl sl AaSsall ssine Jid (DSiias sale desena ) deail cAahally Jidaclly Uil
@bai@Y) oslaill Aabiiey ccilbaalall ASon Gl dillay 2ol M Jsal) Sl Gluwsall o6 ol e dal;
slaey alipy) Jilally g ys¥) DY) (ald dlay S sall Chdise ciayla Sl (OECD) Al
el Al gl caisall (e 220 ) dila) casiall ASLadd) &l adeill Cilissge 8 AeSlal) il
ASlaally Janss¥) 3yl dralag die M el aibedll ilssie 8 AaSsall  Jgall aisall Wyal Jal cp suasall
al) adail) g AaSsn Leal) atis ) goalually il e laae daigal) cilgal) oda chaygl S5 Ak
tleaal &
Cilaalall G AR Aagla L Loy pUaill dnala) All s sdgail iy Calaa¥ly Al aladl SUaY) -
fo Auiiag daaly Glaaly Ay Sl (A dee lebaly Aals Akl (e Slagal) o3a 4Sia Lag (Al
B8 A gl lillial dyaiose g el LKLY o A5 s cdn gus pall Lol ias)
Lo olall sy oaaigall Lgialily cddally dapnal) Clasbaall 335 dpa o a5y sz lal)ly 48le2) -
U AL (W T W) o ST Clall B e lse Aaalall JA18 25 ) Slleal) mran pgd e
all LAl delia Ji Lo @y dhaaladl dasupall clappiilly ilsllly akaill Guli 8 =gl
sl
O Amar by el a4 pass e DDA (538%e5 halall Algpee ) vy Al sl -
Lasas aainally ¢cpudivall alal )8
S bl AL Gaigal) e leala o daalall Jala 2j8 JS Agal et dgenlally sl AL -
o syl 1Y) Gaiat 8 Aualally dalall adiaa) Clage S 38U e WSl pia
a5 050 Adle 3oy Mlsa e Ll Lo aladi Jladl) badadill le 5yl daalal) mie  Jady A DUEY) -
ety ) Y sl Leaaly pnns cliladil dunsiy leigd wlais 8 Apally

) el Ciliaarye AaSsn aloal — G

Al Taail s (8 Jeldl s olals cilaalall (3 AaSeal) ol Gula s el o Gl dllia
L0adKY1 DAY dgalse sn Uil 134 Gulai (e alall Coagll Jals cALLal) daliiveal) Zatill ulud o A
Giay Jaay Lo X5 AR 3 ol (Biay Joay Lo Lasus Vs claalall o3a Lggals ) 4oyl ALl
dcgane Dl (Says (2010 crashls dajialy) Leal Aabial) 3ylsall aladinl cuila ) clg dasiall CilaaY!
UL Lo (Say ilaalall b lgiaas 1) A€ al) alai ay ) luadill ColaaY)
Cilaaladl ZplaY) 8o USH (s A sl foalie pe Adlgia Cilagplliy il ey Jeld Jae ol oy -
Agtimlia g ey pinlly il oda 2 3 Lt iy 5ylay) Alels ey Loy
bl e 8 Aol AL (e )Y ls Allalls uennlSY) e Jaad) Gkl S0 -
el e s Jils 30 LS (e dan el cladlall dalid) a)gall Y1 Jlaainy) -
s Jaladlly byl ansy (8 Aaalally dalal) paind) lsga Sl -

24



3ol alyys Aol Aelusad) A Ball iy A JSall Ol gasally Hlsa¥) aaas Aels 3l JSla ol -
lleall e 44,

Ny Loy Liins o a o) Cilpine oy -

c ) adeil) lissga Jals Alanlly Adlaadly 48] Gy -

el Gow Glalialy ledayyg Aall addaill Gilsjie 350 3305 -

el s slelyes Alaally ikl jiaall dely) -

o) Asse dalias e A Al Pl el -

L0oslally sty ARl Al e asl) -

(Gl = yualiall = aggiall) Lalinsall Lyanill. 2.4
1974) slos Jial bl Gl Glimans b uala@Y) (amy GLES 8 Gl duaiill asgie jels
G350 i3 5 1972 ale alseSsin yaite b mllaadl 138 5 WS ((Hartwick,1977) sl fSolow,
Gindg ¢l lalay eligl) Cargy Lalviall Lol Tase a1 (535 a V1 Aad jaigay camsalls 1992 ale 5 pils
Al ¢l sl e andly cmlally 450 3lsa) 20l e Bliall ae cdyshall gadl e delaal) 4oyl
- Al e e L) leny Hlsall I35 chgn G Ao Laia¥ )y LalaBY) Dpaiil o (Saalisn 15 B8 DI e
G Al Aalaidl) 8 Aelviall Al 5ole DA e aseial gy Duppall Jsal) daals alaial G LS
skl Ayl Aadll e 2004 ale 852002 zpmailasay deliiiall Al alladl Al yaige ) Lgedd
2005 ale jihall dad b axy Lo ladan Sl gl el dyanill Ay el
Dsall i V) gty Ledag py Aaltivaall dpaiill Capad o LAl e LIS S5m0 a2l e
Agalal ligps 1 p JSET Al ) Aaldicsal dpanill clgls ) cligpall ¢35 1982 ale i o) Agallall
& oY) liypill odgd eljitiall anldl) o cp @ pla) A iyt cAgils) Ao ldial Clgpis iy liyye
(2011 ¢ sSasmaV) Aadaia) 1)) cany Aaliiane (65 K1 gl
Al Claasdl el Jalam Yl -
Agmpdal) algd) Galiialy ey ) sam YT -
Al sl sk g3 ol -
e YT Gany e LaiaV )y Apalady) dpaiill of Tase o asiiy csaildl duelall sacll & csas i o -
) ealiall CUISAls 3g0a Gana 5 (s A
sSaipll Aaliia b Al el L) iliags 35 Zaltival) $anll aaly il a5 4K e Jsag
By e Capai (ol ie Cagl (o0 (Alania Bygeay ) il La gling Jnl JSG asedall 13 agh of e
dale dalal Aol o Lolrieall danill ol salg byl eal laaly gt Jaed of Sy ) aclgill (g e 83
Ol 0SS LS L L) asall Ll Lulad 0S5 (o) (lanll as agds caad) (pn llall yaa J<G e Uy Jaf o
gy oA Aeltidll Aanil) o Laad Jsiys L) (g Apalamdyls Lo laa¥) clelaa¥) Ly o delxiall dgexl)
dlsbudl Dpai e Jaally zliyly DY) DS dealsd 38 Slehaly 28V Qs (Jiiall sa0a
Al COISEe dgalsas cpdinall @il IS 4 saiill Gl AY) ans cdphabiaally Allaall af s ¢ 3l dgalses
(2009 «cnsk)

