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PARAMOS STUDENTAMS

KOKYBES VERTINIMO
PARAMETRAI AUKSTOJO
MOKSLO INSTITUCIJOSE

SANTRAUKA

Straipsnyje pristatomame tyrime pagrijsti pa-
ramos studentams kokybés vertinimo para-
metrai auk$tojo mokslo institucijose. Pléto-
jama diskusija apie parama studentams, kaip
aukstosios mokyklos teikiamy paslaugy sis-
tema, kuri yra viena i§ priemoniy j studenta
orientuoto studijy turiniui plétoti bei studenty
emociniams, akademiniams bei socialiniams
poreikiams tenkinti, sudarant prielaidas stu-
dijy sékmei. Akcentuojama, kad paramos stu-
dentams kokybé gali buti vertinama per aka-
deming¢ paramos studentams dimensija, kuri
apibréztina $iais kriterijais: karjeros projekta-
vimo paslaugos, akademinio studenty infor-
mavimo ir konsultavimo paslaugos, studenty
jvedimas | studijas, pagalba tarptautiniams
studentams, uzsienio kalby centro paslau-
gos, bibliotekos paslaugos, nuotoliniy studijy
centro paslaugos; bei neakademine paramos
studentams kokybés vertinimo dimensijg,
apibréziamg per psichologinio konsultavimo
paslaugy, studenty apgyvendinimo paslaugy,
finansinés paramos ir studenty konsultavimo
teisiniais klausimais, paslaugy skirty bendruo-
meniskumo jausmui plétoti, paslaugy, uztikri-
nanciy studenty sveikata, paramos, skiriamos
nejgaliesiems studentams kriterijus.

QUALITY ASSESSMENT
PARAMETERS FOR STUDENT
SUPPORT AT HIGHER
EDUCATION INSTITUTIONS

ABSTRACT

The research presented in this article aims
to validate quality assessment parameters
for student support at higher education in-
stitutions. Student support is discussed as
the system of services provided by a higher
education institution which helps to develop
student-centred curriculum and fulfils stu-
dents’ emotional, academic, social needs,
and acts as a precondition for successful
academic performance. The article empha-
sises that the quality of student support can
be assessed through academic and non-aca-
demic student support dimensions. The fol-
lowing criteria are used to describe the aca-
demic dimension: career designing services,
academic student information and counsel-
ling services, first year students’ orientation
courses, support for international students,
foreign language centre services, library
services, and distance study centre services.
The non-academic dimension involves psy-
chological counselling services, accommo-
dation services, financial support and legal
counselling, services that promote a sense of
community, health services, and support for
students with disability.
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PAGRINDINIY TERMINY APIBREZIMAI

o Akademiné parama studentams - auksto-
sios mokyklos paslaugos, skirtos studenty
poreikiams, tiesiogiai susijusiems su studijy
procesu, ispildyti.

o Kokybés vertinimo parametrai — vertinamo
objekto sandarg apibrézianciy dimensijy, kri-
terijy bei rodikliy visuma, leidZianti objekty-
viai jvertinti matuojamo objekto atitiktj nu-
matytiems reikalavimams (standartams).

o Neakademiné parama studentams — auksto-
sios mokyklos paslaugos, orientuotos i studen-
to emociniy bei socialiniy poreikiy, tiesiogiai
nesusijusiy su studijy procesu i$pildyma.

o Parama studentams — aukstosios mokyklos
teikiamy paslaugy sistema, padedanti paten-
kinti studento emocinius, akademinius bei
socialinius poreikius ir sudaranti prielaidas
studento asmeninei gerovei bei studijy seé-
kmei uztikrinti.

[VADAS

Paramos studentams svarba jgyvendinant Bo-
lonijos proceso tikslus akcentuojama skirtin-
guose dokumentuose (Bergeno komunikatas,
2005; Londono komunikatas, 2007; Liuveno
komunikatas, 2009). Bergeno komunikate
(2005) parama studentams minima pabré-
ziant socialing Bolonijos proceso dimensija,
Londono komunikate (2007) pazymima, kad
parama studentams tampa svarbia prielaida
didinant aukstojo mokslo prieinamumag bei
kuriant lankstesnes studijy formas. Liuve-
no komunikate (2009) teigiama, jog parama
studentams - viena i§ priemoniy siekiant
sékmingai plétoti j studentg orientuotas
studijas Europos aukstojo mokslo institu-
cijose. Pazymima, kad peréjimas prie j stu-
dentg orientuoto studijy turinio pareikalaus
aukstojo mokslo institucijy daugiau démesio
skirti studentams informuoti ir konsultuoti,

DEFINITIONS OF KEY TERMS

o Academic student support - services pro-
vided by a higher education institution that
are aimed at the fulfilment of students’ needs
directly related to the process of studies.

o Quality assessment parameters — dimensions,
criteria and indicators that define the structure
of an object to be assessed and allow objective
evaluation of the correspondence of the object
to the set requirements (standards).

o Non-academic student support — services
provided by a higher education institution that
are related to the fulfilment of students’ emo-
tional and social needs that are not directly re-
lated to the process of studies.

o Student support — the system of services pro-
vided by a higher education institution, which
fulfils students’ emotional, academic and so-
cial needs and is a precondition for increas-
ing student’s individual welfare and academic
success.

INTRODUCTION

The importance of student support when im-
plementing the aims of the Bologna Process is
emphasised in a number of documents (Ber-
gen Communique, 2005; London Communi-
que, 2007; Leuven Communique, 2009). The
Bergen Communique (2005) mentions student
support when discussing the social dimension
of the Bologna Process. The London Com-
munique (2007) emphasises that student sup-
port becomes an important precondition for
improving higher education availability and
developing more flexible study forms. The Leu-
ven Communique (2009) indicates that student
support is an important tool for successful im-
plementation of the student-centred approach
in the European higher education institutions.
Shifting to the student-centred curriculum
will require higher education institutions to
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siekiant sudaryti jiems individualius studijy
grafikus bei sukurti lankstesne studijy aplin-
ka (Trends VT', 2010). Ataskaitoje apie Bo-
lonijos proceso tiksly jgyvendinimg Europos
aukstojo mokslo erdvéje’ (2012) pastebima,
kad parama studentams yra vienas pagrindi-
niy elementy, nulemian¢iy studenty motyva-
cijg, pasitenkinima studijomis bei sudaranciy
prielaidas didesniam studijy prieinamumui.
Pazymima, kad parama studentams, teikiama
aukstojo mokslo institucijose, leidzia sékmin-
gai integruotis j aukstojo mokslo institucija,
sudaro salygas teigiamai patirciai studijuo-
jant ir padeda uztikrinti sklandy absolventy
peréjima i$ aukstojo mokslo institucijos j dar-
bo pasaulj (Bolonijos proceso jgyvendinimo
Europos aukstojo mokslo erdvéje ataskaita,
2012).

Nepaisant paramos studentams svarbos,
akcentuojamos jgyvendinant Bolonijos pro-
ceso tikslus, Europos universitety asociacijos
ataskaitoje apie Bolonijos tiksly jgyvendini-
mg (Trends VI, 2010) pastebima: ,,paramos
studentams svarba Europos aukstojo mokslo
institucijose buvo salyginai ignoruojama po-
litiky jgyvendinant Bolonijos proceso tikslus,
nors pastaroji (parama studentams - aut.) yra
batina suprantant Bolonijos reformy nauda
busimiems ir esamiems studentams, teikiant
pagalbg studentams susikuriant lankstesnius
studijy budus, padedant studentams sékmin-
gai pasiekti jy uzsibréztus studijy tikslus ir
integruojantis darbo rinkoje“ (p. 82).

Skirtingi tyréjai (Morgan, 2012; Mazer,
Thompson, 2011; Jacklin, Le Riche, 2009; Jo-
nes, 2008; LaPadula, 2003) pazymi, kad pa-
ramos studentams kokybés uztikrinimas bei
plétojimas aukstojo mokslo institucijose -
moksliniu lygmeniu menkai tyrinétas reis-
kinys. Mokslinéje literatiiroje nesant bendro
paramos studentams konstrukto, o politinio

! Trends 2010: A decade of change in European Higher
Education.

