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Abstract   

Education is always seeing as the flash of enlightenment, reputing as the sign of 

bright future on career and life. Along with the globalization and economic 

development, higher education is facing fierce international competition, so the 

international cooperation programs come into fashion. China has the biggest 

population in the world. The education resources are relatively limited, so they are 

changing to respond the growing numbers of new applicants and the trend of 

globalization. My research bases on the background, to assess the links of 

customer value and customer experience between different university system 

performances.  

The research will cover the employee and customer relation via service delivery 

and receiving, educational quality and sustain the positive effect to the students’ 

future life. The conceptual framework comprises the field of business model, value 

proposition, customer experience, service quality, which are related to the research 

questions and the linkage of assessment. It is focused on customer value and 

customer experience by researching on two selected universities.   

The purpose of this thesis is to study whether the sino-foreign cooperative 

university model creates different customer value and customer experience 

through the comparison with traditional university model. The research data and 

information are collected by interviewing employees and students with research 

questions. Based on the acquired literatures, it comprehensively evaluates and 

compares the collected data and information. Then the thesis discusses the 

research questions by assessing the linkage of customer value and customer 

experience between new model university performance and traditional university 

performance.  

The paper concludes with how to deal with the found problems, challenges and 

give future suggestions for future research in this field.  
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1. Introduction 

Education, “this flash of enlightenment, is the emergence of the habit of looking 

for new meanings, of seeking out new connections, of investing experience with 

complexity or extension that makes it richer and longer, even though it remains 

anchored in some local bit of both social space and social time…that education is 

your best way to ‘plan’ for the future.” Andrew Abbott (2002) voiced his opinion 

on the orientation week of the University of Chicago. People are linked to higher 

education and future career life together, and believing that higher level of 

education grants student better opportunities in the labor market.  

But education is far more than this. University students gain new knowledge and 

experiences from studying and interacting with knowledgeable professors and 

lecturers. The study periods in the university gives students opportunities to learn 

how to cooperate with others and to improve social skills. Therefore people 

pursue the chance to study in universities to plan for the future all over the world, 

so that the numbers of university student are getting larger and larger. On the 

other hand employers expect better educated people with better skills and 

knowledge from the universities globally (Waterhouse, 2000; Robertson, 2000).  

Globalization greatly shortens the geographical distance between countries and 

strengthens the links between them economically, technologically, culturally and 

educationally. As the effect of this, higher education is facing fierce international 

competition. Therefore, many countries’ higher education institutions are opening 

to the international community in order to promote academic, cultural and 

educational exchange and collaboration. The process of globalization is driven by 

knowledge, information and innovation and is therefore affecting many aspects of 

higher education (Carnoy, 2002). Enders and Fulton (2002) state that the terms of 

“Internationalization” and “Globalization” draw the attention of university 

research and practice, the traditional domestic university organizations are facing 

to the influence of the internationalization trend, which requires the contemporary 

university changed to acclimatize new global needs between national and 
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international interests. Hence, international cooperative programs come into 

fashion, which pushes forward the university to become more internationalized. 

The modernization is calling into question  to the traditional university model in 

the process that attempts to respond the social and economic need (Waterhouse, 

2000).  

Responding to the needs of changing, the new university business model revealed 

in the educational field. In this thesis, I identify the traditional university as the 

domestic, public, government funds supported university. Whilst I identify the 

new business model, cooperative university as the international cooperative 

university, which features on non-public, not belong to both side of cooperate 

university or education institution. So within this relatively  interest trend, the 

author is given the impetus to study the differences between cooperative and 

traditional university; to assess the  customer value and customer experience 

through the compare the participant in cooperative university or traditional 

university.   

 

1.1.  Background  

The reformation of university in China was driven by the large amount growing 

student numbers as well as the talents need by the fast economic development. 

The education resources are relatively limited compared to the large amount of 

students. The college entrance examination became the only standard to decide the 

distribution of students in university recruitment. Students are marked out to 

different level groups in order to be selected. Due to the yearly rising numbers of 

new applicants give rise to the expanded enrollment, most traditional universities 

may not have enough resources to support the growing needs so that some of the 

students turn to seek study opportunities abroad. Hence some educator suggests 

the Chinese universities should learn the advanced system from abroad to build 

the new modern university model, which is driven by the market and academic 
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needs as well as cut down the influence from administrative system (Robertson 

2002; Ma, 2011).  

To adopt the globalization and social demands of talents, Chinese universities 

attempt to draw into new methods from developed countries. The new trials start 

with coming up the idea of establishing Sino-Foreign cooperative university. The 

reformed process is just in the initiate phase, there could be many unknown things 

turning up as time goes by. In order to compare the different outcomes between 

the traditional university and the cooperative in links of customer values and 

customer experience, the research target should be representative in their fields.  

Accordingly, the author selects two universities as the research targets. The 

selected traditional university is Soochow University (SU) and the cooperative 

university called Xi’an Jiaotong - Liverpool University (XJTLU), with same 

location as well as the economy background. SU is the national and provincial key 

comprehensive university operates philosophy, economics, law, education, 

literature, history, science, engineering, agronomy, medicine, management science 

and other disciplines which very famous in eastern China (Soochow University, 

2012). In the same way, XJTLU is selected because it is the first Chinese – Foreign 

cooperative university to get the formal academic qualification approval by the 

Chinese Ministry of Education, with independent legal personality and new 

management model and teaching methods, which sets up by Xi'an Jiaotong 

University and University of Liverpool (XJTLU, 2012).  

 

1.2.  Research goal 

The purpose of this research is to study whether this new sino-foreign cooperative 

university model creates different customer experience and customer value to 

students. The research will cover the employee and customer relation via service 

delivery and receiving, educational quality and sustain the positive effect to the 

students’ future life. The author’s hypothesis is the new model university could 

produce positive influence in the higher education organization in China, and the 
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fresh methods could bring different experience to the students. The result of this 

research should be either fade away the ineffective business model or confirm the 

validity and enhance the new business model in the Chinese higher education 

reformation. 

The author intends to work through research to identify the value of this new 

model university in order to maintain the goal of any service business: to find 

customers and to retain customers. Therefore there are 4 research questions 

created to build up the research.  

 What’s the difference when adopted the traditional university model and the 

new cooperative model? 

 How does the cooperative university fulfill the customer expectation and 

change to co-create value with customers? 

 What are the important aspects to ensure the service quality in university? 

 Should the new cooperative model be appreciated or fade away? 

Those research questions also are taken charge of investigating whether the 

cooperative has the ability to attract their customers and bring better effect to 

future by the new value proposition and customer experience. The research will 

not  cover the political aspect for the new university business model. It will focus 

on investigating the differentiation between traditional model and cooperative to 

overthrow and verify the hypothesis through research question.  

 

1.3.  Structure of the paper 

The thesis contents introduction, literature review, methodology, findings, 

discussion and conclusion part.  

Chapter 2 based on the purpose and research goals to build up the theoretical 

concept and to apply to the case study. 
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Chapter 3 identified the research methodology. It contents research design, data 

collection, data analysis, and reliability and validity of the research. In this part the 

detailed steps in this research paper will be described.  

Chapter 4 covered the information was collected from interviews in different 

categories. Under each category, the information was recorded in themes.  

Chapter 5 compared the differences between traditional university and new model 

university. The discussion will be unfold around 4 arguments: service quality, 

customer experience, university reformation, value of new model university.  

Chapter 6 summarized the result of research question, the contribution and future 

study potential.  
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2. Theoretical and Conceptual Framework  

2.1. The concept of higher education reformation 

Higher education towards the direction of diversification from a single structure to 

a variety of structural, which is one of the important trends of the reform of higher 

education in the contemporary world driving by increasing demand for talent to 

adapt the modern needs of the economy development and reform traditional ivory 

tower of higher education (Rodriguez, 2000). Rothblatt (2000) also presents that 

various universities, through collaboration, expansion of existing higher education 

institutions and various educational systems, to create harmony between various 

types of colleges and universities to train students by diverse and flexible teaching 

methods. Follow this trend, courses’ reformation need to integrate basic education, 

professional education and research aims to train students to adapt to the needs of 

social development and the skills to solve complex issues (Kemnitz, 2007). 