25



(WCED) 4saiilly 4inll dpallal) aalll 43,35 3 (Brundtland) iy, daad ) (8 )l Cauyail) aays
ailillie pealall Jaall Giss ) Lpal) clgl e Cus aseiall 13gd hlaml ciliedll €T (e 1987 Ale
Cappeill 138 s =505 (2013 caema) Lilala st e Zadldl Jla¥) 508 Gulad) 050 e gyl daula)
(77 = 2013 cap ): a5 Dl i b Juass il cAaled) Llaalll (pe 220
Jxia) ey colran Al Jy 3asiee Clsiaady ALE (SWE iy iy il e ¥ Lpglladl duenl) -
cad) Jaidl)
Aglaloa) 5o o daaldll Jua¥ 5)0 (ulise (50 pualal) clalialy 6 4n & -
D) ligine el Lavie V) el (Ko ¥ clalia¥) e SV sl ol Al Adpd) Gligise -
Ll sad) e Ayl clillieg olSe S b
et ) ol i ol Aeliasall Apaiil) (b adde s oLl Lelaial 20a (i) by LS cilalgay) -
i oSl dgan s2x Y Dl ligiae e

2l sal) At pualic .1.2.4

(oo lain¥) Culal) maal Jy i) 3 lape 090 35i5all Jalgal) A5l Llialy (sala@] jeaial) oS ol
caaal) alladl Ay 8 el Aanill Calaaly colelaial 5yl (e csing Adlg ailaty daua (e 43 Jadiy Lo
ale Alghs Lgtye cagml Al a0 "Eglay) CalaaY) 5 Gipe Lo lyssn Al b sasiall s cilagiad
Ll jualic D5 e gadal 18 5855 2030 deliwall il and lggle Blal ST 368 6580 2015
Ally ¢ e ldia¥) jaially galai®Y) jaiall @ a
oy Yol Sl o6 3 cdaldiosall Apatill ulie dine salad) JU) uly 2my o) 4l (2013) aese 505
DAL QIS ey Janad) Alall JAYI 3 Jiay o35 el il e puaill K goliai) e
(oY) Ul Gy e JS b e pnall s Jaidys cAlleay) 850 3 el e ey gl ¢ sl
(il Sl by ) saxis 53 alsl) dasedar DAY Guly sed bl kel JWall (a5 il QL (s
Ll L) by Apaal) (553 ¢ oanballs
p ) il e L g ey el sl Apatill AN sl jalial) 038 as (2006) Ly sy anie 385
obeadl sda o Asblaal) aokiind dgale A5k Lgxa dalailly Dpmplall jobiadl) 5))3) Jadiys 1 Al 2l =
Aol Sinaal) dpaiil) & uluY) o
) ALl daidl) pes dles Gag s By Gy S Gl (8 3 Ba peming felaa¥) sl 0
O3 painal) Clalgal 4uliy cApalailly dpeLaally cdind) Glaaddly cdplal) Glg Al e Jalad) 4is laa
Cladll 8 L) ) sead 2016 Ayl dnlaayl Al 506 els a8y Al Jlal) (e Ji
b el o S ol dag 50 daall pisai (Al Al llee 4 LDAY) e agiSais )
(2016 (lea) e laial¥) Al A daga 35hadS cagd Aaliall Gadll prugiy el
Aol Ll oliely JUlls seall g e asiy sgabady) sl -z
sl sag Gl AN jualially ala) e Auaal J Y Ly laxy Sis o (1994) eyl gy 4iga (e
eaaly iy Aol i) Lol alad Badal e 508 Gl 3sm5 e Y ) ¢ sal

26



Aalxiosd)l Lpanill Calaal .2.2.4

i 8 Agaa) Aadl) Cuany a8 el Lpanll Calaaf e ciann ) jalad) ol e a2 e

sda il 3y 2016 by a0l 4 bdas Ty Ay 2030 s Gl ddadd Aol duasl) Gilaal 2015

Cielag diliany) Aialll \ghadie] Al clpdsal) (e desene PIA e le (169) Lgd s cliaa (17) laad)
:(2018 asiall anYl) V) il o Cilal) ol

e JS sl g all e oLl L]