2 The European Higher Education Area in 2012: Bologna
Process Implementation Report.

pay more attention to student information and
counselling having the aim to provide students
with individual timetables and to create more
flexible study environment (Trends VI', 2010).
The Bologna Process Implementation Report?
(2012) emphasises that student support is one
of the determining factors of student motiva-
tion, satisfaction with studies and is a precon-
dition for greater study availability. It is noted
that student support at higher education in-
stitutions enables successful integration into
a higher education institution, creates condi-
tions for positive study experience and helps to
ensure smooth transition from a higher educa-
tion institution into the labour world (The Eu-
ropean Higher Education Area in 2012: Bolo-
gna Process Implementation Report, 2012).
Despite the importance of student support
that is emphasised when implementing the
aims of the Bologna Process, the EUA report
on the implementation of the Bologna Process
aims (Trends VI, 2010) indicates that: “the im-
portance of student services in European HEIs
has been relatively ignored by policy makers
throughout the Bologna decade even although
it (student support — authors’ note) is essential for
communicating the benefits of the reforms to
potential and current students, guiding them in
constructing more flexible study paths, succeed-
ing in attaining their learning goals and support-
ing their entry into the labour market” (p. 82).
A number of researchers (Morgan, 2012;
Mazer, Thompson, 2011; Jacklin, Le Riche,
2009; Jones, 2008; LaPadula, 2003) note that
quality assurance and quality development of
studentsupportathigher educationinstitutions
has not been sufficiently analysed from the
scientific perspective. Scientific literature does
not provide a common construct of student
support and political documents only provide
an abstract description of the phenomenon of

! Trends 2010: A decade of change in European Higher
Education.

2 The European Higher Education Area in 2012: Bologna
Process Implementation Report.
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lygmens dokumentuose paramos studentams
rei$kinj aprasant tik abstrakéiu lygmeniu,
aukstojo mokslo institucijose paramos stu-
dentams paslaugos bei kokybés plétojimas
suprantamas ir interpretuojamas skirtingai,
kas gali apsunkinti tokiy Bolonijos tiksly
kaip Europos kredity kaupimo ir perkélimo
sistemos, lankstesniy studijy formy bei budy
bei didesnio studijy prieinamumo, jgyvendi-
nima. Siame kontekste bendra paramos stu-
dentams kokybés uztikrinimo sistema tampa
svarbia prielaida siekiant plétoti j studentg
orientuotg studijy turinj.

Siame straipsnyje pristatomy teorinio
tyrimo rezultaty pagrindu keliamas tyrimo
tikslas — pagrjsti paramos studentams auks-
tojo mokslo institucijose kokybés vertinimo
parametrus. Tyrimo objektas - paramos
studentams kokybés vertinimo parametrai
aukstojo mokslo institucijose. Numatytam
tyrimo tikslui pasiekti keliami $ie uzdaviniai:
1) pagristi paramos studentams, kaip Bolo-
nijos proceso tiksly jgyvendinimo salygos,
sampratg; 2) apibrézti paramos studentams
kokybés aukstojo mokslo institucijose verti-
nimo dimensijas ir kriterijus.

Tyrimo tikslui ir uzdaviniams realizuoti
pasirinktas teorinio tyrimo btidas, literatros
ir dokumenty analizés, lyginimo ir modelia-
vimo metodai. Mokslinés literatiiros ir do-
kumenty analizés ir lyginimo pagrindu api-
brézta paramos studentams aukstojo mokslo
institucijose samprata. Teorinio modeliavimo
metodas taikytas i§skirti, apibrézti ir pagristi
paramos studentams kokybés vertinimo pa-
rametrams, t. y. dimensijoms ir kriterijams.

1
PARAMOS STUDENTAMS SAMPRATA

M. Morgan (2012) pastebi, kad atliekant pa-
ramos studentams tematikos tyrimus, vartoja-
mos sgvokos ,,parama studentams® (angl. stu-
dent support) bei ,paslaugos studentams®

student support. Therefore, student support
services and quality development at higher
education institutions are understood and in-
terpreted differently and it becomes difficult to
implement such aims of the Bologna Process
as the European Credit Transfer and Accumu-
lation System, more flexible study forms and
methods and better study availability. In such
a context, a common system for quality assur-
ance of student support becomes an important
precondition for the development of the stu-
dent-centred curriculum.

On the basis of theoretical research results
presented in this article, the following research
aim is set: to validate quality assessment pa-
rameters for student support at higher edu-
cation institutions. Research object — quality
assessment parameters for student support
at higher education institutions. In order to
achieve the research aim, the following tasks
are set: 1) to validate the concept of student
support as a precondition for the implementa-
tion of the Bologna aims; 2) to define dimen-
sions and criteria for student support assess-
ment at higher education institutions.

In order to achieve the aim of the research
and realise its tasks a theoretical research
methodology was chosen and the methods of
literature and document analysis, comparison
and modelling were applied. The concept of
student support at higher education institutions
was defined on the basis of scientific literature
and document analysis and comparison. Theo-
retical modelling was used to identify, define
and validate quality assessment parameters for
student support, i.e. dimensions and criteria.

1
THE CONCEPT OF STUDENT SUPPORT

According to Morgan (2012), two terms
most frequently found in student support
related literary resources are “student sup-
port” and “student services”. Analysis of
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(angl. student services). Analizuojant moksline
literatarg (Lacovidou ir kt., 2009; Dhillon ir
kt., 2008), aptinkama ir tre¢ia sgvoka paramai
studentams apra$yti — ,,paramos studentams
paslaugos® (angl. student support services). Vis
délto, skirtingi tyréjai panasiai apibrézia ,,pa-
ramos studentams®, ,paslaugy studentams®
bei ,paramos studentams paslaugy“ sgvokas.
Pavyzdziui, M. LaPadula (2003) teigia, kad pa-
rama studentams - tai studenty informavimas
ir pagalbos jiems teikimas $alia studijavimo
medziagos. K. L. Rogers (2002) vartoja ,pas-
laugy studentams” sgvoka bei i$skiria septynias
paramos studentams paslaugy grupes (konsul-
tavima bei parengima karjerai, studenty savi-
valdg; studenty elgesio reguliavimg; studenty
apgyvendinimo paslaugas, finansine pagalba
studentams, studenty sveikatos paslaugas, pa-
ramg sportininkams). M. Lacovidou ir Kkt
(2009) vartoja ,,paramos studentams paslaugy*
sgvokg kaip vieng i$ aukstosios mokyklos insti-
tucinio vertinimo dimensijy ir apibréZia pasta-
r3ja kaip konsultavima, mokyma bei patarimus
studentams registracijos j studijy programas
bei karjeros klausimais. L. Thomas ir kt. (2002,
cituota i Morgan, 2012) apibendrina ,,paramos
studentams®, ,,paslaugy studentams® bei ,,para-
mos studentams paslaugy“ konceptus ir teigia,
kad parama studentams - aukstosios mokyklos
teikiamos paslaugos, kurios padeda studijuoti.

Japony studijy kokybés uztikrinimo termi-
ny zodyne® (2007) vartojama sgvoka ,,studijy
parama“ apibréziama kaip ,visapusé paramos
sistema aukstojo mokslo institucijose, kuri su-
daro salygas studentams susitelkti efektyviam
studijavimui, padeda pasirinkti studijy kryptj,
konsultuoja juos bei jiems pataria“ (p. 24). Pas-
tarasis paramos studentams apibrézimas akcen-
tuoja jiems teikiamas paslaugas — konsultavima,
patarimg bei orientavimg — ir pabrézia, kad pa-
ramai studentams uztikrinti teikiamos paslau-
gos turéty buti sistemiskos, t. y. parama studen-
tams apibréziama kaip tam tikra sistema.

* Glossary of Quality Assurance in Japanese Higher
Education.

scientific literature (Lacovidou et al., 2009;
Dhillon et al., 2008) has revealed a third
concept - student support services. How-
ever, different authors define the concepts
of student support, student services and
student support services in a similar way.
For example, LaPadula (2003) defines stu-
dent support as assistance and information
offered to students above and beyond their
learning materials. Rogers (2002) uses the
concept of “student services” and distin-
guishes 7 groups of services (counselling
and career development, student govern-
ment, student activities and student publi-
cations; the regulation of student conduct;
student accommodation services, financial
support, health-related services, athlete
support). Lacovidou et al. (2009) use the
concept of “student support services” as
a dimension of institutional assessment of
a higher education institution and define it
as counselling, assistance and guidance re-
lated to student enrolment into study pro-
grammes and career aspects. Thomas et al.
(2002, from Morgan, 2012) summarise the
concepts of “student support’, “student ser-
vices” and “student support services” and
claim that student support involves services
that a higher education institution provides
and that help to study.