Therefore the requirements in the curriculum reform need to break the existing 

curriculum boundaries and framework to implement interdisciplinary integrated 

curriculum (Rothblatt, 2000). 

Accompanying by the modernization, almost everyone in the education system has 

to train the individual competitiveness for competing respective positions in a 

globalized environment, enabling individuals to consolidate their position and 

strengthen its own competitiveness (Pang, 2006). Bush et al. (1998) states that 

traditionally higher education institution used to perceive the marketing barely 

related to university goals, but universities tend to be marketing oriented in facing 

of the competition and reformation. There are large amount of educational 

organizations compete on the market by the reputation and rankings, therefore the 

clients have been placed in the center to shape the value (Cuthbert, 1996; Harvey 

and Busher, 1996). Under this trend, the higher education as a special field of 

service industry, it is crucial to deliberate on selling new university experience to 

create competitive advantages for the students. The collaboration of higher 

education has entered a new period of internationalization. Rothblatt (2000) states 

that the purpose of differentiation by function of higher education is to provide 
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different educational experiences and life chances as well as to create effective 

system for the brand recognition in the marketplace. Therefore the argument will 

move around above topics to support the hypothesis.  

 

2.2. Business model 

The reformation process in Chinese university is trial new cooperative model, this 

part is attempt through the theoretical concepts to identify how it differentiation 

with the traditional university operation. A series of authors give the definition of 

business model, it is seen as the system or core logic to create value (Linder and 

Cantrell, 2000; Petrovic, Kittl et al., 2001), related business organization and its 

product/service commercially (Hawkins, 2001). Business model is seen as a 

conceptual tool that abstractly represents organizational arrangements and the 

correlation between those arrangements, “It is a description of the value a 

company offers to one or several segments of customers and the architecture of 

the firm and its network of partners for creating, marketing and delivering this 

value and relationship capital, in order to generate profitable and sustainable 

revenue streams” (Osterwalder, 2004). 

  

Osterwalder and Pigneur (2005) represent their view of new business model design 

process, firstly define & classify business models, secondly list the components of 

business model, thirdly describe the elements, then evaluate or measure the 

ontology, at last to apply the new concept of business model. Zolnowski et.al 

(2011b) state that with the help business model it could give a complete view of 

business logic that enable the value proposition is taken into account, moreover to 

link the separate elements of the business model in order to assess the service 

productivity improvement. The notion of business model finitely describes as 

taxonomy and infinitely describes as the way of doing business (Osterwalder and 

Pigneur, 2005). The purpose of create and apply the business model aim to give a 

hand to learn about the business reality via a simplified entity or phenomenon 

formulation (Osterwakder, 2004).  
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2.2.1. Various angles of assess business model 

Accordingly there are various elements to assess and understand business model 

from different angles, Osterwalder and Pigneur (2009) developed nine elements in 

the business model canvas, which are “value propositions, customer segments, 

channels, customer relationships, key activities, key resources, key partners, cost 

structure and revenue streams”. Strategy is about obtain for company vision, 

identify organizational goals and objectives, design organization system to fit the 

strengths, weaknesses, threats and opportunities, set up a market position, and the 

way to achieve those elements (Osterwakder, 2004; Christensen et al., 1978). 

Osterwakder (2004) state that business organization layer view the business model 

from different angle, to assess how changes bring up under new business model 

within structure, departments, units, processes and workflow. The ICT offer the 

technology system within the organization, from hardware, software to website 

and applications, which has strong links with the business model (Osterwakder, 

2004). Moreover, besides the aforementioned elements, environment is also seen 

as external pressures oblige the business model changing, such as transformation 

of customer demands, social environment, competitive force (Osterwakder, 2004). 

Business model is a simplified business picture in a time points, facing to the 

constantly pressure to change to adopt the new environment, therefore the new 

business model is emerged to maximize the potential capacity (Linder and Cantrell, 

2000). 

 

2.2.2.  Implement business model canvas in Education Service 

To apply the new business model theory into the education service, the previous 

researcher Zolnowski et.al based on canvas business model (Figure 1) to list the 

key elements in the education service. The customer segment is limited to people 

who need the higher education service. Zolnowski et.al (2011b) express the key 

elements based on figure 1 of education service: The value proposition is the 

offering from the business owner which strongly influence by the adoption of 

program and client objective, therefore the customer should be involve to the 
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whole process and co-create service; The customer relationship build on account 

of service providers own the knowledge and skill advantages that could help the 

customer create value through this linkage; The channels of service provider to 

delivery service to customer has various pattern to distribute information to all 

customer, as well as create more flexible channels based on internet and mass 

media; The activities generate the service creation and provision phases, which 

relevant to design of education service; The crucial resource in education service is 

knowledge, and the experts in relevant field should be recruit according to the 

customer demands, besides the high quality human resource directly influence the 

attraction of education; For the rest elements, customer should be seen as the 

most important partner, cost structure and revenue streams determine the finance 

aspects, it should not be forgotten in order to offer high quality education and 

sustain the organization development. Therefore the research of higher education 

new business model will based on this canvas model to find out the key elements 

in the real business world.   

 
Figure 1: Derived business model of corporate education service (Zolnowski et.al, 2011b, 
P7) 
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2.3. Customer experience 

2.3.1.  Defined the customer 

In order to figure out the how the customer value and customer experience are 

defined in the higher education sector to fulfill the customer expectation and co-

create value, the first phase is to find out who is our customer. As Quinn et al. 

(2009) state the higher education employees, accrediting agencies, professional 

societies set the requirements for the assess students’ abilities to achieve the service 

quality, which it is more difficult to focus on customer as the typically service 

industry. Ewell (1993) and Mazur (1996) mention that students more often seen as 

raw materials and could foster to useful product for industry and society. Besides, 

Helms and Key (1994) note that as customer, students purchase the education 

service; meanwhile they have to exert themselves to study and to be evaluated, 

which make them more like employees. Quinn et al., (2009) indicate that the 

students’ performance is as significant as employees’ performance related to 

service quality in business setting. From Vargo and Lusch (2011)’s perspective, 

under the service dominant logic, customers are part of the service co-creation, 

which are considered as resources to co-create value so as the teachers and other 

facilities. Even there are diverse opinions about the higher education customer 

segments, the students either from their own perspective or form the some of the 

authors they are recognized as main customer as a result of global changes and 

competition (Helms and Key, 1994; Sahney et al., 2004). For this reason, 

universities should balance the demands between competing customers group to 

improve service quality and customer experience. Different department of the 

higher education institution face to different customer group. According to Quinn 

et al., (2009), most authors identify with the indefinable customer become the 

main barrier to quality improvement effort in higher education system.  

 

2.3.2.  Value proposition    

The cooperative university model established is intend to improve the customer 

experiences compare to traditional university, therefore the offerings are very 
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important. Value proposition is the proposed value from the service provider to 

attract target customers, which also be created as one section of business strategy 

to satisfy customers in order to achieve sustainable value creation (Kaplan and 

Norton, 2004). Rackham and Vincentis (1999), Bames et al. (2009) give similar 

views in their papers to explicate value proposition, they all indicate the value 

proposition should contents benefits, costs, capability and proof that an 

organization can bring to the customer, by the proof and benefits to convince the 

target customer they will gain more value than counterparts. Baron et al. (2010), 

Vargo and Lusch, (2011) present customer are no longer be seen as service value 

receivers instead of taking as value co-creator that participant in service integration 

as part of network actors. So the service provider cannot deliver the value but by 

offer a value proposition to customer to co-create the seeking value, and exists of 

value proposition could motivate co-creating experience (Gummesson, 2008; 

Ballantyne et al., 2010). From the higher education perspective, students as 

customers with their own perceived value proposition, similarly universities offer 

their value proposition to draw the attractive image of learning experience or 

employment opportunity, so as the aforementioned, the students and university 

co-produce their own experiences and value to enhance their ability during the 

learning process (Baron and Harris, 2008).  