Ahtiall A3l Sa5es (Al Gaeaty ¢ A e Gaiats sl e eladl) L2
Agaall daball JS Ay (el dna sla plaas o)l 3am danall .3

eall shall (gae alatll e d fujaty Baga Sdalad 4

ckidly o lil) mran (pSa5 ¢ puaiall G Blslsal) L5

Aaalls olaall Aalsiu¥y 580 Glava ae Amaas digliiole .6

Apalie el Lol Jpemally llsina Jlanlyy Ganic il .7

ol iaally Jalall alia®Y) saill 3jaiy AENy Aaslio Jae (a8

(Alalds Lye A0a Ay oLy Qg deluall jas .9

i Ly clald) Jals shgld) aae 4l e aall .10

Aol iase s Aaly capendl ALl Lglaans cdaltiasall Ciladinalls el .11

)l gall Nl Aoy Dl .12

iy AL el AadlCd Jalad) Copailly ¢ ALl Jeall .13

Apadl ylgaly Hladly illamall aliveally Jadlazl) 2asiy) 14

Bypems SR 810y dna)¥1 lsall aliaaal) alasiu¥) ity salaials Aleay oM pltival) alasiu) 15

ceasbsnll gsnll (i Cagg gialainly ol AN Cillgs ¢ i) AadlSay cAalive

Janls e 5alas LutY) GBsia alyials oo lusall AL, Alaliig Alad il ol J3ady cAllaally Sldl .16
~Azkal el

sl painally ¢ palad) g Uailly el sSall ¢ Aahtisal) dpatil) o (g Lpallad) 481520 Japiss .17
allall Aadll paises ) A paise Wl N CalaaVl cuiill ) Jeall e Ayl Jsall culs
sl asea Dbl S led by Leiedd Al Bjalidl Pla e @llyg 2002 7 il ag deltisall danill
Mlsall b el il Wyl e oy Bai Sl loail) dgalses claltind) danll dsi & Dyl
Slo sy il 5550 jalad Jaladl e Alasiuly calasiandl dallall sl ) daganas (bl
o 33y cBhadia ailad zaly o 2K 8y0lall 038 (elime Gyl (e OIS (CilaaY) oda & adaill 50
33l 038 it & Cilaslaal) allaiy Lol i30)

Tl Siaal) Agailly pslasll (3D 3.4

) Cail) o sgaal liaye oyliiely Al ol agdll Aalviveal) Zoaiill Jaf o adaill Cunall ageaall slay
dnsgda oy Al tiall Lpatil) Jal (e aleils (Al hai 26 Ll o il Gpanll jualdl) aqdl) e )

27



25 Al Akl clyaally ¢ il appe aaiae Gldliad Llaiunlly alall Gull) dlac) 488 alda¥l Jaddl
(2016 csleny agall) elaaVl oyl Biasil audly lal)l il S e

sl a8 Ay 48105 ulaly Leldal alea Jua¥) G o el loay ) alead) sl 1)y
o S e ) ) shidl Jsad ails L(1994) Sl @l sl LS aglaY) Calaal) apen Gl
by gailly Apatill Caan ap 2Y) Jra )z U gl 2l alasindy cwlul CangS gala@y) sl
(20171 caane) i) alel chladl as sl Alguss

Blee g Gl jam ey aledll G ) e Al daleiall i) adaee of e (2014) sile i,
se by 4l Jaltis alad uny (53 acinnally ¢ aileill alill = la o € IS8 ading Bpatill e ofy cdpaiil
Sl 13 Y] Ledlaal s of Al wdaiad Yy cAaaiill ealie laly Jundi o 5l Apadl ylsal) g
Alasally 40l Ay il 58l

inad (Al ) A8l 8 i sl Apeall & LY G e (2009) S 5S35 diga e
Bag cupmndl y salll 8 SN ol gl & Lnay) e i bayes Al il dunl) Callaly sl
o L) e Y (ol chygall Ll gially 48050 duniglly Y LaiVly clasheall culi L) i
cDlsal) 3 prans ¥ IS wiliadlly (¥ ) Al (gl Jial

oo 21 udlad) chaisall IS oG (2009) Gun SYy Aalisall Eyaiily adaill oy A0 dyeal 2l
Giat b Leals Slle ojlie)s caleill paal afl 822002 gymilass saite Siage 21992 Ga¥) Al it
b alaill ) skl gl . (Aill Ll dgalse o a)aY1 5,08 5alyyy ¢ il AndlSas cdal il dyanill Calaal
sdll b siaal) Aaliiwall Auatil) Jaf e adedll dgs ) s W562002 7 mels g el i) danl) A
fol Lo Gaiat) Al s eualy (3l 3l Cod el o e 22015 s 22005
e tieeal) dsatill ga olaty) ulodl sasas dac sy 4S50 Al dlac)
Ao tise DNy 2 Y ) bl Jaad dysllaall 5ylgalls dpeall i -
Al dge lially 4o )y s dungadall lsall 31} (pean
bl Sludly bl el (Biiats dalfiosal) Gaatl) Slaty L) gl S slad) Gagluly @bl adl) s
Slo Ay alayie il dalsid) Lanll Gass of (2009cma) & 4l L LIS Xy dles (e
b el ssine (b Ua Ges esll Sludl Llal  cchleally Cojlaall 8 sls 32sall e Jle (o5t
ban sai gpalaall 4ngt DA G clanglly Daawally Ziall bl peliiy QS el o sk of g
il Hliely cale CallalS 3dazilly aplially ¢ aled) and) Slaiels ¢ leie 5aUY) Cadlufy dabidal) 48 el
cjlaally Slaglaall o I 138 lagiasd e 1ol zgial) 138 (6 o ot WS canlll 1) agall (ga el dylee
- Al il dpanll Giad b deabudl) ) (5055 8y Ledilagiy Leailati

saill Giad (8 alarl) aleas) (3e Aaiilly aulal) G AR gl AN labally Cugaall e LIS cil Sy
2 g il ddaipall alaill ULl e HES WLaaY) 55 culiy ¢ Jally elaa¥ly ol
Gl el sl el adeill ki Jsa (2013) Gsbialis 2h Ay yeaall Y JB Qs e coludl)
pilaill Clanza (A gsilly chpaiill Saa) o selud malie (N Q) (ylas maliall sk 85 um Cual
Aoyl Cladinall 8 Laltisall dgatilly adedll (p ADD Ge (2013) ades sl Ay o skally Canlly alaa¥ly
Olmialy dpallall Clanioaally c¥satl ASlsay gyl ¢ aeill sl o S5 55 e sl Sl