Glossary of Quality Assurance in Japa-
nese Higher Education (2007) defines “learn-
ing support” as “a comprehensive support
system in higher education institutions which
enables students to concentrate in studying
effectively, such as guidance for taking cours-
es, student counselling and advice” (p. 24).
This definition highlights services provided
to students, i.e. counselling, advice and orien-
tation, and emphasises that services provided
in order to ensure student support should be
systematic, i.e. student support is defined as
a particular system.

The project “Developing an Internal
Quality Culture in European Universities”
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Europoje jgyvendintame projekte ,, Kokybés
kultaros plétojimas Europos aukstojo mokslo
institucijose”(2003) vartojama sgvoka ,,paramos
studentams paslaugos® Paramos studentams
paslaugos isskiriamos kaip viena i§ aukstyjy
mokykly vidinés kokybés uztikrinimo sistemos
sri¢iy ir teigiama, kad: ,,paramos studentams pa-
slaugos apima programas bei veiklas, parengtas
aukstosios mokyklos siekiant gerinti studenty
akademine veiklg kartu su studento asmenine
gerove, sitllant universiteto bendruomenés na-
riams paslaugas, kurios papildo universiteting
patirtj ir prisideda prie asmeny geroveés® (p. 27).
I$ pastarojo apibrézimo matyti, kad pagrindiné
priemoné paramai studentams suteikti - paslau-
gos, kurios turi dvi kryptis: a) sudaryti salygas
studentams aukstesnio lygmens akademiniams
gebéjimams jgyti bei b) uztikrinti studento kaip
asmenybés gerove. T. Prebble ir kt. (2004) tei-
gimu, parama studentams - tai studenty socia-
liniy, emociniy bei akademiniy poreikiy i$pil-
dymas aukstojo mokslo institucijoje pasitelkus
skirtingas paslaugas, veiklas, infrastruktirg bei
atitinkamg akademinio bei administracinio
personalo elgesj.

Apibendrine skirtingy tyréjy sitlomas pa-
ramos studentams sampratas, galime prieiti is-
vada: parama studentams — aukstosios mokyklos
teikiamy paslaugy sistema, padedanti iSpildyti
studento emocinius, akademinius bei socialinius
poreikius ir sudaranti prielaidas studento asme-
ninei gerovei bei studijy sékmei uztikrinti.

2
PARAMOS STUDENTAMS KOKYBES
VERTINIMO PARAMETRAI

2.1. PARAMOS STUDENTAS KOKYBES
VERTINIMO DIMENSIOS

Skirtingi tyréjai iSskiria jvairias parama stu-
dentams apibréziancias dimensijas. Pavyz-
dziui, M. Morgan (2012) paramg studentams
klasifikuoja pagal dvi dimensijas — akademine

(2003) uses the concept of “student support
services”. Student support services are iden-
tified as one of the areas of internal quality
assurance at higher education institutions.
It is noted that: “student support services
offer programmes and activities designed
to increase student academic performance
together with student personal well-being,
offering members of the University com-
munity a range of services that complement
the university experience and contribute di-
rectly to the welfare of individuals” (p. 27).
This definition indicates that the main tool
of student support is services that follow
one of the following directions: a) provide
students with conditions that ensure better
academic performance; and b) ensure wel-
fare of a student as an individual. Prebble
et al. (2004) define the term “student sup-
port” as the fulfilment of students’ social,
emotional and academic needs at a higher
education institution by using different
services, activities, infrastructure and the
behaviour of academic and administrative
staff.

Upon generalisation of different concepts
of student support it can be concluded that
student support is the system of services pro-
vided at a higher education institution, which
fulfil students’ emotional, academic and social
needs and is a precondition for increasing stu-
dent academic performance.

2
QUALITY ASSESSMENT PARAMETERS
FOR STUDENT SUPPORT

2.1. QUALITY ASSESSMENT
DIMENSIONS FOR STUDENT SUPPORT
Different researchers identify different di-
mensions defining student support. For ex-
ample, Morgan (2012) uses two dimensions
to classify student support, i.e. academic
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bei neakademine. Tyréja (Morgan, 2012) aka-
demine parama studentams sieja su akade-
minio personalo teikiama parama, kuri grista
administraciniais sprendimais bei susijusi su
studentams kylanciomis déstymo ar studijy
problemomis. Si parama daZniausiai teikiama
studijy programos, katedros ar fakulteto ly-
gmeniu. Neakademiné parama apima centra-
lizuotas aukstosios mokyklos paslaugas, kurios
tiesiogiai néra susijusios su akademiniais klau-
simais, taciau svarbios siekiant sudaryti tinka-
mas sglygas studijuoti (pavyzdziui, psichologi-
nis konsultavimas, studenty apgyvendinimo
paslaugos, finansiné parama ir konsultavimas
teisiniais klausimais). Pazymima, jog neakade-
miné parama gali buti teikiama ir kuratoriaus
ar studijy programos koordinatoriaus lygme-
niu, jeigu yra susijusi ne su akademinio, o su
socialinio bei emocinio pobtidzio problemo-
mis (Morgan, 2012). PabréZiama, kad studen-
tams buty suteikta aukstos kokybés parama,
svarbu plétoti mechanizmus, padedancius uz-
tikrinti tarpusavio sgveika tarp akademinés ir
neakademinés paramos (Morgan, 2012).

B. Thompson ir J. P. Mazer (2009) i$skiria
dvi paramos studentams dimensijas — forma-
lig bei neformalig. Tyréjy (Thompson, Mazer,
2009) teigimu, formali parama studentams
apima aukstosios mokyklos teikiamas paslau-
gas, padedancias spresti akademinius klausi-
mus, o neformali - apima studenty sociali-
nius ry$ius su bendramoksliais bei emocing
parama, gaunamg i§ déstytojy bei adminis-
tracijos darbuotojy.

Apibrézdamas paramos studentams di-
mensijas, M. LaPadula (2003) akcentuoja ins-
tituciniu lygmeniu teikiamas formalias auksto-
sios mokyklos paslaugas: studenty priémimag,
nusiskundimus, finansing paramg, biblioteka,
knygyng bei konsultavimo paslaugas. Anali-
zuodamas studenty, studijuojanc¢iy nuotoliniu
badu, poreikius, mokslininkas (LaPadula, 2003)
apibrézia tris paramos studentams paslaugy
grupes: a) akademinio patarimo bei karjeros
konsultavimo; b) asmeninio, psichologinio ir

and non-academic. According to the author
(Morgan, 2012), academic student support
is support provided by academic staff that is
based on academic decisions and is related
to teaching and study problems faced by
students. This service is usually provided at
the study programme, department or faculty
level. Non-academic support involves centr-
alised services provided by a higher educa-
tion institution that are not directly related
to academic issues but are important for
providing students with appropriate study
conditions (e.g. psychological counselling,
accommodation services, financial support
and legal counselling). It is noted that non-
academic support can be provided at tutor
or study programme coordinator level if it
is related to problems of social or emotional
rather academic nature (Morgan, 2012). In
order to provide students with high-quality
support, it is important to develop mecha-
nisms that ensure interaction between aca-
demic and non-academic support (Morgan,
2012).

Thompson and Mazer (2009) distinguish
two dimensions of student support — formal
and informal. They (Thompson, Mazer, 2009)
claim that formal student support are services
provided by a higher education institution that
help to solve academic issues while informal
support involves social relations with peer stu-
dents and emotional support from teachers
and administration staff.

When defining dimensions of student sup-
port, LaPadula (2003) emphasises such formal
services provided by a higher education insti-
tution at institutional level as: admission, com-
plaints, financial support, library, bookstore
and counselling services. The author (LaPad-
ula, 2003) analysed distance students’ needs
and distinguished 3 groups of student sup-
port services: a) academic advising and career
counselling; b) personal, psychological and
health counselling; c) services that promote a
sense of community.