 

2.3.3.  Experience economy 

The management group noticed that the business battle moving to the experience 

stage, the business strategy must base on differentiation and link to experience and 

brand image to meet the customer expectations to achieve loyalty (Bledenbach and 

Marell, 2009; Pine and Gilmore, 1998). Education providers also need the 

differentiation the experience to meet the customer expectation and improve their 

reputation. The economic phases move from commodities to experience stage to 

create customers desire experiences was unquestionable desired by customers, 

through the interaction of provided service to gain sensory experience (Pine & 

Gilmore, 1998). The service design must show it has more benefits than costs and 
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the theme could capture the customer attention and interest to experience this 

service thereby bring more economic value to the service provider (Pine & 

Gilmore, 1998). Prahalad and Ramaswamy (2004) stated that typically goods 

suppliers are seeing as manufacturers and service suppliers are seeing as providers 

by themselves. The service providers need to truly interact with their customers as 

the stager of events in order to give more experience influence on the actions as 

the actors (Prahalad and Ramaswamy, 2004). Because different guests experience 

different experiences according to different sensitive or personal nature, they 

might not get full point from the service provider on their first encounter; they will 

reveal themselves during the coming encounters, developing trust and bonding are 

important in all kinds of relationships (Bitner et.al, 2000). Customer roles should 

be seen as the crucial part of value co-creation, it is not only the service but also 

seeking for the memorable experience gain from the service delivery (Gustafsson 

and Johnson 2003). Yi & Gong (2007) believe that customer who gains higher 

experience more capable to evaluate their satisfaction and give the efficient 

response to the service and raise the intension of repurchase. Bitner et al. (2008) 

stated service design and development should aim at understanding the customer 

and creating a customer experience to satisfy customer, and improve both quality 

and productivity by eliminating non-value adding steps and increase customer 

satisfaction. 

 

2.4. Service quality 

In order to fulfill the customer expectation and implement the value proposition, 

the organization should pay more attention to measure service quality. In the 

educational organization, the service quality due to its intangible feature, it is hard 

to measure; therefore the student feedback is important. Cloutier & Richards (1994, 

p. 117) think that ‘Measuring customer satisfaction at an educational establishment 

might be regarded by educators as one of the greatest challenges of the quality 

movement.’ The intangible subject like service quality is very complicate to have a 

meaningfully, reality and factually discussion in a personal situation (Crosby, 1979). 
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The quality thinks shift the companies’ view to the customers’ needs. Parasuraman 

et al. (1985) state in order to sufficiently understand service quality, the intangibility, 

heterogeneity and inseparability must be taken into account. Parasuraman et al. 

(1985) indicate intangible services “cannot be counted, measured, inventoried, 

tested, and verified in advance of sale to assure quality”, therefore it is complicated 

to conjecture the customer expectation and assess service quality. Separate service 

personnel and different producer produce different service quality due to the 

heterogeneous as well as the production and consumption is always been tied 

together (Parasuraman et al., 1985). Lewis and Booms (1983) deem that quality 

service means providers to meet customer expectation consistently, so that the 

service quality is used to measure what extent it satisfy the customer demanding. 

Sasser et al. (1978) indicate that service performance touch on material, facilities 

and personnel dimensions, thus Parasuraman et al. (1985) deduce that service 

quality not only about the outcome of service but also the service delivery. 

Parasuraman et al. (1985) identified ten determinations of service quality that may 

related to any service, reliability, credibility, access, communication, responsiveness, 

courtesy, empathy and tangibles. 

Higher education is not freely entrance for everyone as public institutions, which 

students are excluded by inconformity with specifications or they are excluded by 

unaffordable price of expenses even conformity with specifications, therefore it 

cannot be taken as pure public goods instead of applying as service to be 

purchased (Cuthbert, 1996). Cuthbert (1996) believes that there are two reasons 

influence the university service quality concerns, which the first is the higher 

service quality influence perception of consumers as well as the second reason is 

student experience now seeing as the crucial criteria of university assessment. 

Therefore, Cuthbert (1996) presents: “If one is to assume that higher education is 

a service, then it should exhibit all the classical features… It is certainly both 

intangible and heterogeneous, and meets the criterion of inseparability by being 

produced and consumed at the same time, with the consumers participating in the 

delivery process. Finally, it satisfies the perishability criterion...it is possible to 

consider students as the consumers who undergo the higher education service 
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experience.” Quinn et al., (2009) service quality in higher education is very unique, 

it is hard to implement institution-wide quality policy in academic area, according 

to different individual customer the requirements perceptions of quality has 

diverse standards. 

2.4.1. Service quality model 

Parasuraman et al. (1985) state that customers use similar criteria to assess quality,  

according to the previous knowledge and models in quality field propose the 

SERVQUAL model, which was applied to assess service quality in any 

organization of service sector to evaluate the customer satisfaction, . Oliveira and 

Ferreira (2009) indicate that through the SERVQUAL model educational 

institution could assess the satisfaction of students and the market of their service 

quality. Zeithaml et al. (1990) represent the dimensions in the SERVQUAL model 

as: reliability, tangibility, responsibility, assurance, and empathy, thereby provide an 

efficient method for service organization to estimate the gap between organization 

performance and customer perceptions. Parasuraman et al. (1988) defined the 

elements in turn, Reliability assess how well the services are delivered to customer, 

Tangibles measure the physical evidences during the purchasing process, 

Assurance estimate the staff abilities, knowledge and skills to gain customers 

confidence, Empathy assess what kind of relationship is built between client and 

stuff, and the Responsiveness defined whether service provider capable and willing 

to supply high quality service and solve problems promptly (Show as Figure 2).   

Cuthbert (1996) was the precedent person to use SERVQUAL to do research in 

higher education sector to measure service quality from student point of view. 

Oldfield and Baron (2000) also apply this model to dig out the emerging factors 

influence the study experiences in university. Based on previous work, Stodnick 

and Rogers (2008) suggest SERVQUAL model can be used to analysis things has 

been done, and there is no sign to prove if these items can be used to predict the 

future.  Stodnick and Rogers (2008) conclude the previous researches then give 

their opinion as the SERVQUAL matters three aspects, the “staff, service and 

professionalism”.  
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Figure 2 Servqual model (Parasuraman et al. (1988)) 

 

Correspondingly, Bitner (1992) stated physical surroundings can facilitate 

achievement of organizational goals that both impact on customers’ and 

employees’ behaviors, especially apparent act on service business. The physical 

surroundings cannot be hidden and strongly influence the customers’ perceptions 

of purchasing experience, even in the pre-purchase the customer look for the cues 

from the physical surroundings to evaluate firm’s capabilities and service quality 

(Bitner, 1992). For the employees, the physical setting can influence their 

satisfaction, productivity and motivation because of their direct contact with 

customer is through the physical facility (Biner, 1992). Therefore, the SERVQUAL 

model may apply with the business model to evaluate the university performance 

and study experience.  

 

2.5. Summary 

In the theoretical review, there are four main aspects are mentioned: the concept 

of higher education reformation, business model, customer experience and service 

quality. The reason those theories are cited because each of them in related to 
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certain research question. The business model theory related to the first research 

question, it could offer the theory base to the business model comparison between 

traditional university model and cooperative university model. To connect with the 

second research question, the customer experience part as the theory base for the 

research. The third research question is connected to the service quality model can 

offer the elements to assess service quality in education service. The university 

reformation created the method of the research comparison; it could guide the 

research and also lead to the research goal.  

Those theories are not independent to be cited in this research paper, each part is 

tightly connected. The university reform part explained the motivation of the 

research in theoretical thoughts, which express the rationality of university 

reformation in the society. The Business model theory carried on and explained 

the different business model generated by the reformation in theoretical thoughts. 

Go along with the customer experience part, student roles, service delivery, and 

value co-creation could have the rational explanation for the research. And the 

service quality part digs into the elements that could affect the customer 

satisfaction and customer value. Therefore, the author through those theories to 

build up the theoretical base for the research, to link with the research question 

and research goals, to guide the research themes in the case study.  
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3. Methodology 

This chapter will illustrate the steps and process of building up this thesis. It 

contents research design, data collection, data analysis and ethical issues, reliability 

and validity.  