28



ddagiyall dpadadll clalia¥) dub Jea (2014) s e Auhs Al el 53 aladl Canlly ccle S
Pl iyl Clulealls aalially wills osl) Granis aulail) olaial Byg pums Caagl lly el tinsal) dpaiilly
el tisd) dpadil) jlaccal dgrgadall 3 sal Jie)

el by ol o om0 painal) ilispe anl aal cilaalally Al el aleill Gilussie a2
Lsail) mabll Gk o 50l dlage ddy Ghl e daling Loy Jaall Gsu 28) Pla (e dpatill Glee 4
el Adiny She a0 gl I3 L claniuall e Jabell apdiing Cllgas A e S Lay cdaaeiall Sl
cidinlly e laia¥)y LalaBY) lesla JS 3 il gliia o Llay) (et (3 YY) clgulaiy Adpmall £y
A 2alsD o)) adiaall o) 4 o cany G DAY, gySally AED W5 ) A3l

Lo L) dganil) Giad A el adaill LS 550 4.4
Al Lie S Adsall Jplal \hell A palill lisine gual) Gl (8 e laal) duatl) lam ol
2011 gyl dlaiall b dgenll bt Joa SladY) sasiall ael) malin i sla 28 (el 3l e laa¥)
@B (negily Lilis ¢ olaal¥) Gisgilly gloally Vi clia Al desid) &l V) jilall e Calsy)
lsa (b 2l QAN lad Dl Ll caSal A5 Babas obandl Glajally Glsegdl) By cJaal) (ajd galis
Wle J8& Ally (Jasdl G LeiBley ApasSall Gllsall (& Saally saill dalrinly ledalily (ddlally 45l oLl
(201 Tegymall) opall lasll 8 5asiiall dyaiill Gaias 8 LS
Lalal) dilsally Lo lainy) mibial) CulS ealvivaal) Apatill 8 SISV jsae L) b JS8 o) gl g
(3502 2006¢Arslras caadll) asbeil) AaSsay cpdlaall Gfialll (e LIS gy galy ) cldUadll aal o890
Gils (I cdaall Gow cllliial Blaially cped Aabial) cuillasl) Jadl S Glid) Jall e S5l
A Ol A adiaall 8 LoD Sld) slac)
Oy clly slaa¥l 5 e 5S1 2015 danill sanial) anY) galip o jalall Ayl danill 8 3y
Juadl ellyy diaatill Jon il Gy el Jon Baatill s 2 calaia¥) jsma JULYIs eluilly dlasll o5
Ol G Al Lanll JIpa) oS Vo4l sasid) sl Sl @l LS L (2015¢0kn) Aealdlly spalal)
laainall Ay Sally A8l 5 Ao Lol aladYl sle b (o A Jy cdaid galiai@¥ 1y ulpud)
Crodd a8 cdge LaY) Lpanill (ulal o ) Ayl Al ~lad bt bl aal LSl Jid g)al dga (g
Cun o pliall dpdall patill Hlinay daSsall julae Gadad (@8 (ola) Bl (e CldS (Al Gluhall (e aed)
(Samimi & Jahadi,2010) alens amls Aulyns ((Ahmad & Saleem,2014) adus 2l iy @
Aea (e oadaril) U1y coludll An8lSay doSall Aol dilaial) AeSsall julae o 220 Bl agns Lo
sl o e oSy @l JS . (Sen,2014) o b LaaST ll dagall 3 oy (Al 4 e Al dganill s
colai®Y s Jlly o laa¥) O Aol iall il alagl G (0 Apatil) (s5ise Gl & Gulid) 2y e liiaY]
Glala s a5 QAT ) dis e il 304 glaa e @Y BaS Baly e 5S BlA e ellg
(il puinll o (St il ) (s glad)) sbu haind o A S Gl sl WY L)
(2011 asa sol) anyhpaind 23g35
daall (ajds daally adaill CV e (& sl Culsn e 2l e RESH A Al 1 (e DU
2015 2016 « Al duanll i ) Al Gladiaadl e ghlly Gyl Gsiag daliall 4Ll
oaill Gat 8 Ailiuges addaill 5508 dpaal e luball (e lajes duball oda anidl Lo ) dalids (2011