Laima SAJIENE, Rasa TAMULIENE

PARAMOS STUDENTAMS KOKYBES VERTINIMO PARAMETRAI AUKSTOJO MOKSLO INSTITUCLOSE

QUALITY ASSESSMENT PARAMETERS FOR STUDENT SUPPORT AT HIGHER EDUCATION INSTITUTIONS

sveikatos klausimais konsultavimo; c) paslau-
gas, skatinancias bendruomeniskumo jausma.

Bendruomeniskumo jausmo plétojimas
isskiriama kaip svarbi paramos studentams
dimensija ne tik nuotoliniy, bet ir tradiciniy
studijy metu, atsizvelgiant j tai, jog vis daugiau
studijy perkeliama j virtualig erdve, o auks-
tojo mokslo institucijose studijuoja daugiau
vyresnio amziaus, Seimynines bei darbo atsa-
komybes turin¢iy, Zzmoniy (LaPadula, 2003).
Pazymima, kad studentai, kuriuos sieja men-
kesni emociniai rysiai su aukstaja mokykla,
linke dazniau nutraukti studijas, nei tie, kurie
yra uzmezge intensyvius socialinius rysius su
kitais besimokanciaisiais. Paslaugos, skatinan-
¢ios bendruomeniskumo jausma, - neakade-
miné parama studentams, ir gali bati tiek for-
malaus (pvz., studenty atstovybé, jvairtis meno
bei sporto kolektyvai), tiek neformalaus (pvz.,
neformalts pokalbiai su déstytojais, bendra-
mobksliais) pobidzio. Vis délto, formali neaka-
deminé parama yra svarbi salyga neformaliai
studenty paramai plétotis. Remiantis M. LaPa-
dula (2003) isskirtomis paramos studentams
dimensijomis, studenty konsultavimas asme-
niniais, psichologiniais ar sveikatos klausimais
gali buti priskiriama formaliai neakademiniai
paramai studentams, susijusiai su socialine bei
emocine studenty gerove. Kita vertus, akade-
minio patarimo bei karjeros konsultavimo pa-
slaugos aukstojoje mokykloje paprastai priski-
riamos akademinei paramai studentams, kuri
visuomet yra formali.

I. Savickienés ir K. Pukelio (2004) isskir-
tos paramos studentams paslaugos taip pat
gali bati klasifikuojamos j akademines ir nea-
kademines. Pavyzdziui, prie akademinés para-
mos studentams galéty bati priskirti Sie tyréjy
(Savickiené, Pukelis, 2004) nustatyti kriterijai:
akademinis studenty konsultavimas ir karjeros
plétra, pagalba naujiems studentams padedant
prisitaikyti prie aplinkos, studenty poreikiy ty-
rimai. Neakademineg parama studentams galé-
ty apimti $ie I. Savickienés ir K. Pukelio (2004)
isskirti paramos studentams kriterijai: pagalba

Promoting a sense of community is an
important dimension of student support
both during distance and traditional stud-
ies as more and more studies are transferred
into virtual space and the number of older
people who have family and work responsi-
bilities but also decide to study at a higher
education institution is constantly increas-
ing (LaPadula, 2003). The author notes that
those students who are less emotionally re-
lated to their higher education institution
tend to terminate their studies more often
than those who have developed close social
relations with other students. Services that
promote a sense of community are non-
academic student support and can be both
formal (e.g. student representation, various
art and sport groups) and informal (e.g.
informal conversations with teachers, peer
students) in their nature. However, formal
non-academic support is an important pre-
condition for the development of informal
student support. On the basis of LaPadula’s
(2003) dimensions of student support, per-
sonal, psychological and health counselling
can be ascribed to non-academic student
support related to social and emotional stu-
dent welfare. On the other hand, academic
advising and career counselling services at
a higher education institution are usually as-
cribed to academic student support that can
only be formal in its nature.

Savickiené and Pukelis (2004) also clas-
sify student support services into academic
and non-academic. For example, academic
student support could be related to the fol-
lowing criteria identified by the research-
ers (Savickiené, Pukelis, 2004): academic
counselling and career development, stu-
dent adaptation services, research on stu-
dents’ needs. Non-academic support could
be related to the following criteria identi-
fied by Savickiené and Pukelis (2004): help-
ing students to solve personal and physical
problems, ensuring health education and
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studentams sprendziant asmenines ir fizines
problemas, rapinimasis jy sveikatos ugdymu
bei psichologine gerove, institucijoje esancios
aplinkos sukarimas. Nors tyréjy apibrézti pa-
ramos studentams kriterijai yra formalaus
pobudzio, vis délto, pavyzdziui, kriterijus
»pagalba studentams sprendziant asmenines
problemas® gali buti jgyvendintas pasitelkus
tiek formalias aukstosios mokyklos paslaugas
(pvz., psichologinio konsultavimo centra), tiek
neformalias, t. y. bendramoksliy bei déstytojy
teikiamg parama.

Nors daugumos tyréjy (Morgan, 2012;
Thompson, Mazer, 2009; Savickiené, Pukelis,
2004; LaPadula, 2003) apibréZiama paramos
studentams sandara gali bati klasifikuoja j aka-
demine ir neakademine bei formalig ir nefor-
malig paramg, T. Prebble ir kt. (2004) vykdytu
tyrimu prieita i$vada, kad parama studentams
gali bati aprasoma per socialine / emocine bei
akademine dimensijas. Mokslininkai (Preb-
ble ir kt., 2004) teigia, kad akademiné para-
ma studentams teikiama pasitelkus aukstosios
mokyklos paslaugas, susijusias su akademiniu
konsultavimu, studenty ir déstytojy santykiais,
déstymo kokybés problemomis. Neakademi-
ne paramg studentams Sie autoriai (Prebble
ir kt., 2004) jvardijo kaip socialing / emocine
parama. Prie pastarosios tyréjai priskiria $ias
aukstosios mokyklos paslaugas: socialiniy tin-
kly tarp studenty plétojima, pagalba, teikia-
ma naujiems studentams pradedant studijas,
sveikatos uztikrinimg bei konsultavima, pata-
riamasias paslaugas, poilsio paslaugas, apgy-
vendinimo paslaugas, paslaugas jsidarbinimo
klausimais, saugios atmosferos sukiirimg, pa-
galbg tautinéms mazumoms aukstojo mokslo
institucijoje (Prebble ir kt., 2004). Sioje vietoje
buty galima diskutuoti, ar pagalba, teikiama
naujiems studentams pradedant studijas, ture-
ty bati priskirta prie akademinés ar socialinés /
emocinés paramos. Viena vertus, informaciné
parama, teikiama naujiems studentams prade-
dant studijas, gali buti priskirta akademinei pa-
ramai, kita vertus, emocinio pobudzio parama

psychological welfare, creating institutional
environment. Even though the criteria of
student support are of formal nature, the
criterion “helping students to solve per-
sonal problems” could be implemented both
through formal (e.g. psychological counsel-
ling centre) and informal (i.e. peer students’
and teachers’ support) services of a higher
education institution.

Although many researchers (Morgan,
2012; Thompson, Mazer, 2009; Savickiené,
Pukelis, 2004; LaPadula, 2003) classify
student support into academic and non-
academic, as well as formal and informal
support, Prebble et al. (2004) concluded
that student support could be described
through social / emotional and academic
dimensions. The scientists (Prebble et al.,
2004) claim that academic support is re-
lated to academic counselling, relationships
between students and teachers, problems
related to teaching quality. The authors
(Prebble et al., 2004) identify non-academic
student support as social / emotional sup-
port. The following services are ascribed to
this type of support: developing social net-
works among students, support for first year
students before the start of their studies,
health assurance and counselling, advice
services, leisure services, accommodation
services, employment related services, cre-
ating safe and secure environment, support
for national minorities at higher education
institutions (Prebble et al., 2004). It could
be argued whether support for first year
students should be ascribed to academic or
social / emotional support. On one hand,
information services that first year students
are provided with before the start of their
studies could be identified as academic sup-
port. On the other hand, emotional support
that helps students to integrate into the life
of their higher education institution could
also be identified as non-academic social /
emotional support.
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studentams padedant integruotis j aukstosios
mokyklos gyvenima gali bati priskirta ir ne-
akademinio pobudZio socialinei / emocinei
paramai.