 

3.1. Research design 

The research used the qualitative research. Bryman and Bell (2011) stated that 

qualitative research was about finding out the linkage between the theory and the 

research inductively, adopting a scientific model to understand the social world 

through the investigation. To reflect my research goal and research questions, the 

qualitative research was appropriate for analyzing the differentiation between the 

traditional university model and the cooperative university model to exam the valid 

of hypothesis. Therefore, the design of research followed the given steps by 

Bryman and Bell (2011).   

The research study was generated of Chinese university reformation in the context 

of education service globalization. The Sino-Foreign cooperative university 

motived the research. The purpose was to assess the links of customer value, 

customer experience and service quality in higher education service to university 

performance through comparison between traditional university and cooperative 

university followed the research questions.  

Intended to form the theory bases for this research, the author selected the 

relevant subjects such as business model, customer experience and service quality 

centered on the higher education reformation topic.  

Followed the research goal and research questions, a case study were designed to 

collect data to support and assess the author’s hypothesis. The demanded the data 

collected from the employees and students interviews, organizations reports, 

documents etc. to build up a relatively comprehensive aim at answering the 

specific research questions. The two target universities were selected based on 

their features, XJTLU was the representative of cooperative university model, SU 
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was the representative of traditional university. On account of data accuracy, these 

two universities located in the same city, share some same public resources.   

Bryman and Bell (2011) stated the interview for qualitative research unlike the 

quantitative research, the interview questions is not designed as clear formed 

questions, instead the questions should as a leading point to generate more related 

ideas from the interviewees and reflect their subjective concerns, thus based on the 

replies, the sub questions could be asked to get relevant rambling answers. 

“Exploratory, explanatory, and descriptive” are the three main case study method 

(Yin 1994, p. 33). Bassey (1999) described the different case study method, 

exploratory method focus on new theory-seeking, explanatory method focus on 

theory-testing to analysis the case study, descriptive method focus on story-telling 

or picture-drawing. The Explanatory case study method was chosen to accomplish 

my research according to my research goals, it based on theoretical review and 

analysis collected data to conclude the research and to verify the hypothesis.   

 

3.2.    Data collection 

The clearly research questions and theoretical concepts have been formed as yet. 

To complete this research, those formed ideas were enough to explain my research 

questions and achieve the research goals. Therefore the coming up step for me was 

to collect data to support my point of  view. The data collection was divided into 

two parts, the primary data and secondary data, in order to apply those scientific 

thoughts and solve the research questions.  

 

3.2.1.    Primary data collection 

The interview was used to gather the primary data. In order to gather more useful 

and fairly data to support the research goal, the interviewees were selected from 

the management people, teachers and students. They were interviewed separately 

from the two target university.   

1. Management people – business model, strategy, internal customer satisfaction  
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2. Teachers – motivation, customer relationship, training, value co-creation. 

3. Current and graduate students – experience, service quality, customer value, 

value co-creation. 

It is hard to select the sample group in an equally way, the interviewees are 

convenience or opportunistic samples randomly (Bryman and Bell, 2011). To 

narrow down the inequity and reduce the unreliability, the author selected the two 

universities in the same city and similar admission entrance level. The interviewees 

were required describe their own experiences first without bias and then give their 

comparison opinion to the other university. The samples had to be selected freely 

without the interference from the universities. The interviewee groups will 

contents 12 people in total (one management people, two teachers and three 

students in each university). It is the reasonable number to analysis the gathering 

information.  

The author established the collaboration with the two research target universities 

in China to get the access to interview the ‘actors’ in the educational business. The 

main data collections through the interviews, the backgrounds were check through 

the website and social media. In order to assist interviewees to understand the 

research and give the truly and organized answer, the interview questions should 

be designed in advance and avoid to use the terminology words to create efficient 

communication (Kalsner & Swanson, 2001).The author determined the themes for 

the interview group. The people from traditional university were list in group 1, in 

contrast the people in cooperative university were listed in group 2.  

The author firstly through the phone call try to reach the two universities. Both of 

their management people refused to join the face to face interview due to their 

busy schedule, their assistant recommend previous magazine or other media 

interviews to assist my research. Through the selection, I chose two interview 

papers related to my research questions, one is from the traditional university 

president Mr. Zhu and the other one is from the cooperative university president 

Mr. Xi.  

The teachers’ interviews the author used different resource to approach them. In 

the traditional university, teachers always stay in their office in the working time 
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after classes, so I went the campus in person and found two teachers to do the 

interview. Mr. Guo has long teaching experiences, and he personally has oversea 

study experience. Ms. Li is a teacher of general courses. It is difficult to get in 

touch with the teachers in cooperative university. All the teachers have fixed 

working time, except that they won’t stay in the office. Therefore the author relied 

on the university’s official website to get their working email address and contact 

with them. The interview was through the skype service. The interview questions 

(Appendix 1) are open questions to lead their talking aim to connect to my 

research questions and research goal.  

The students group was separated into two groups. The in campus students was 

introduced by the teachers randomly. To reach the graduate students the author 

use social media to find them on Chinese social application which similar to 

Facebook, we talk via skype service. The interview questions (Appendix 2) use to 

lead to the conversation follow my research questions.  

 

3.2.2.    Secondary data collection 

Second part is second hand data gathering. The relevant data collect from the 

university official website and related documents in order to give a basic view of 

the research topic as well as briefly understanding of background via internet and 

other media resources. The secondary data is far from enough to understand the 

complete status of the new business model in university reformation. Moreover, 

the numbers is not that crucial to analysis the new business model rather than the 

words from the participators either teachers or students. 

 

3.3.  Data analysis 

In order to answer the research questions and achieve the research goal, the 

collected data should be analyzed and classified to catch the significant information. 

Through the data analysis process, the collected information should be translated, 

organized and detached useless information from the raw material. The author 



 27 

 

must be honestly recorded the whole stories from the interviewees, faithful to the 

original connotation of sentences without bias. For example, the interviewee may 

give their point of view unidentified and ambiguity in one sentence, separately to 

analyze it could evolve wrong data, therefore the analysis must conform the whole 

story. 

Centered on my research goals and theory concept those data were recorded and 

applied in different discussion parts to link with specific research questions. The 

themes describe the crucial research points that reflect the theoretical concept. The 

findings are listed under each research questions to describe the author’s point of 

view based on the theoretical part.  

 

3.4. Ethical issues, Reliability and Validity  

Qualitative research use narratively describe the recorded data, researchers’ basic 

ethical principle honestly repeat interviewees’ expression without bias and tamper 

(Kumar, 2009). People who prepare and presentation the deliver should 

responsible for the ethical norms, the ethical issues cover every stage when starting 

a thesis, from the preparation, data collection, data analysis and so on (Kumar, 

2009). Bryman and Bell (2011) presents in qualitative research reliability and 

validity are essential to assess the research quality, which provide the proven that 

the findings are valid to conduct the discussion and conclusion.  

In this thesis, there are primary data and secondary data were collected to apply on 

the research. In order to ensure the authenticity of the information, the 

interviewees are selected randomly without bias, they were from different faculty. 

To ensure the authenticity of all the record information, none of them were 

published and the names of interviewees are confidential. Anonymous speech were 

listed under their surname, there will be no full name given out. The primary data 

was recorded by IPad application Audiomemos, and translated by the author. 

Those secondary data include theoretical documents were collected from legally 

published institution system, such as Karlstad University Library, the electronic 



 28 

 

resources collected from EBSCO, Google Scholar and Google. Through control 

the data collect process and data source to ensure the reliability and validity.  
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4. Findings 

4.1. Background 

4.1.1. Soochow University 

Soochow University is located in Suzhou, "the coastal economic open zone of the 

Yangtze Delta". It is a key comprehensive university of Jiangsu Province and a key 

national 211 project university (Soochow University, 2012). The university was 

founded in 1900, in the crucial year of people seeking new development and 

knowledge to break off the chains of old national system. It was the outcome of 

Chinese Old School or Home School reformation, the education no longer only 

lectures on the Classics from famous ideologist, but also teaching integration of 

multi-disciplinary knowledge of modern science (Anniversary nets, 2012). The 

school motto is “unto a full grown man” (Soochow University, 2012). Soochow 

University has 11 faculties of Philosophy, Economy, Technology, Agriculture, 

Medicine and Management, which has enjoyed reputation for solid foundation and 

good management within China. The undergraduate and master programs of the 

school cover all the branches of learning except military science and doctoral 

programs cover all but agricultural science and administrative science. There are 

more than 50000 students enrolled to the university now comprise graduate 

students, undergraduate students and adult students (Soochow University, 2012). 