29



D) e dall oSy ald (lal 13 8 clealall AeSen Ui 4l o (S @3 ALl poall e likae
S PA Gacapall Glasl) & dae L] duatl) (3iat 8 lysns Claalall TaSsa allas Ll dad sl 2l
p AUl il e Lo laiaV) danly dabisall taalely cilaslal) S n dDe
i oysn 13y el ol gl o3 Jaly GHLY) wead dleldl) 45U e Claalall daSsa 2t -
sl & ey «pdl Agn e daad) Gsmn Aagipall GlaliaV) dijeas den o LAY Glala Gualil da )l
Al oty LS gt e Jargs cbee clalia¥ly cilalall o3 pe 3855 o3 JSAIL LpaplSY) gl
Al e laa¥) ¥Vl cilide 8 AL o3 dpaal xy adine GBI AL ey cilealal)
Gl daalall 258 o Say AaSsal) oale e e Tases Jeld JalaS S LaA of GlAl Caliy LA 0laidyls
Ny adly S Vsl atys loghs lae ST 5y g adinall 4nlsi Gl ISl ol e
cesinall Glalag ilagall cldlie ao 38155 dug jaes danaly Blaal ey ale ) e daSsal) o -
2l e ASen Aan el sapiiall ekl daatl) iay (3 IS cJaall g
(oapS A slacls ddly ayly)) GlLY) U8 G A0 deglal dm ulad el e ASsal) aelis -
gy Aalial)l GUSY! Sl ey las iyl JS Glialss B oy o Al (aaine Cilusies
(2012¢ o)zl asas colo) 5o iS
Ladiall Lgilensy 80 Claslall @l (el e o3 Y] eilaalall LD e dS5al) S5 -
Aajeais leadd) o3a ekt DA (ga ¢painall
Ast DA e 68y shaially 3 paial) upailly anleil) cilalal dleldll dasladl Alsind 5y55n g5 ASsall -
Lelaa¥) Duatll (las o bl a5 -olaY) 335m Cldgpaall paaty uaasll Lleld) o 2l
el il
s o by allaall saclue BA e Aaalall 8] 6ol Gread o Clealad) AaSsa lelia) dasd -
o s (i e Sty (el e ool Cibine oling (Auling g sday densas Aadu Sl
Vigail) bl dlaiay)
Ay adiaall lala o ¢l D) iyl aliing adia ol Ladads AeSpall b -
cagdsin Jainty V) Apa e dailan Al Ag )y dpedanll Ale Wl 5o USH jnlae o daSsal) Jadi -
s b S5 A G phaa (8 agiSlhe mands
Slo laalal) A pn Jaxd ¢ ladll 28 8 puiusally apuall iilly cddliall ans 5y ddpea) dinS pe -
LSV Gl e Gluwgal) @l paliind DA e Adlisall adina) Glanse Gny lein osbel) g
(2010 (£l ae) Claslally daradid)
OSoshs cqeall Lol iy A Allandl Tase o 555 caainall ol AN o sl ASsall Guugs -
e LaaY) dganll b Gl
el iy Lae cpapally dliaalls dlgiesis Gla i) 3a5a Pl e el allail) 4deld o daSal) S50 -
Aplpnal) agibisivne o Guead daulie dee pa ) e Jsaanll
e Gilsis b e e Loy Lleal) ailbgine sl ) Jis e Glalall LS 5 -
Mayshays Ao Laa¥) Dpasill e GSaty 2 51 cJand) (35m Claliial

30



g oo WS by Liahs DAl adi e oyen oSty 63 caalaally Ao lual) faudd AaSpal) fusi -
Ngaasiig Lpaiill Jalad (Baad Al Adal g yually ASoall e o Liailly ccal LY

Al ) Agamil) (it L ) pbeill AuSpn 5.4

sall Vae B3l ) ga%s e paine AT N Glubud) desene Lpabady) Lpanl) i
Oo OSan 3 ST Giaty ool Clala Al 4355 sall 138 Jualsi Glava g Agldl) ol ) ol gl
(2013215 felaia¥) dllaal)
palal) agiall (PUA 285 Aasiiall lslai@Y) alies 8 dpetill Géatl AaSsall o sehay plaia¥l oy ailg
Gllee Cirag ¢ laYls Il aludll dasi ey lly callall laags S Adldly dpnbaidy) Gl aey Lals,
() g a8 AaSall Auhy ) cmaba@ls ehadd) e el 0B A eV cAalially 3505 Al Ll
i e Ladiiall Joally 285U Jeall e JS 3 ALLil) dyaiill (éaty o LaaY )y alaidy) culsall e byl
g Ul lage i€ 13y ilaalal) lgiaa Gy 4 Gl adina) Slaga @l 2y cisial lly ¢ el
Wl (e Ally (paY) Alsal) cleUad Lpaal i Aalady) dpatll flee (o Lla loja Jaadi @lSally (alal)
Ngie dpaal J85 Y Jlally aladl aleil) Gl
2328 L) Ll maals (ol et B Jlda a3 sl 8 agey Jeli AUS RSl 0y g
U lusll€ AaSsall gy ool ) jleadl Gadatl aiig ) Al Joal) 3 Lagad duiil) dlee (o oaudi)
saill 3aghadl) Adla) Jidh ASgall of e (Brown,2002) she 2S5 sxall 13 s (ASLialls 2085015 4aladl)
At Jsall b ealil) salai@) ~Slayl
Department for International 2007) gaily Jeall  polaill aud a4 S5 ) gl A
G oWl i o Aol ST leheay Alsall 3eSs 508 08y 8 bl A8l f e (Development,
Ul s Aaltiveall datill 3at] Lulad Unys bajlicls anl) Al daal o desidl Joalls ddgall cilalaidl)
.(Speth,2005) il
Ol e b ddalally Lalall Alpall cilinge J< ASsall Al 8 Jal ) asgill oIS 3
Aot Lusally Aauliil) 080 3ty calpall alatiad 50 LI W g5 of laslad) AaSsal dagluad) s jlaally GGl
ApalaY) dyanll Gas
O S W V) (gAY ) o Leia JSE cpabai@l )y de Lia V) dpatil) G S Jabss UL @l o aas
p AUl gl e Apala@y) danll Guat 8 Cilaslall He (a3 Clydisd) (e de gens pdi
dgeliall Gluusall pa osleill (e Aaslad) saliin) Gaiail QL) iy A AL Tase e dSsal) X550 -
pllly (Ul Al mially canall ajd sl Clunsall 028 pa slatll bt sy cAgenalls 4yl
ledygutis Lebysay
35 oyen 1aag cled Agld Alle jalas GIA ) se iy ddyylayly Al Laalad) ADEL e Al K5 -
alaill Jilugl) e e DA (e ¢ A Jysailly AdlaY) 3lsall p3a Giail daiie daalall osS ofF J)
inall 8 Al dpanll Leely JS8 &3 (e ecappailly ¢Apailaill Cgaally el )y ¢ painsall
Glayie liily o Jadl glay) it Aoy Ay 20 ) ASsall toolie (e ADELY AL -
Aralalls e Salls delially (alall g Uaill cpy ASHally (Al e alaieY) DA (g cCisa)
Aaalall Jals dleslaally @l GHaY 30k ) 368 AaSsa foaliaS 15 Al lusalls AS L0 D -