Paramos studentams dimensijos skirtingai
klasifikuojamos Europos universitety asociaci-
jos jgyvendinto mokslinio projekto ,Kokybés
kultaros plétojimas Europos aukstojo mokslo
institucijose” ataskaitoje* (2005). Joje teigiama,
kad parama studentams sudaryta is keturiy di-
mensijy: 1) akademinés paramos; 2) neakade-
minés paramos; 3) konsultavimo ir patarimy;
4) materialiosios paramos. Kaip ir M. LaPa-
dulos (2003) pasitlytoje paramos studentams
dimensijy Kklasifikacijoje, Kokybés kultiros
plétojimo projekte (2003) konsultavimas ir pa-
tarimai i§skiriami atskira dimensija. Vis délto,
konsultavimas gali bati naudingas tiek aka-
deminei (pvz., konsultavimas karjeros, kursy
pasirinkimo klausimais), tiek neakademinei
paramai (pvz., psichologinis konsultavimas).
Kokybés kulttiros projekte apibréztos studenty
konsultavimo paslaugos taip pat tarnauja aka-
deminei (konsultavimas karjeros klausimais,
mentoriy bei kuratoriy konsultavimas) bei
neakademinei (psichologinis konsultavimas,
sveikatos propagavimas, konsultavimas teisi-
niais klausimais) paramai studentams. Todél
diskutuotina, ar verta isskirti konsultavimg
kaip atskirg paramos studentams dimensija.

Remiantis projekto ,,Kokybés kultaros
plétojimas Europos aukstojo mokslo institu-
cijose ataskaitos duomenimis (2005), prie
akademinés paramos studentams dimensi-
jos priskiriama biblioteka, duomeny bazés,
elektroniniai istekliai, mokymosi mokytis pa-
slaugos, uzsienio kalby centras, pirmo kurso
studenty jvedimas i studijas, tarptautiniai stu-
dentai, kuratoriy rengimas. Prie materialio-
sios paramos studentams priskiriami $ie kri-
terijai: finansiné parama, medicininé pagalba,
pagalba nejgaliems studentams, apgyvendi-
nimo paslaugos, bei netradicinés paslaugos

* Developing an Internal Quality Culture in European Uni-
versities: Report on the Quality Culture Project 2002-2003.

Dimensions of student support are dif-
ferently classified in the EUA’s project “De-
veloping an Internal Quality Culture in Eu-
ropean Universities: Report on the Quality
Culture Project 2002-2003” (2005). This re-
port notes that student support consists of
four dimensions: 1) academic support; 2)
non-academic support; 3) counselling and
advice; 4) material support. Similarly to La-
Padula’s classification, the Quality Culture
Project (2003) distinguishes counselling
and advice as a separate dimension. How-
ever, counselling can be useful for both aca-
demic (e.g. counselling related to career and
course choices) and non-academic support
(e.g. psychological counselling). Student
counselling services defined in the Quality
Culture Project are also useful for academic
(career counselling, mentors’ and tutors’
counselling) and non-academic (psycho-
logical counselling, promoting health, le-
gal counselling) student support. Therefore
a question can be raised if it is necessary to
identify counselling as a separate dimension
of student support.

In “Developing an Internal Quality Cul-
ture in European Universities: Report on the
Quality Culture Project 2002-2003” (2005),
the following aspects are ascribed to the
dimension of academic student support: li-
brary, databases, electronic resources, learn-
ing to learn services, foreign languages cen-
tre, first year students’ orientation services,
international students, tutor training. Mate-
rial support is related to the following crite-
ria: financial aid, medical services, disability
support, accommodation services and non-
traditional student support that involves
childcare assistance, family programmes,
etc. Non-academic dimension of student
support involves these criteria: sport, re-
ligious groups, sociocultural centre and
such non-traditional services as transport
and security inside the campus (“Develop-
ing an Internal Quality Culture in European
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studentams - vaiko priezitira, §eimos progra-
mos ir pan. Neakademiné paramos studen-
tams dimensija apima $iuos kriterijus: sporta,
religines grupes, sociokultirinj centra, taip
pat netradicines paslaugas: susisiekimg bei
sauguma aukstosios mokyklos teritorijoje
(projekto ,,Kokybés kultaros plétojimas Euro-
pos aukstojo mokslo institucijose® ataskaita,
2005). Dauguma materialiajai bei neakademi-
nei paramai priskirty paslaugy i§ esmés apima
socialinés dimensijos lygmenj, pavyzdziui, fi-
nansing paramg, medicinos pagalbg ir pan.

Pagal Europos universitety asociacijos atas-
kaitg apie Bolonijos tiksly jgyvendinimg (Trends
VI, 2010) parama studentams — vienas i$ auksto-
sios mokyklos veiklos kokybés vertinimo krite-
rijy. Remiantis $ia ataskaita, parama studentams
vertinama instituciniu lygmeniu per $iuos krite-
rijus: psichologinio konsultavimo paslaugas, ap-
gyvendinimo paslaugas, informacijg apie studijy
galimybes, socialinius ir kultfirinius renginius,
karjeros konsultavimo paslaugas, sporta, kal-
by mokymasi bei akademinio informavimo ir
konsultavimo paslaugas. Siuos kriterijus taip pat
galima sugrupuoti j skirtus akademinei paramai
studentams uztikrinti (informacija apie studijy
galimybes, karjeros konsultavimo paslaugos,
kalby mokymasis, akademinio informavimo ir
konsultavimo paslaugos) bei socialine / emo-
cing, t. y. neakademine paramag padedancias
uztikrinti (psichologinis konsultavimas, apgy-
vendinimo ir sporto paslaugos, socialiniai bei
kultiriniai renginiai) paslaugas.

Apibendrinant skirtingoje mokslinéje lite-
ratliroje apibréziamas paramos studentams ko-
kybés vertinimo dimensijas, galima i$skirti dvi
kertines — akademine bei neakademine - di-
mensijas. Akademiné parama studentams skirta
poreikiy, tiesiogiai susijusiy su studijy procesu
iSpildymu, o neakademiné parama studentams
orientuota j studento emociniy bei socialiniy po-
reikiy, tiesiogiai nesusijusiy su studijy procesu,
patenkinimu, bet, vis délto, atskirais atvejais gali
lemti studento apsisprendimg dél tolesniy studi-
juy konkrecioje aukstojoje mokykloje.

Universities: Report on the Quality Culture
Project 2002-2003”, 2005). Majority of serv-
ices that are ascribed to material and non-
academic support basically covers the social
dimension, e.g. financial support, medical
support, etc.

The EUA report on the implementation
of the Bologna Process aims (Trends VI,
2010) identifies student support as a qual-
ity assessment criterion for higher educa-
tion institution activities. The report pro-
vides the following criteria for institutional
assessment of student support: psychologi-
cal counselling services, accommodation
services, information on study opportu-
nities, social and cultural events, career
counselling services, sports facilities, lan-
guage training and academic information
and counselling services. These criteria
can also be classified into academic student
support (information on study opportuni-
ties, career counselling services, language
training, academic information and coun-
selling services) and social / emotional, i.e.
non-academic student support (psycho-
logical counselling services, accommoda-
tion services, sports facilities, social and
cultural events) services.

Upon generalisation of different qual-
ity assessment dimensions for student sup-
port defined in scientific literature, two key
dimensions could be identified as academic
and non-academic. Academic student sup-
port aims to fulfil students’ needs that are
directly related to the process of study while
non-academic support is oriented towards
fulfilment of student emotional and social
needs that are not directly related to the proc-
ess of study but can influence students’ deci-
sion to study at a particular higher education
institution.
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2.2. PARAMOS STUDENTAMS KOKYBES
VERTINIMO KRITERIJAI

Akademinés paramos studentams vertinimo
kriterijai

Apzvelgus skirtingoje mokslinéje lite-
rataroje (Morgan, 2012; Thompson, Mazer,
2009; Prebble ir kt., 2004, Savickiené, Pukelis,
2004; La Padula, 2003) aprasomas paramos
studentams paslaugas, darytina i$vada, kad
akademinés paramos studentams kokybé gali
bati vertinama per $iuos kriterijus: karjeros
projektavimo paslaugas, akademinio studenty
informavimo ir konsultavimo paslaugas, stu-
denty jvedimo | studijas paslaugas, pagalbg
tarptautiniams studentams, uZsienio kalby
centro paslaugas, bibliotekos paslaugas, nuoto-
liniy studijy centro paslaugas (1 lentelé).