In a century’s development, Soochow University has nurtured more than 250,000 

graduates and postgraduates (Soochow University, 2012). With the background of 

being reform pioneer, many of the Alumni have become famous experts and 

scholars.  

 

4.1.2.  XJTLU University 

Xi’an Jiaotong – Liverpool University (XJTLU) is a new international university 

jointly founded in 2006 by Xi’an Jiaotong University China and the University of 

Liverpool UK as a joint venture investment university that located in Suzhou 

(XJTLU, 2012). The XJTLU University is the first and only one for now has been 
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approved by the Ministry of Education department of China as an independent 

Sino-Foreign cooperative university, which captures the advantages from 

prominent parent universities. Since it only established for 6 years, they currently 

only offer undergraduate degree programs in the fields of science, engineering and 

management. The graduates are awarded two degrees with its own Chinese degree 

and UK degree from Liverpool University. XJTLU also rely on Suzhou’s rich 

cultural deposits and its speedy economic development, which offer the 

advantages of being cooperated with business companies. XJTLU propose their 

motto based on the educational method of “a happy life and a successful career”. 

There are over 400 academic staffs serve in the university, all subject lectures and 

professors all holding doctorate degree as well as rich teaching or research 

experiences (XJTLU, 2012). The registered students has been obtained since 2006 

are approaching to 5,700 attend in 23 degree programme that are taught by 

English.   

 

4.2.   Management group 

Due to the busy schedule of management people, my research data and 

information were found from their previous interviews on magazines or other 

social media. According to my research questions, the author collected the 

information includes the university operation method and feature, school policies, 

teacher qualification and performance, student enrollment and development as 

well as education quality and distinctiveness of cooperative university.  

 

4.2.1. Soochow University 

The journalist from Shenzhen special zone Newspaper interviewed the president 

of Soochow University related to the university status quo and the phasic 

transformation in 2011. 

- Operational method and feature 
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The president Mr. Zhu stated that the university motto as a cultural deposits, 

crucially matters student cultivate and experience in campus. The value that 

purposed to the students also based on this, the motto could be considered as the 

foundation of Soochow university: “For the past hundred years, the ‘unto a full 

grown man’ always be kept as the main education method and goal, to be "perfect" 

means to have good science humanistic quality, with a global vision, innovative 

mind, and strong social responsibility as well as integrating the truly independent 

personality, free spirit and social responsibility.”  

Mr. Zhu mentioned in order to adopt the demands of students, parents and 

society of high quality education Soochow University give full play to the 

advantage of wide range of disciplines to integrate curriculum, multidisciplinary 

education to break the boundaries of disciplines.  

- Teacher qualification and student development 

The higher education has already become the mass education, the reformation is 

crucial to university sustainable development along with the students’ future 

prospect. Mr. Zhu narrated “…several aspects, firstly to control the new 

enrollment scale within the university’s workload; secondly, select the 

superexcellent from all applicators as our raw materials to insure the educational 

quality; thirdly, we must ensure that effective teaching tutorial, teaching methods 

and with special attention to students' creative ability and practical ability.”  

Mr. Zhu indicated that the university operational reformation already through 

three phases, in the incipient of China established the universities was centralized 

by the government; in the 50s of last century the disciplines transformation; and 

the end of last century the central-local cooperate was established, the main 

authority was down pass to the local government: “authority locally bring to our 

university a lot of resources, the large amount of government funds, scientific 

research support…”The discipline level of development is the main symbol of a 

university in the domestic and international status, the global impact of the subject 

development strategy. It unlikely all subjects have reached the top level, but there 
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must be a number of disciplines in teaching, scientific research obtains the highest 

quality. 

Furthermore, the lecturers and professors are decisive resources to meet the 

students’ expectation and to express the value agreement: “In order to better serve 

regional economic and social development, the school adjust the disciplines with 

professional layouts, structure, intelligence and efforts to the regional industrial 

structure upgrade support of science and technology, …rapid transformation of 

the productive forces, … to create spiritual wealth by introduction of a number of 

top talent such as Li Shu Tang academician…we encourage intramural educational 

employees take refresher course or further studies to adopt the academic 

development. ”  

- Distinctiveness of cooperative university 

Mr. Zhu pointed out the importance of international cooperation and the defect of 

current university business model: “International cooperation between universities, 

academic activities, information communication has become the basic features of 

being first-class universities. The localization and internationalization of education 

is not contradictory. Education also has different characteristics refer to different 

culture background …the main way to improve the world of higher 

education…the scholars are the main characters, the students are the center…to 

build the cooperation. To compare with the world famous universities, our weak 

point is the educational method and quality, which the sustained enlarge scale 

somehow influenced the quality. Staff and students are the fundamental resources 

to university. ”  

 

4.2.2. XJTLU University 

The China Talk interviewed the president Mr. Xi refer to high education 

internationalization based on the education method of XJTLU University.  

- Operational method and feature 
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Chinese and Chinese enterprises are facing the challenge of globalization so as the 

universities. The people should be trained to adopt the globalization to fit into the 

international market, therefore the cooperative of Sino-Foreign cooperative 

university initiate in China from XJTLU University. Mr. Xi said that “We trained 

people to adapt to the world's challenges and needs of the market, conceived the 

idea based on the needs, the University is a starting point to explore international 

cooperation.” He pointed out that the new university draw support from the 

parent universities to optimize the educational resources to foster students has 

capability to compete in the global market, “The traditional education method 

must be reformed”. He mentioned the new university model need to inside look at 

its features to identify the difference, not copy from any Chinese university neither 

imitate British university: “we need to find our own way to educate students to fill 

up the traditional universities’ drawback, …combine the good practice to form the 

own system.” He presented that the universities in China already initially started to 

cooperate the education programme in many different pattern, but it is not enough 

to cut down the distances with the western universities system.  

- Teacher qualification and student development 

Mr. Xi referred that “Chinese education system emphasize the knowledge learning, 

it is good but also exist the weak point such as our students lacking of self-thinking 

ability.” He gave two examples to express his point of view. He said the western 

educational philosophy trained students as adults, self-development, and self-

management. On the contrary, Chinese students are used to be governing you, 

simply to be listener: “Our university…treat them as young adult, let them self-

management with support from the teachers…get the ability to make choice, 

judgment …university role is guidance and service.” Mr. Xi expected the students 

can accept the new learning pattern to be more proactive instead of negatively 

listen to the teachers’ saying. 

Mr. Xi presented that Chinese student lack of the ability to select the appropriate 

major by long term influence of exam-oriented education. “It is normal that some 
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high score students compete for the hottest major in that year, but they don’t even 

like that, and some of brilliant students select the wrong major or they failed in the 

compete and lost the position.” He stated that it also related to our educational 

system, “we always require the students have a goal for the study, mostly is how to 

go to a better school…it has historical influence, the common saying everything is 

lower than scholar in the society…The goal like being a farmer, a carpenter is 

unacceptable for parents…The students only choose the subjects can bring high 

social position instead of interesting.” He stated XJTLU University want to 

through the new method to lead the students find out their interested subjects to 

complete study. Therefore, “we recruit students by broadly subjects … during the 

first year to find out what is suit for you, adjust your major.”  

Mr. Xi pointed out that the pattern change cannot be done by one side of the 

learning system, the teaching method also quite important. The selection of 

professor and lecturers are crucial part, the teaching group should be able to 

spread their knowledge to the students, but also capable to develop students’ 

thinking abilities. He said that the subject staffs should own doctoral degree and 

rich experiences: “many experienced professors in other traditional universities 

only assess as vice professor in our own professional qualification system.” The 

experienced professors can bring their abundant knowledge to the students, whilst 

the young generation of teaching group mostly owns the doctoral diploma from 

famous western universities.  