31



aie gy eAlly Aaad) dpdlly dpaled) Cbiaially dgatill 2l apll ) 258 Aeld 4l dulee daSsall -
el e ailulSaily alell nd) s il sl il

Gllall e damie g e ey AW e S oM E A5 sya DI e LSl i -
Aaalall mHlay Jala dpabaisy)

cipallalls sl Jisa¥) solas (e apall Qs o Ladls LA Tae DA o laalal) 2eSsa Joni -
e Wysy oSatiy e aes ) zliad Al diadl Glegplall (A8 o Ly acas cleiilla Hian Lea
L) 8 Apalady] gl

dalias 8 Ll g Waalsed JiaY) Lyl e cilaalad) a5 1385 coladl) e sl e daSsal) X550 -
A isall At alys ae sy gl Aa g pall Cilaa¥y Apagdall dylenl)

O At Qi AaSall G Aapd oually el Cililse Jleiial ks Al sheal sl o Sl S5 -
Ngdlaal iy M) i) Cadagill 3lsall o3a Calagis ¢ jagl)

gl A i) Glawse ) 4SO Dlusse (o lelisats A0 aalall 3)l5e Jardi o AaSsall S5 -
@Ay Al Jd e adedll e afiidl GV e Iy cJaally seill 52l Lgalagis (LIS )y A el
caladl ala@y) e Lle pSaty

Gilaalall G Al Ll i layey Ally gl 20605 4o Lually 48630 (ool e dSal) aiiss -
Ll alall £ 12U Jlaall ity Lo ¢ allally aal) (gsiasall e

a3 o cilaalall aeluy (53 4aY) crualys Gilhd JSo Oaaigall lgialily el g AaSsall soli -
Apabai®Y] Al Cldlaie ae (38155 5205 )

dliall Claalall Jlaall ety (53 a1 b aiia 8 355000 Gl Ll e daSsal) S5 -
) Bis b

o) bl (8 Al Lparil) a8 el aleill AaSgn y90 Qi Cilajida 6.4
b Al el Lpatil) Biat & Cilaalally Jidial) Jall adeill ASon 552l Gl (e dmpe &5 e DA (e
Glwse & alaill 138 A8 e a0 of oSay Al dplalY) GlulSals daaas gabadyly elaal) Jladl)
Laledl 8 Alissay adaill Jeldlly sl ol o WUl dpatill zaly (o pall Ghagll (& el adedll
Larl) st 4l ol A€o 550 deed e aelid ) Glajiial) e degens api (Sey ¢dygal
p Ul il e gaahind oSy Al ¢ pal) gl 8 daliid)
Jeldl layas AaSpal) dpaals opall Glaglls (Mad) el ilianszas claalad) o ol dhaly o5 et -
Lhaisally le @il Wil Jaall PUA e cAalially L) Javall 4
=¥l a8l el ol Ghagll 4 Gllal) LS A el Dlbaliuly daaly 4y dlie) -
Aol Cilainall s,
(3l Gk Ll Jemiis ¢ oal) sl (3 claalall olaly i A oplills Aalaills oyl sy (-
e ) 2, ualaslly e lalls 48 Ladl dagiyall S all
danbs Bl GlA e daally couils cdale Sl (e led Ly AaSsall fgolie Gubail daulial) &) jég -
e ey Sy AS Lhalls dpally Ashaliaall o Al AaS il f5ale Ji aakind dulie

32



el s cclaalall andy lag dgal) Joall oy Jlly Slegbedd) Jolally dliiall gslaill Jemis
eila e

LE el slelye an claalall 8 LSl foalie Gadi 8 Dbl lailly @bl (e 5ol
o) painall L LaaYly

lgine 0S5 caainall wihd gl Ui ) o AaSoall AlE s AaSsall i paaly ol 0L

Gyal) Bl aabe

((78) c(sibasl) g laall Alaa . Ainlly Apabaidlls Lo Lia) Waabedly daldivaal) dpatill (2011) . el Basa s .

.96-59

25 flis 4] goall 5 Agpal) Cladinal) 8 Labticsall dgatilly aeil) oADMY L(2013) Ldene ol s

alwsa21.blogspot.com/2013/05/blog-post_21.html :a85all (10 2017 joems

—

.C’_Ij);s.} M:LUAJ\ Bh}j\ C'_ﬂ.u\).l )S)A Q.A_,ﬂ\ J_,.LAA.“ (e W\ W\ (1994) cdaaa ‘?L“}“ 3

ol 4l g & daaidl adl ew))l adsall L Aebtiad) Lpanll laal L(2018) sasidl alY) .

: http://www.un.org/sustainabledevelopment/ar/globalpartnershipssall (10 2017 0330

ccibpanilly Jand) tia sSall Bppall Claslall 3 Fagall asede Gl -(2010) - dena crshals danl sl

42-19 ¢(8) Lyl Jlad sl 2as

Gipadl Uaa adgal il — Ganll Gaadl el adedll e ((2013) Labe osbaliy aaal ol .

Lol ((2) Aludyly e laa¥) cilublly

awt;“ :LQS_,;.“ Uasd :GUa.\ cat.i_).\ (2011) ‘;EM)AA]\ Jalsal) Kias ‘_,,_.Uzj\ (-J\:J\ IS).JL\A GALJ)J .

Al il Ala — Lgad Joally Laltinadd) Lyt Gind 8 w2l Sal 0 (2013) b 3 5 .8

bl = il S Fals Byplia g o))

alall iy 35a2011 Zgmanyall (300 Ladia dgpyall dikaial) 8 dgasil) cilpaas L(2011) .l de cgynll .

Saniall aYl Ayl Jeall 8 L) sasiall aeY) galin sty dulanl Akl el 242 il

.)AAA

saniall aa¥) maliy g ol dae JS 8 Lpanill 2015 dgpad) dpaxll 6 .(2015) . osals ale colea.