Karjeros projektavimo paslaugos jvardi-
jamos kaip vienas esminiy akademinés para-
mos studentams kokybés vertinimo kriterijy
bei pazymima, jog karjeros projektavimo cen-
try paslaugos aukstojoje mokykloje turéty tu-
réti kelias pagrindines kryptis: centralizuotu
(instituciniu) aukstosios mokyklos lygmeniu
teikiamas konsultavimo karjeros klausimais
paslaugas, informavima apie situacija darbo
rinkoje, ugdymo karjerai moduliy integravi-
mg j studijy programas ar jy plétojimg $alia
studijy programos (Williams, 2007; Melrose,
Reid, 2001).

Akademinio studenty informavimo bei
konsultavimo kriterijus akcentuojamas kaip
vienas pagrindiniy elementy, siekiant mazin-
ti studenty nubyréjimg, ir apima Sias aukstojo
mokslo institucijos teikiamas paslaugas - pa-
galbg studentui susidarant studijy plana, ren-
kantis studijy dalykus bei padedant pasiekti
kitus aukstosios mokyklos keliamus reikalavi-
mus, siekiant jgyti numatyta kvalifikacija (Hes-
ter, 2008). Akademinio studenty informavimo
ir konsultavimo paslaugos gali buti teikiamos
naudojant asmeninio koordinatoriaus paslau-
gas (Myers, 2008), organizuojant specialias
akademinio informavimo, konsultavimo pro-
gramas, jas integruojant j studijas (Jarell, 2004)

2.2. QUALITY ASSESSMENT CRITERIA
FOR STUDENT SUPPORT

Assessment  Criteria for Academic Student
Support

The review of student support services
presented in a number of scientific resources
(Morgan, 2012; Thompson, Mazer, 2009;
Prebble ir kt., 2004, Savickiené, Pukelis, 2004;
La Padula, 2003) allows making a conclusion
that the quality of academic student support
can be assessed through the following criteria:
career design services, academic student infor-
mation and counselling services, first year stu-
dents’ orientation courses, support for interna-
tional students, foreign language centre services,
library services, distance study centre services
(Table 1).

Career design services are an essential
quality assessment criterion for academic stu-
dent support. Services provided by career de-
sign centres in higher education institutions
should follow several main trends, i.e. central-
ised (institutional) career counselling services,
information on the labour market situation,
integrating career education modules into
study programmes or developing them next to
a study programme (Williams, 2007; Melrose,
Reid, 2001).

The criterion of academic student informa-
tion and counselling is emphasised as one of
the main elements in reducing students’” drop-
out rate. This criterion involves the following
services provided by a higher education in-
stitution: helping a student to make his / her
study plan, to choose study subjects, to satisfy
other requirements set by a higher education
institution, to get planned qualification (Hes-
ter, 2008). Academic student information and
counselling services can be provided through
personal tutor’s services (Myers, 2008), by or-
ganising special academic information and
counselling programmes and integrating them
into studies (Jarell, 2004), as well as by provid-
ing information about studies at centralised
departments of a higher education institution.

131



132 AUKST0JO MOKSLO KOKYBE - THE QUALITY OF HIGHER EDUCATION +2012/9

1lentelé. Paramos studentams kokybés vertinimo parametrai: dimensijos ir kriterijai

Table 1. Quality assessment parameters for student support: dimensions and criteria

PARAMOS STUDENTAMS KOKYBES
VERTINIMO DIMENSIJOS

QUALITY ASSESSMENT DIMENSIONS
FOR STUDENT SUPPORT

PARAMOS STUDENTAMS KOKYBES VERTINIMO KRITERIJAI
QUALITY ASSESSMENT CRITERIA FOR STUDENT SUPPORT

Akademiné dimensija

Academic dimension

« karjeros projektavimo paslaugos;

« akademinio studenty informavimo ir konsultavimo paslaugos;
« studenty jvedimo j studijas paslaugos;

« pagalba tarptautiniams studentams;

« uzsienio kalby centro paslaugos;

« bibliotekos paslaugos;

« nuotoliniy studijy centro paslaugos.

« career designing services;

« academic student information and counselling services;
« first year students’ orientation courses;

« support for international students;

« foreign language centre services;

« library services;

« distance study centre services.

Neakademiné dimensija

Non-academic dimension

« psichologinio konsultavimo paslaugos;

« studenty apgyvendinimo paslaugos;

« finansiné parama ir studenty konsultavimas teisiniais klausimais;
« paslaugos, skirtos bendruomeniskumo jausmui plétoti;

« paslaugos, uztikrinancios studenty sveikata;

« parama nejgaliesiems studentams.

« psychological counselling services;

« accommodation services;

« financial support and legal counselling;

« activities related to promoting a sense of community;
« health services;

« support for students with disability.

bei teikiant informacija apie studijas centrali-
zuotuose aukstosios mokyklos padaliniuose.
Pirmo kurso studenty jvedimo j studijas pa-
slaugos taip pat laikomos vienu i§ akademinés
paramos studentams kriterijy. Sios programos
ne tik suteikia studentams informacijos apie
aukstaja mokykla, joje egzistuojancias paramos
struktiras, bet ir atlieka socializacijos funkci-
ja, t. y. padeda uzmegzti rysius su kitais besi-
mokanciaisiais, paramg studentams teikianciu
akademiniu bei administraciniu personalu.
Pastebima (Derby, Smith, 2004), kad studentai,
dalyvaujantys jvedimo j studijas programose,
re¢iau patenka j ,,nubyréjusiyjy” sarasus.
Aukstojo mokslo institucijose nuolat
didéjant tarptautiniy studenty skaic¢iams

First year students’ orientation services
are yet another criterion of academic student
support. These programmes not only provide
students with information about their higher
education institution and existing support
structures but also perform the function of
socialisation, i.e. help to establish and develop
relationships with other students and both ac-
ademic and administration staff that provide
support. The research (Derby, Smith, 2004)
revealed that students who take part in the
first year students’ orientation courses are less
likely to drop out.

A constantly increasing number of in-
ternational students in higher education in-
stitutions (Gu et al., 2010) makes support for
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(Gu ir kt., 2010), pagalbos tarptautiniams
studentams teikimas tampa vis aktualesniu
paramos studentams kokybés uztikrinimo
kriterijumi. S. Guo ir M. Chase (2011) pazy-
mi, kad nors centralizuotas paramos teikimas
tarptautiniams studentams gali bati naudin-
gos padedant spresti administracinio pobu-
dzio problemas, vis délto sitiloma organizuoti
integravimo ir adaptavimo programas, per
kurias atsakingo asmens vadovaujamoje gru-
péje studentai diskutuoja apie savo patirtj,
jausmus, i§gyvenimus, kultarinius skirtumus,
su kuriais susidairé svetimoje Salyje. Siekiant
tarptautinius studentus integruoti j aukstosios
mokyklos bendruomeng, taip pat sitiloma pri-
skirti jiems kuratorius (Lassegard, 2008).

Jgyvendinant Bolonijos proceso tikslus,
daug démesio turéty bati teikiama ir uzsienio
kalby centro veiklai aukstojo mokslo institu-
cijose. Aukstojoje mokykloje turéty bati sia-
lomas ne tik platus uzsienio kalby spektras,
bet ir sudaromi kalby studijoms palankis
tvarkarasciai, uztikrinama galimybé studen-
tams paties planuoti savo studijy kravij.

Bibliotekos teikiamy paslaugy kokybé at-
lieka svarby vaidmenj jgyvendinant j studenta
orientuotas, studijy rezultatais gristas studi-
jas. Siekiant uztikrinti §j akademinés paramos
studentams kokybés kriterijy, svarbu, jog in-
formacija apie bibliotekos teikiamas paslaugas
baty lengvai prieinama virtualioje erdvéje,
periodiskai buty organizuojami informaci-
niai seminarai apie naudojimasi bibliotekos
iStekliais (Garcia-Milian ir kt., 2012), bendra-
darbiaujant su akademiniais padaliniais ska-
tinamas informacinio rastingumo mokéjimy
ugdymas (Booth, Fabian, 2002).