- Distinctiveness of cooperative university 

Mr. Xi stated that the Chinese society background lead to the political trending in 

the traditional universities, the administration system own the decision-making 

power. On the contrary, “professors own educational decision-making 

authority…the administration system seen the students as clients of university, 

established the system centered by students and serve them…build the platform to 

enhance interaction between teacher and students.” The administrate system also 

ensure the smoothly running of university. Mr. Xi stated research-based education 
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method obtains a lot of resources from the companies and local government 

support on talents, lab facilities and other aspects: “…those professional and 

academic people need to have an environment to support their creation and 

innovation freely, break off the system, so as the students…independent thinking 

and academic freedom.” He concluded the main distinctiveness is university play 

guidance role, academic autonomy, student self-government and backup service 

support system.  

 

4.3.  Teaching group interview 

There are two teachers/professors were interviewed in each universities. The 

questions also based on the aforementioned models and findings will be listed by 

themes (See Appendix).  

4.3.1. Soochow University 

- Teaching method and experience 

Mr. Guo working in the department of physics has been working in the higher 

education for over 28 years. He said to be a good teacher from the educational 

perspective, the teacher should have deep knowledge about the own field, combine 

with the practical experiences to create a good lesson: “…familiar with the 

teaching material, integrate with practice to explain to the students.” It is important 

to be prepared for the lectures: “firstly to set the lecture schedule and the contents 

in the lecture…make the notes to identify the focal point…choose the appropriate 

practice let the students easily comprehend.” He indicated that students more 

appreciate the practice in his own research, “the problem you were facing must be 

the difficult points for students as well”, it will create the truly experience of 

application of knowledge rather than it just be theoretical. To ensure the classroom 

experiences, he dropped the notes on the class instead of presents by memories 

and knowledge. Ms. Li is teaching fundamental public courses: “The public 
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courses that I am teaching is not that interesting, you have to prepare related 

stories or news to catch the student attention.”  

Refer to the teaching materials selecting, Mr. Guo and Ms. Li both mentioned that 

most materials are unified by the Ministry of Education. Mr. Guo said it is unlikely 

in the oversea universities, there are certain books for students to learn, “I will give 

some recommendation reference materials, but it won’t reflect on the exams.” Ms. 

Li said: “I don’t have extra materials recommend to students, they just take the 

public courses as the easy way to gain credits…I know not much people review, so 

I give the review points before exams.” Due to the language boundary, the new 

published leading knowledge is quite hard to involve to the study immediately, this 

is the defect of the traditional university.  

- Students learning experiences 

They are quite agree that most students in the university they entered by the harsh 

entrance exam, even they have good results, but most of them lack of independent 

thinking ability, they prefer to be listener rather than to be learner and participant. 

Therefore those students who willing to involve to the learning process, ask 

questions should be pay more attention: “those students willing to thinking more 

creative, so they probably deserve more cultivate into those scientific programme.” 

Mr. Guo gave the evaluation by the experiences. Ms. Li stated the government 

supports a lot of funds to carry on scientific researches and purchase facilities: 

“Soochow University has gain a lot rewards from the scientific research, also it 

owns better educational facilities compare to other universities, such as the 

advanced technology and well-stocked library.” Mr. Guo also mentioned that 

students who willing to learn can find a lot of reference book in their study field. 

Both of my interviewee teacher comments that the learning experience here is 

more passive, the teachers spread all kinds of knowledge only are theoretical if it 

hasn’t been deeply understand and practice, the education quality still in the low 

level no matter what the teachers did. Speak of the influence of future life by the 

higher education; they both think the current education system offer to the 
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students the basic view to their field as well as the ability to adopt the real social 

life. Ms. Li concluded: “university is a platform for students to gain knowledge; we 

foster them as raw materials to produce the talents for the society demands.” 

Mr.Guo concluded: “they only get the basic knowledge from the four years, the 

practical things they will learn when they enter into the society…the degree is a 

stepping stone.”  

-  Distinctiveness of cooperative university 

When it comes to the distinctiveness of cooperative university, they both express 

their own perceive. Mr. Guo believe: “Teaching method and teaching materials 

may not the same…they use English to teach…I don’t know in detail, but I think 

it is still in the initiate stage, I think they are also exploring.” Ms. Li stated: 

“different kind of cooperative, English teaching is good…help students more fit in 

the globalized market, shortcut to study abroad…” Mr.Guo expressed the new 

model of cooperative university more attractive to the talent and higher degree 

overseas returnees to teach there, the traditional university contains more 

experienced domestic scholars.  

4.3.2. XJTLU University 

The two interviewees Ms. Liu and Mr. Sun that I have in the university are two 

oversea returnees, they worked here for over four years. Both of them are holding 

doctoral degree from famous British Universities.  

- Teaching method and experience 

Ms. Liu stated in XJLTU University they using different teaching method, they 

supervise the students and guide them to proactively study: “we reference the 

teaching method from western university, emphasize and enhance the student to 

challenges to the existing knowledge of the teachers, through this process to find 

the ways to learn knowledge, access to knowledge, integrating knowledge and 

practical knowledge in the classroom.” Mr. Sun said: “Chinese students like to 

listen for the exam, but they are not good at integrate knowledge. One of my 
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former colleague said Chinese students learn 10 formulas they may return all of 

that to the teacher after exam.” Mr. Sun stated they try to teach the students the 

holistic knowledge, what is its significance, its role is, what is its logic is, how do 

you use it to solve problem, then give students freedom to practice by using large 

amounts of data behind the class with after school activities: “Team work, project 

assignment…to solve the problems…not only learned the knowledge and how to 

master, integrate and use of knowledge as well as how to build team cooperation.  

- Students learning experiences 

Mr. Sun said: “Most of our colleagues are come back from western universities 

with doctoral diploma; we combine the exam-oriented system with western 

educational system to create a study environment to our students.” Ms. Liu also 

agree to that, she think the learning process become two-way in this university, the 

knowledge presenting is a small part in the study, students have to read more 

documents to understand the knowledge, to complete the assignments, to present 

their ideas on the seminar, “The most important is the students can find out what 

they are interested in…interested to the knowledge then they can have the passion 

to know more about it, be able to use the knowledge.” Ms. Liu gave an example, 

XJTLU University has a student who got five master admissions from the top 

universities in the world, she said the student identified that the self-study system 

give him the opportunities to find his interests. Mr. Sun complemented that the 

teamwork, assignment and English teaching all give students new opportunities to 

develop their study experience and improve their skills. They organized study and 

interest club to launch their after school activities. Mr. Sun stated that the class 

hours are less than the traditional universities, to emphasize and enhance the self-

study after classes with all kinds of assignments, as well as find out what they want 

to research and study, university and teachers offer those help when they need it. 

He took the mathematical modeling competition as an example, the students 

weren’t selected by the university, they all from the math club and they got the 

high ranking in the competition. Ms. Liu presented “It is hard for us to ignore the 

ranking completely, it proved that self-study really works for the students.” Besides 
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the lecturers, professors, each student has own study tutor, Ms. Liu said “we learn 

from the British system…besides that senior students has external tutor from 

companies and government to lead students experience the real society and give 

them life advises.” The international students in the university always assigned with 

a Chinese student to create study group, to integrate the new life in China, also get 

the influence from different culture. Mr. Sun pointed out “Different culture 

integration is new study experience for students…help them to face the 

globalization before they enter the society.”  

- Distinctiveness of cooperative university 

Mr. Sun and Ms. Liu commented that “Our society now is emphasizing higher 

education, the basic physical stuff should be similar, we lack of long history 

reputation and culture…it’s normal to hear students say they come here because 

they have no better choice or they fail to enter the best traditional 

universities…some misunderstand existing, some students and their parents seen 

us as informal university…Our biggest different is we create an environment to 

encourage the self-study, teacher and student create the learning process together.” 

They also mentioned the English teaching and the freedom of major selection. The 

students do not have to pick their major when they first enter the university. They 

can make their choice after they finish the basic courses. They believe those create 

different study value and experience for students: “They might not know what 

they want to learn at first.” 

 

4.4.   Students interviews 

4.4.1. Soochow University 

There are three interviewees in this group. Two of them already graduated from 

the university and the last one is senior students in different majors.  