)

3asal) (u&\ C.ALI)J o ba c}a&“ L 2016 :Q)ﬁ\.t“ FEVRA | B3y (2016) UJ);B (‘;:\La WOl

)

bl clilagy! datiad) Laxilly aleill qujlad -(2006) -seal Play A (S5l Glada ¢yl

321-301 ¢glid — pall Shasl) b el sioaall Aysily aulal) — ailailly Gyl Al yall ALY

90-74 ((168)38 ki 445l Uaa ¢ inia (Gt . Aalvical daiilly adeill L(2009) - Biva 2ana (uen.
yaal) Sl e £ edipa zila Glaalall ela) 3Ja¥1 (2006) . Jale canglae 5 deal cuyladll.

33

10

11

12

13

14
15



palail) daglaia iyl Gpiaty Claalal) AaSga (2009) . s cCrugy Fime cadyeds dielewd cpall #hu 16
ApaY) AKe  uan A galall Ciadly Nl

Aggle R Qg cplanadi 3 Mol aslall Cilnsta 8 AaSsall ki e -(2013) . aed s ¢ ull 17
el el gl 53 gally slaie V) A 133 ¢ Jall ailail) Cilisnge G sa Aol dadia Joe 45

Uaa 2030 ASledll 45y Gt b Layey dasmad) Cilaslal)l daSsn adly (2017) ale Jole cspaill 18
397 =369 ¢(3) 30 .25xus Gl Gaala Aguadilly dyp 5l o glal

ol 4l gsal) & ool Adma 3 s Jlie ALl dganilly adaill oy Dl L(2014) 220 ¢ sile .19
http://alrai.com/article/683259.html :xdsall (0 2014 udsi 26

cee )y lunsd) AeSpn A6 i Ul & Glaalall js0 sk L(2010) oGl ae dess 2Ll 2e 20
:104-86 ¢ala s (14 pulaall Sill

Ohlly Aaivedd) dpall daf e piledl) sl JiaeS AaSsal) L(2016) old ams cdlans anlyl o isall.21
Sy ls A3yl Ayl dypadl) deall Gpally COEN il alall aisal) JAK35aY) 8380 s syl
~61 cpadaill 5))3Y 15 Ljlaal) Ayl dpeadd) dpeall AS) el Jg0 b adiilly aaleill 2 ))siny Lpardal
.85

Lol A Alae ol 8 sasall 3dsdl Jiae el Gl A€ L (2012) Laese oS8 ¢ le.22
.532-449 ((79)2 Gysaay

Clysie DA e Al iasal) dpaiilly ddagiyal) dpadaill claliaV) 4k (2014) cabilse Ay 2 Olyee 23
268-221 «(8) «pana Alaa .Adliis dyagled (3lalia EDE b Ayyl Ay 5l

() J1 daala ((1)12 plaall Alaa oS8 ) daliiwall dasill (2006) 3aale ckaiy sy laie cane .24
oY)

o paleil) zaling il pine Al Apagdad i — Aahtiaal) Laxll Jaf (e aaleill -(2009) - callis) ccnsSle .25
e Yl dasill Jal

e Agaysll aglal) Aaa . el aleil) Lol 555 & palall g Uil 50 .(2009) Laeal e ¢ 580,26
slall (s alaill — ZalY) — 5ol — LA AN allae 3 addaill (bl sl gl e ala

Aal) Gald) b Agbusall Ly delivea) Zatill laadl ((2014) Lam )l de s G 6)sSE cdens 27
61-7¢ (2)15 Tpaleai) cilualpually dparil) Alaa . il Als Ly g sl

Lparl) Gail A aY) Cilealall (amy A el agdedll ookt cilngliind (2011) . asall ol c2ena.28
45)aal) Ay sll dppadll Lmeall jiie aulill alal) ainell AgaSul) deala b Ll cullliag dal i)
e Agalail) 3))3Y 15

2017 jebs 20 gt 4l gsall o Aalfiaal) Lol ilganty ) ollall L(2011) . sSespusdy) dadiie. 29
https://www kantakji.com/media/1598/222222.doc :a8sall (3

oY) lee ccillalinady s lian) sigpall Jpall (8 udll gkt .(1994) . sSuisal) .30

34



L) Clallly aalye

1. Zahoor, A., & Saleem, A. (2014). Impact of Governance on Human
Development, Pakistan Journal of Commerce and Social Sciences, 8 (3), 612-

628.

2. Collier, P. (2007). The Bottom Billion: Why the Poorest Countries Are Failing and
What Can Be Done About It. Oxford University Press.

3. Brown, M. (2002). Forward. In UNDP, Human Development Report 2002: Deepening
Democracy in a Fragmented World. New York: UNDP.

4. Department for International Development, (2007). Governance, Development and
Democratic Politics. DFID’s work in building more effective states, London,
Department for International Development.

5. Samimi, A & Jahadi, M. (2010). Human Development and Governance: Evidence
from OPEC, Australian Journal of Basic and Applied Sciences, 4(8),3103- 3105.