Nuotoliniy studijy pagalbos centro veikla tei-
kiant parama studentams jgauna vis svarbesne
reikSme informacines-komunikacines techno-
logijas integruojant j studijy procesa. Pastebima,
kad siekiant suteikti kokybiska paramg nuoto-
liniy studijy klausimais besimokantiesiems, yra
svarbu paskirti asmenis, j kuriuos studentai ga-
léty kreiptis iskilus sunkumams, siatloma kurti

international students an important quality
assurance criterion for student support. Guo
and Chase (2011) note that even though cen-
tralised support for international students
can be useful when solving administrative
problems, an initiative should be taken to
organise integration and adaptation pro-
grammes where students could discuss and
share their feelings, experience and cultural
differences that they were faced with in the
host institution. Having the aim to integrate
international students into the community of
a higher education institution, a suggestion
was made to appoint tutors to these students
(Lassegard, 2008).

When implementing aims of the Bologna
Process, adequate attention should be paid to
activities of a foreign language centre in higher
education institutions. It is important to not
only provide students with a wide variety of
languages but also to create possibilities for
students to plan their workload and to in-
tegrate language learning activities into the
curriculum according to students” individual
needs.

When developing the student-centred
and learning outcomes based approach, more
attention is increasingly being given to the
quality of library services. In order to ensure
this quality criterion for student support, it is
important to organise seminars for students
about services provided in an academic library,
to inform them about virtual library recourses
(Garcia-Milian et al., 2012), to organise infor-
mation literacy development courses in col-
laboration with academic departments (Booth
and Fabian, 2002).

Distance study centre activities as a part
of the student support process become more
significant when integrating information —
communication technologies into the study
process. In order to provide high-quality
support related to distance studies, it is ex-
tremely important to appoint individuals
who could be approached by students when

133



134 AUKST0JO MOKSLO KOKYBE - THE QUALITY OF HIGHER EDUCATION +2012/9

diskusijy forumus, kuriuose studentai galéty da-
lytis patirtimi apie naudojimasi virtualiomis mo-
kymosi aplinkomis (Forrester ir kt., 2005).
Neakademinés paramos studentams verti-
nimo kriterijai
Literattros analizé (Morgan, 2012; Preb-
ble ir kt., 2004; Savickiené, Pukelis, 2004; pro-
jekto ,,Kokybés kultiros plétojimas Europos
aukstojo mokslo institucijose” ataskaita, 2005)
atskleidé, kad neakademiné paramos studen-
tams kokybés vertinimo dimensija gali bati
vertinama per $iuos kriterijus: psichologinio
konsultavimo paslaugas, studenty apgyvendi-
nimo paslaugas, finansing paramg ir studenty
konsultavimgq teisiniais klausimais, paslaugas,
skirtas bendruomeniskumo jausmui  plétoti,
paslaugas, uZtikrinancias studenty sveikatg,
paramgq nejgaliesiems studentams (1 lentelé).
Pasak G. Rott (2008), Bolonijos proce-
se deklaruojami tikslai iSugdyti karybinga,
efektyviai problemas sprendziantj, inovacijas
kuriantj, bendraujantj bei bendradarbiaujantj
Europos pilietj jgyvendintini tik uztikrinus psi-
chologine studenty gerove. Kita vertus, pléto-
jant j studentg orientuoty pozilirj, mazinamas
kontaktiniy valandy skaic¢ius, dél to studentai
praranda galimybe i§ déstytojy gauti neformalia
emocing paramg. Siame kontekste psichologinis
konsultavimas tampa vienu i$ svarbiy paramos
studentams kokybés uztikrinimo sistemos
strukttiriniy elementy. Pazymima (Schumann,
2008), kad psichologinio konsultavimo paslau-
gy prieinamumas gali buti uztikrintas ne tik
teikiant individualaus konsultavimo paslaugas,
bet ir organizuojant psichologinés tematikos
seminarus bei konsultuojant grupémis.
Studenty apgyvendinimo paslaugos tampa
svarbiu neakademinés paramos kriterijumi
teikiant paramg pirmo kurso, tarptautiniams
bei studentams i$ socialiai pazeidziamy Seimy.
M. Tight (2011) pazymi, kad pastarieji stu-
dentai dazniausiai neturi galimybiy nuomotis
atskirg bustg, todél gyvena aukstyjy mokykly
sitlomuose bendrabuciuose, kuriuose gyveni-
mo salygos daznai prastesnés.

difficulties and issues arise. It is also sug-
gested to develop discussion forums where
students could share their experience in us-
ing virtual learning environments (Forrester
et al., 2005).

Assessment criteria for non-academic stu-
dent support

Literary analysis (Morgan, 2012; Preb-
ble et al., 2004; Savickiene, Pukelis, 2004;
“Developing an Internal Quality Culture in
European Universities: Report on the Qual-
ity Culture Project 2002-2003” 2005) has
revealed that non-academic quality assess-
ment dimension for student support can
be assessed through the following criteria:
psychological counselling services, accommo-
dation services, financial support and legal
counselling, services that promote a sense of
community, health services, support for stu-
dents with disability (Table 1).

According to Rott (2008), it is necessary
to ensure students’ psychological welfare if
the Bologna aim to educate a creative, inno-
vative European citizen who can effectively
solve problems and is capable of communica-
tion and collaboration is to be achieved. On
the other hand, the number of contact hours is
reduced when developing the student-centred
approach. As a result, students lose an op-
portunity to receive informal emotional sup-
port. In this context psychological counselling
becomes an important structural element of
student support quality assurance. Schumann
(2008) notes that availability of psychological
counselling services can be ensured not only
by offering individual counselling services but
also by organising psychological seminars or
group counselling.

Student accommodation services are an im-
portant criterion of non-academic support for
first year, international students and students
from socially vulnerable families. Tight (2011)
notes that the latter usually have no possibili-
ties to rent a flat so they live in dormitories
where living conditions are often worse.
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Vienas i§ svarbiy neakademinés paramos
studentams kriterijy - finansiné parama ir
studenty konsultavimas teisiniais klausimais.
Nors finansinés paramos studentams teikimo
galimybés i§ esmés labiau apima valstybés
politikos, o ne aukstosios mokyklos lygmenj,
vis délto, socialiai atsakingos aukstojo mokslo
institucijos turéty numatyti bent minimalius
finansinius i$teklius studenty skatinimo bei
socialinéms stipendijoms, sudaryti salygas
jmokas uz studijas mokéti dalimis, jgyti stu-
dijy paskolg. Vartojimo visuomenéje (angl.
consuming society) vis plac¢iau manipuliuo-
jant intelektualine nuosavybe, tampa aktualu
konsultuoti studentus teisiniais klausimais.

Paslaugos, skirtos studenty bendruome-
niskumo jausmui ugdyti, — svarbus neaka-
deminés paramos kriterijus, vis didesne dalj
studijy perkeliant j virtualig erdve bei mazi-
nant kontaktiniy valandy skai¢iy. H. D. Hunt
(2005) pazymi, kad studenty bendruomenis-
kumo, priklausymo aukstojo mokslo institu-
cijai jausma galima plétoti per veiklas, esan-
¢ias uz studijy programos riby, — sportine,
savanoriska, religine veikla, jvairius barelius,
jungiancius panasiy pomégiy turincius stu-
dentus (dviratininky, kolekcininky ir pan.
bureliai), | menine veiklg (teatro, muzikos ir
pan.) orientuotas bei su studijuojama veikla
susijusius klubus (pvz., jaunyjy mokslininky
klubas ir pan.). Studenty dalyvavimas jvai-
riuose uz studijy programos riby veikianciuo-
se aukstojo mokslo institucijos bureliuose bei
klubuose padeda ugdyti ne tik bendruosius
mokéjimus, skatina bendruomeniskumo
jausma, bet kartu atlieka ir emocinés para-
mos funkcijg, t. y. tokiuose susibrimuose
studentai gauna daug neformalios, emocinés
paramos i$ kity bendramoksliy.