- Student experiences 
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Student Lin studied in the medical school, which is the top faculty in Soochow 

University. “I was 40score higher than the admission cutting line of the key 

universities, so I had the opportunity to enter the medical school in Soochow 

University…the first year was busy with the general courses and the basic medical 

education, then the later years we have different courses aim at different majors.” 

He thought it was good experiences to study in there. Because it is the top faculty 

in Soochow University, government and school pay lots of attention and resources 

on the education. Lin said: “Unlike other majors, our faculty is actually related to 

human life, the teachers and professors were quite strict to us…a lot to learn…few 

time to have rest.” He pointed out in medical school; students have to train their 

capability of practice by doing experiment. Teachers used to teach us the academic 

knowledge, then we had experiment class, teachers will do first then we tried to do 

it. “It is quite hard, a lot to learn, the terminology and the medical pictures full of 

my brain.” said by Lin. The university has their own hospitals, most of students 

can go there to do the internship during the study, “in the beginning everything we 

learned was useless, it’s only theories, most of the practical experiences were 

learned in the internship in the hospital.” He defined the study experience was full 

of books, medical pictures, animal bodies and human remains, “it was not fun at 

all, big pressure, the exam was so hard, I used to have a friend she cannot take the 

pressure, so she quit the study…the best part is internship.”  

Student Wang from business school, she stated her study life in Soochow 

University as: “our teachers are really full of knowledge, we have a lot of good 

courses, but to be honest after my graduation I remember almost nothing.” The 

courses of Arts are not that high pressure, the teachers were the main talker on the 

classes, “there was barely have the integration on the classes, we used to listen and 

write down the key points to prepare the exam.” She thinks all the teachers are 

experienced and knowledgeable person, they fully prepared the lessons, highlight 

the key parts, “but sometimes because we always use the same book or materials, 

the contents of lectures only change slightly year by year, I can ask the notes from 

my senior year friend.” Soochow University is quite famous in the province, so 
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there are always have some successful person come to give speech, to share their 

own social experiences with us. The four years study here is like we broaden our 

horizon, make some social relationship and friendship for the future. “There was 

no internship thing in my study years, it was not popular that time, and we study 

on the semester and rest on the holidays… parents support our life, they always 

say as a student the only thing we need to do is study, so as the teachers say.” 

Wang pointed out she is not a person who good at communicate with teachers, 

“For me, teachers are the elders who need to be respects, I only went to them 

when I have to ask something such as exam score…I don’t know how to express 

my ideas to them, and after long time I won’t speak out my thoughts, I believe 

most of my classmates have the same feeling.” Lin said they barely have practical 

or simulated assignments; our main scores are come from the final exam and some 

other things.  

 

Student Dai is still studying there, she is from the English major. Unlike other 

majors, our own things is learning English, we have a lot of good teachers, but 

mostly the courses is all kinds of English leaning, “Grammar is crucial in our study, 

we have a lot of practice books about grammar, we need to join the English level 

certification test…vocabulary, grammar and writing is the key parts to pass the 

test…very few time to speak out with other person except on class…it is wired to 

speak English with other people, we don’t have the environment. ” The most 

interesting things in the study years are we sometimes watch movies on the class, 

and the teachers will analysis the dialogues. Also there are some English Speech 

competition, but the students who can join this always be those appreciated by the 

teachers, they will have extra after school tutor for the competition. “The better 

thing for my generation is now we start to have international exchange 

programmer in our university, we can always be assigned with foreign students, 

which offers us good practice opportunities…also in the holidays we have social 

practice homework need to be complete…like translate some simply documents.”  



 42 

 

- Expectation and influence to future 

From their interviews, they all said the university study was not the same as they 

expected. Wang said: “It was too loose compare to high school, kind of lost 

goals…when I face to graduation, I don’t know what kind of job I can do, but 

Soochow University has good reputation that gave me the good opportunities to 

compete with others.” Lin said: “Medical school study is much harder than I used 

to expect, I think it was good to study there, but the best part is the internship, it 

gave me the chance to practice the academic knowledge I learned from the 

university…I know what I medical department I want to study more in my future 

study, now I am doing my master study…there is no bright future for medical 

students if they don’t continue study even you have diploma from the top 

university.” Dai said she didn’t expect to study English field in the first time, she 

was assigned here by the major adjustment, “The university life is not that 

interesting as I used to expect, English is a must-learn courses in China, English 

major is like I studied nothing but slightly better at English…I don’t know what I 

wanted now yet, next year I will graduate, I feel panic now.” They all saying that 

even all the teachers are quite good, most of their classes are not memorable, the 

diploma they got or will get just being a step stone for their future life.  

All of them mentioned that there are too much students in the university, the 

teachers obviously cannot take care of so many students. It might be one 

important reason cost of lower service quality.  

- Distinctiveness of cooperative university 

Three of my interviewees expressed that they are the proud of their family by 

entering the key university. When we talked about how they think about the 

cooperative university, their answers are quite similar: “low score students go 

there”, “high tuition fee”, “Foreign teachers and English teaching” and “Go 

aboard anyway, rich family”. They don’t really know the study system or teaching 

method there, but the English teaching is good for the future life. Dai said she 

knew someone study in cooperative university, “they seems do much homework 
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than we did, and less exams.” Wang said: “Business school is more popular than 

others I think, fit for the globalization trends.”  

 

4.4.2.  XJTLU University 

I interviewed three students from this university. Two of them already graduated 

from the university and one is still studying there for the last year. They are from 

different majors.  

- Student experiences 

“The most memorable study experiences is during I studied in XJLTU university” 

Student Zhang said. She said to compared with the traditional university the 

learning process is quite different: “teachers are not just compulsorily feeds 

knowledge to students rather than lead us be more independence, ambitious, and 

target-oriented.” Specifically to say, we were taught by the way of only mutual 

English communication in the class whereas the major courses were varying. 

Although the English teaching commutation were prepared for future broad study, 

some Chinese culture courses were designed in order enhances the Chinese 

knowledge studies: “it did a good combination to learning not only the English 

college stuff but also my own culture”. In terms of teachers, the teachers were 

mostly with the overseas study background studying in specific fields, some 

foreign teachers were affiliated into the teaching team in order pictures the best 

scenario for future study abroad. Teachers were pretty nice played the roles: “not 

only as a teacher but also a friend who often told stories about their outside 

studying and living experiences for us whilst encouraging us to be independent, 

daring to dream, used to be curious to everything and insist to learn, and enjoying 

the learning process”. She give an example, they were used to have three meeting 

per week in purpose of summarize what they learned, what the next target was, 

what the problems they had so far, or what they dedicated to do now and future.  
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Another student Liu said besides of course teachers, the students there was set 

some living teachers in order to assist their life better in that city due to most of 

them from other province or cities separated from the parents: “The duty of living 

teacher was to help us resolve the living difficulties, and mentally support us. For 

example, sometimes girls had period stomach problems, for some serious cases, 

the girls were even crying about the heavy ache. Or sometime if students not get 

along well, teachers were in responses to build a bridge for mending their 

friendship better.” Furthermore, the studying environment was great for dynamic 

learning and mutual learning between teachers and students. Student Zhang: “We 

students were used to organize events, such as English presentations, argue stage, 

singing competition, dancing competition, calligraphy competition, etc. teachers 

were invited to participate into those completions with the fair chances to compete 

with their students, which was the most appreciated thing I compliment when I 

was there”. I still contact with my teachers so far. Besides of the studying 

environment, the physical environment was upper level than the general college. 

Compared the general college dormitory, we live 2 or 4 people in a room but they 

normally lived at least 6people a room. However, the sadness was the over average 

tuition fee. Since we had such great teachers and better environment, the tuition 

fee is tenth higher than the traditional colleges. 