6. Speth, J. (2005). Governance for sustainable human Development. United Nations
Development Program.

7. Sen, K. (2014). Governance and Development Outcomes in Asia, ADB Economics
Working Paper Series No. 384.

35



@) yle o Jile Al ) LS pn

36



APPENDICES



Appendix 1: Volume I

Issues in Education Quality: Teaching
Edited by Elmakhtar Elmaouhal, Mohamed Zniber, and Ouafa Barakat

Table of Contents
Preface
Omar Halli, President of Ibn Zohr University.........c.coouiiuiiiiiiiiiiii e, i
Forward
CaroliNg AL JOMES ..ottt ii
Table Of COMEEILS ...ttt e e e 1
Introduction
Devin Thornburg and Mustapha Aabi ..........coooiiiiiiiiii e, 2

Les Enjeux de la Qualité dans le Systéme Educatif Marocain Challenges to Quality
Education in Morocco
Mohamed Boufous ..o 5

La Formation professionnelle continue au Maroc : une nouvelle phase qualitative
Noura Touzrhar et Abdelali Lahrech ........... ..o, 17

“The Boys Won’t Leave the Girls Alone!”: The Importance of Advocacy and Educational
Leadership in Addressing School-Related-Gender-Based-Violence (SRGBYV)
Claire McLoone-Richards .........ccooouiuiiiiii e e, 28

System change through teacher leadership: Possibilities and constraints
Samira Idelcadi @t al. ..o, 36

poaill g A i) U3 B gad (pulila £y



Appendix 2: Volume II

Issues in Education Quality: School Reform
Edited by Hanan Bennoudi, Youssef Sadik, and Youssef Tamer

Table of Contents
Preface
Omar Halli, President of Ibn Zohr University ...........o.vviiiiiiniiiiiiiiiiiieeieiieaieeneen, i
Forward
CarOliNE AL JOMES ..ottt e e ii
Table Of COMEEIILS ... .ottt e e e 1
Introduction
Devin Thornburg and Mustapha Aabi ..o e, 2

L’application de la norme qualité ISO 9001 dans les établissements scolaires
Marocains : Cas du secondaire collégial
Naima SaAhel ... 5

L’Enseignant et la Réussite Scolaire au Primaire : Analyse des Résultats du Maroc aux
Evaluations Internationales TIMSS 2015 et PIRLS 2016

EI MoutaouKil, €t al ......oooiiiiii e 19
L’Enseignant du FLE au Maroc : fonctions et développements sociotechniques actuelles
Boujghagh Hassan et Mohamed Moulay ..............oooiiiiiiiiiii e 34
Probing School Culture as the Key to Effective Educational Change

Abderrahim AMEhar ... ... e 46
The Role of Headmasters and Community involvement in Moroccan Public Schools
Improvement

Mohamed Achamrah ...... ... 59

Say) LS g cla_SY g cilanall s jially (oSl g gy 5l U Sl AdUnalf (pa L ) gilal
oY) 4dis g 315 2 oSl g Ay 3 gl - Sal

(Ol JBIdga )
1 ............................................................................................................ l.@.i C’_\;J daaa



Appendix 3: Volume III

Issues in Education Quality: Curriculum and Instruction
Edited by Aziz Sair, Khalid Sqali, and Mahmoud Jday

Table of Contents
Preface
Omar Halli, President of Ibn Zohr University...........oouiiiiiiiiiiii i, i
Forward
Caroling A. JOMES ..ot e, ii
Table Of COMEEIILS ...ttt e e e 1
Introduction
Devin Thornburg and Mustapha Aabi ............ccoiiiiii e, 2

Vers une Nouvelle Approche d’Ingénierie d’ Apprentissage des Systemes
d’Apprentissage en Ligne
AMal BattoU ... 6

L’utilisation des Technologies de I’Information et de la Communication en
Enseignement Supérieur Marocain : Vers un Apprentissage Efficace L’utilisation des
Technologies de I’Information et de la Communication en Enseignement Supérieur
Marocain : vers un apprentissage efficace

Farida Bouachraoui and Aicha Lehiany ... 22

Réflexions Didactiques Ancrées sur la Pratique Evaluative a 1'Université
Salek Ouailal and Naceur Achtaich ..o 32

We Played the Quiz, So Now What? The Need for Using Digital Game-based Quizzes
within a Reflective Framework

Abderrahim Mimouni and Youssef Tamer ............cooiiiiiiiiiiiiiiii e 42
The CBLT in Algeria: From Euphoria to Bitter Criticism
Farouk Bouhadiba ....... ... 54

No Self-regulated Learning, no Education Quality? Developing Self-regulatory
Competence through Online Learning Tools: MA Students’ Perceptions in an
“Educational Technology Course”

Mohsine Wahib and Tamer YOussef .........oouiiiiiiiii e 66

& san QA w\ W\ QA 5-3 %) &_G_,Am.u ngti).“ salal q.mj.\a“ k_itss.“ QA :\.un.\lg.“ G siaa x.clg.na Blg
(NCTM, 2000) Luallall cipcalyll ylee

Agaslatll cileasall plasialy Zysalll ileall dpan

29 ....................................................................................... )}c;\ﬂ.\mm‘;\m)}n;

el pany Bley cpsiiall LY e gz5laial) agbeil) Ll dilels



Appendix 4: Volume IV

Issues in Education Quality: Higher Education
Edited by Farouk Bouhadiba, Mohamed Hicham Hamri, and Mustapha Aabi

Table of Contents
Preface
Omar Halli, President of Ibn Zohr University ...........o.oiuiviiiiiiiiiiiiiiiiiiiieieieeeaee, i
Forward
Caroling A. JOMES ..ot e, ii
Table Of COMEEIILS ...ttt e e e 1
Introduction
Devin Thornburgh and Mustapha Aabi............c.oiuiiiiiiii e, 5

INluminating the quality of teaching in Croatian higher education
Nena RONCEVIC .....ouinti e 8

The Role of Strong Syllabi in Increasing Student Engagement and Enhancing the
Quality of University Curricula
Tkram Ben AJIDa ......oouiiiii e 24

Self-Efficacy, Academic Motivation and Achievement among Moroccan EFL Learners
Hassan Zaid ..o 33

Investigating Intercultural Communication Competence at the Tertiary Level: The Case
of Moroccan EFL University Students
Nourredine Menyani and Malika Jmila ......... ..o, 48

The Implementation of Marketing Approaches in Higher Education
Faical Chanour and Brahim Houban ...............oo 68

ol Olasl o Lahiaedd) Zaml) Ghind b lagly el el TuSn
20 e @il ale o dale