Paslaugy, uztikrinanciy studenty sveikatg,
poreikis auk$tojo mokslo institucijose didéja
atsizvelgiant | tai, jog aukstosios mokyklos per
pastaruosius metus priima vis daugiau studen-
ty, turinciy sveikatos problemy (Floyd, 2003).
Paslaugos, skirtos studenty sveikatai uztikrinti,

Financial support and legal counselling
is an important criterion of non-academic
student support. Although financial student
support is basically related to the state policy
rather than a higher education institution,
socially responsible higher education insti-
tutions should have at least minimum finan-
cial resources to motivate students, to give
social scholarships, to provide students with
a possibility to pay for their studies in instal-
ments and to get a study loan. As intellectual
property is increasingly becoming an object
for manipulations in the consuming society,
it is important to provide students with legal
counselling.

Services that promote a sense of communi-
ty is an important criterion of non-academic
support as more and more studies are trans-
ferred into virtual space and the number of
contact hours is reduced. Hunt (2005) notes
that a sense of community, a sense of being
a part of a higher education institution can
be developed through activities beyond the
actual study programme, e.g. sport activi-
ties, volunteering, religious activity, various
groups for students with similar interests
(cyclists, collectors etc.), art (theatre, music
etc.) oriented and study subject related clubs
(young scientists’ club etc.). Student partici-
pation in activities of such groups and clubs
not only helps to develop generic skills, pro-
motes a sense of community but also per-
forms the function of emotional support,
i.e. such gatherings provide students with
much informal emotional support from peer
students.

The need for health services at higher
education institutions is increasing as higher
education institutions nowadays tend to ac-
cept more students with health problems
(Floyd, 2003). Health services should involve
not only physical activity services but also
various courses, seminars aimed at promot-
ing healthy lifestyle. Healthy lifestyle cours-
es could be offered to students not only as
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turéty apimti ne tik fizinio aktyvumo paslaugy
pasitlg, bet ir jvairius kursus, seminarus, skir-
tus studenty sveikai gyvensenai ugdyti. Sveikos
gyvensenos ugdymo kursai galéty bati sitlomi
ne tik seminary pavidalu, bet ir jtraukiami j
laisvai pasirenkamy dalyky sarasa.

Parama nejgaliesiems asmenims, kaip vie-
nas i§ neakademinés paramos studentams kri-
terijy, aukstojo mokslo institucijoje turéty ne
tik sukurti tinkamas fizines salygas, bet ir emo-
ci$kai priimancig bei palaikancig atmosfers.
Pazymima, kad paramos nejgaliesiems plétoté
turéty prasidéti akademinio bei administraci-
nio personalo mokymu apie nejgaliyjy psicho-
logija, igyvenamas emocijas studijy metu.

Apibendrinti paramos studentams ko-
kybés vertinimo parametrai (dimensijos bei
kriterijai) pateikti 1 lenteléje.

ISVADOS IR DISKUSIJA

Apibendrinant galima teigti, kad parama stu-
dentams - aukstosios mokyklos teikiamy
paslaugy sistema, padedanti i$pildyti studen-
to emocinius, akademinius bei socialinius
poreikius ir sudaranti prielaidas sékmingoms
studento studijoms. Mokslinés literattiros ana-
lizé atskleidé, kad paramos studentams koky-
bé gali buti vertinama per akademine bei ne-
akademing paramos studentams dimensijas.
Prieita i$vada, kad akademinés paramos stu-
dentams kokybé gali bati vertinama per Siuos
kriterijus: karjeros projektavimo paslaugas,
akademinio studenty informavimo ir konsul-
tavimo paslaugas, studenty jvedimo j studijas
paslaugas, pagalba tarptautiniams studentams,
uzsienio kalby centro paslaugas, bibliotekos
paslaugas, nuotoliniy studijy centro paslaugas.
Neakademiné parama studentams gali bati
apraSoma per $iuos kriterijus: psichologinio
konsultavimo paslaugas, studenty apgyvendi-
nimo paslaugas, finansing paramg ir studenty
konsultavimg teisiniais klausimais, paslaugas,
skirtas bendruomeniskumo jausmui plétoti,

seminars but they could also be included in
the list of optional study subjects.

Being one of criteria of non-academic stu-
dent support at higher education institutions,
support for students with disability should not
only provide students with appropriate physi-
cal conditions but also ensure emotionally
positive and supporting atmosphere. The de-
velopment of support for students with dis-
ability should start from academic and admin-
istration staff training related to the disabled
psychology and emotions that they experience
during studies.

The summary of quality assessment pa-
rameters for student support (dimensions and
criteria) is provided in Table 1.

CONCLUSION AND DISCUSSION

It can be summarised that student support is
the system of services provided at a higher
education institution which allows fulfilling
students’ academic, emotional and social
needs and is an important precondition
for helping students to study. The analysis
of scientific literature has shown that the
quality of student support can be assessed
through either academic or non-academic
dimensions of student support. A conclusion
can be drawn that the quality of academic
student support can be assessed through the
following criteria: career designing services,
academic student information and counsel-
ling services, first year students’” orientation
courses, support for international students,
foreign language centre services, library ser-
vices, distance study centre services. Non-
academic support can be defined through
the following criteria: psychological coun-
selling services, accommodation services,
financial support and legal counselling, ser-
vices that promote a sense of community,
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paslaugas, uztikrinancios studenty sveikatg,
parama nejgaliesiems studentams.

Vis délto, C. Sharp ir J. Osgood (2000) pa-
zymi, kad paramos studentams sistema suda-
rancios paslaugos negali bati grieztai apibréztos,
nes jos nuolatos kinta priklausomai nuo auksto-
joje mokykloje studijuojanéiy studenty sociali-
niy, ekonominiy bei emociniy poreikiy. Taigi
galima daryti prielaida, kad $iame straipsnyje
pristatomame tyrime apibrézti paramos stu-
dentams kokybés vertinimo parametrai yra tik
orientaciniai ir turi bati adaptuojami konkreciai
aukstojo mokslo institucijai pagal joje studijuo-
janciyjy asmeny poreikius. Kita vertus, apzvel-
gus moksline literatlira matyti, jog atliekant pa-
ramos studentams tematikos tyrimus (Walsh,
2009; Mowes, 2005; Bolonijos tiksly jgyvendi-
nimo ataskaita, Trends VI, 2010) dazniausiai
vertinama tik tai, kokios paramos studentams
paslaugos yra teikiamos aukstojo mokslo insti-
tucijose ir kaip daznai studentai jomis naudo-
jasi, darant prielaida — kuo dazniau studentai
naudojasi konkrec¢iomis paramos paslaugomis,
tuo kokybiskesné yra aukstojoje mokykloje eg-
zistuojanti paramos studentams sistema. Toles-
ni paramos studentams kokybés tyrimai galéty
koncentruotis ne tik j tai, kokios paramos pa-
slaugos turéty bati teikiamos aukstojo mokslo
institucijose, bet ir j tai, kokios atskiry paslaugy
formos galéty bati sitilomos institucijoje sie-
kiant didinti paramos prieinamumg. Remian-
tis tyrimu apibréztomis paramos studentams
kokybés vertinimo dimensijomis bei kriterijais,
tolesniais tyrimais galéty buati grindZiami ir
skirtingus kriterijus apra$antys rodikliai.

health services, and support for students
with disability.

However, Sharp and Osgood (2000) state
that student support services cannot be de-
fined strictly because they change in accor-
dance with students, who study at a higher
education institution, emotional, social and
economic needs. A conclusion can be drawn
that quality assessment parameters that are
defined in this research are only referential
and should be adapted in accordance with stu-
dents’ needs in a particular higher education
institution. On the other hand, the review of
scientific literature shows that student support
research (Walsh, 2009; Mowes, 2005; Report
on the implementation of the Bologna Process
aims, Trends VI, 2010) usually tends to assess
what student support services are provided at
higher education institutions and how often
students use these services. An assumption is
often made that the more often students use
specific support services, the higher the qual-
ity of the existing student support system is
achieved. Further research on the quality of
student support could concentrate not only on
what support services should be provided at
higher education institutions but also on what
forms of different services could be offered at
an institution in order to increase student sup-
port availability. Quality assessment dimen-
sions and criteria for student support defined
in the research could be used in further re-
search to validate indicators that describe dif-
ferent criteria.
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