Students Qian is studying in the physics major, “we have a lot after school 

homework, we need to figure out the modeling or the experiment by ourselves, 

and teachers are tutoring us but not playing the main role… we also have the 

interest group, to create something we interested in.” He said the difficult part is 

all the courses have to finish by English, the scientific books have a lot of 

terminology words, and it takes a lot of time to study. “From the first year, we 

have 1-2 presentation per week to practice our English skills and self-learning skills; 

in order to express our thoughts in the future study.” He said the first year is non-

sense except English class, but as a Chinese university those lessons are required to 

study, “all forget after the exam, it is not useful at all.” The second year when it 

comes to the major courses, it become interesting, “we create our essay and report 
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in group or individually, we are not only listening from the teachers, they give us 

basic knowledge and lead us to do the self-thinking.” “Most people I knew from 

the previous senior years, they all chose to go aboard to continue their 

study…tuition fee is quite expensive compare to traditional universities…less 

courses hours, instead we need to study more after school.” The contents of 

exams are unpredictable, there is no range for the exam, and all the study materials 

could be the exam contents.  

- Expectation and influence to future 

Even they are quite happy with their study life in XJTLU University, but they are 

not quite happy when they get the admission. Zhang said: “I always have high 

score in my high school, but I failed in the university entrance exam…I don’t have 

choice, because I don’t want to restudy the last year of high school.” So as Liu and 

Qian, they all a gain less score than they expected. Liu said: “The decision of 

coming to this university was correct from now to look back, my father convinced 

me to come here…we were plan to go aboard after university study, he thought it 

good for me to practice aboard life and I need to face my failure of exam. ” Zhang 

said: “I got a lot more than I expected, I chose the major that I am interested in, 

and I use my after school time and holidays to learn painting, French…the 

assignment sometimes are quite hard, we always have big pressure…it is not from 

teachers or parents, it comes from ourselves, we want to express our own thoughts 

and prove our study results.” Qian said: “Better than I expected, but new school, 

cooperative…always have doubts by others…if you want to study and use your 

time, you will learn much more than traditional universities.” Three of them all 

saying the new university hasn’t been broadly accepted, “we have to study hard to 

gain the scholarship to go abroad, we can earn much better diploma from the top 

universities in the world…it bring us better future life.” Zhang and Liu already go 

to British to continue their study in the top universities, Qian is also going to apply 

it in the coming semester, they said they know what they want and know how to 

express themselves, and it should thanks for the teachers in XJTLU University.  
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- Distinctiveness of cooperative university 

Refer to the distinctiveness of cooperative university and traditional university, 

Qian said: “we learn how to think and analysis during the study.” Zhang said: “the 

main role in the classroom is not only the teachers, but also the students…develop 

social skills such as teamwork and solve culture shock.” Liu said: “Even most 

people don’t think we can have valuable study here, but we did and it worth the 

money.” They all stated the self-study influenced their study experience in this 

university; also the different teaching methods bring them new experience and 

valuable study years. “The traditional universities still be the exam-oriented study, 

it is the big difference.” 
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5.  Analysis / Discussion 

In this chapter I use the theoretical review as the bases to analyze the findings of 

my research. The research questions will be answered and the author’s hypothesis 

will be verified from my point of view base on the analysis. The discussion part 

will be unfolded by follow the research questions.  

5.1. Differences between the two universities  

Though the management people’s interviews, there are exist apparently differences 

between the two universities from the operational method and feature to teacher 

qualification and student development.  

5.1.1. Operational method and feature 

The differences between the two universities derive from the different business 

model. Osterwakder’s (2004) Business Model Canvas stated the nine elements of a 

new business model. Therefore I compare the differences related to those contents. 

According to the findings, Soochow University key partners in the business are 

government and educational institutions to operate the educational activities. The 

value proposition given by the university is stated by Mr. Zhu from the motto as a 

cultural deposits, crucially matters student cultivate and experience in campus, the 

‘unto a full grown man’ always be kept as the main education method and goal, to 

be "perfect" means to have good science humanistic quality, with a global vision, 

innovative mind, and strong social responsibility as well as integrating the truly 

independent personality, free spirit and social responsibility. Students were seen as 

raw materials, teachers are the main part to create the value, and customers are 

seen as parents, companies and the society.  

Zolnowski et al, 2011a; Linder and Cantrell, 2000; Petrovic, Kittl et al., 2001 and 

Hawkins, 2001 state system or core logic to create value to related organization 

and its product/service commercially is the business model, which enable to take 

the value proposition into account and access the service productivity 

improvement. XJTLU University initiate the new business model, Mr. Xi in 

XJTLU University state people should be trained to adopt the globalization to fit 

into the international market, therefore the new business model of Sino-Foreign 
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cooperative university initiate in China from XJTLU University. Soochow 

University has long traditional education history, but XJTLU University tries to 

initiate the cooperative to combine the advantage of eastern and western 

educational system, it is their different feature. The key partners in the university is 

not only involve the government and educational institution, but also the 

companies interactive the university development. Students also are seen as the 

important resource as teachers, they co-create value by combine the advantage 

educational methods from western and eastern cultures.  

Zolnowski et.al (2011b) stated value proposition strongly influenced the education 

service, based on different proposition the customer adoption to the program and 

expectation will be different; Students need to be seen as important resources to 

co-create with teachers’ knowledge and skills to achieve the customer value. 

5.1.2. Teacher qualification and student development 

According to Quinn et al (2009) stated teaching group and other professional 

societies set the rules to evaluate the students, it is hard to focus on the customers 

compare to other business, therefore the students not always be defined as 

customer in educational services. Therefore, the different methods to define the 

customer influence the teaching methods and study experience. As 

aforementioned, the Soochow University perceives the students more as the raw 

material, reversely the XJTLU University identify their students as the co-creator 

of educational services. According to my findings, Soochow University and 

XJTLU University has the similar student selection requirements. The people who 

can enter either of those two university has to be pass or higher the A line (the 

lowest score to enter key universities in Chinese college entrance examination, 

higher than 85% of composite score). The second similarity is they both have 

higher requirement of teaching group recruitment. Soochow University as the rich 

history university, even some of the teacher and professors haven’t own the PHD 

degree, they are all full of knowledge and long teaching experiences to compensate 

of degree defects. XJTLU University as a 6 years long new university, since the 
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very beginning they only recruit people who own PHD degree from elite schools 

or experienced professors. Thirdly, the similarity is they both share the favorable 

resources from the local governments and economic supports; the physical 

facilities are quite good, such as the classroom facilities, technology utilization, 

which created the very good physical surroundings for students to study in either 

of those two universities. 

According to the findings, the cooperative university start using internationalized 

version to operate a university, the professors and teachers are come all over the 

world to bring the global perspective to the students. Also the different positioning 

of student creates different student development method. The traditional 

university treats those students as raw material and the audiences to the teachers, 

so that they lack of the opportunity to immerse themselves to the classes. The 

opposite, the cooperative university consider their students are main customers 

and give them more space to think to integrate with their teachers. Therefore, 

from the research on XJTLU University, the cooperative university has advanced 

business model to offer the better educational service to the students. Cooperative 

university gives students more opportunities to in touch with more academic 

activities, advanced information leading edge knowledge. The traditional university 

limited itself with the old-fashioned management system. 

 

5.2. Educational service  

In the previous part, the business model was discussed to assess the differences 

between the two kinds of universities. My second research question is about to 

find out the university how to fulfill the customer expectation and change to co-

create value with customers. This part will also links to my third research question, 

how those important aspects ensure the service quality in university? In the 

cooperative university the students are positioning as the most important customer 

in the education institution, but in traditional university students are not the 

customer. I will use the findings to analysis the question. 
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5.2.1.  Customer value and customer experience 

Lewis and Booms (1983) deem that quality service means providers to meet 

customer expectation consistently, so that the service quality is used to measure 

what extent it satisfy the customer demanding. Sasser et al. (1978) indicate that 

service performance touch on material, facilities and personnel dimensions. 

Nevertheless, the intangible subject is quite hard to be measured, in a personal 

situation, the meaning, reality and experience will be different (Crosby, 1979), the 

intangibility, heterogeneity and inseparability much be taken into account, so that 

the measurement cannot be only rely on the outcomes also need to consider the 

service delivery. Thus the teaching method determines how the knowledge and 

skills deliver to the students to create or co-create value. In accordance with the 

findings, Mr Guo from Soochow University talked about good teachers should 

familiar with the teaching materials and be able to integrate the knowledge with 

own practices to pass on to the students, so as Ms. Li. From their words, the 

traditional teaching method is the teachers being the key part and active part in the 

learning process, which students mostly passively listen to the teachers and play 

the raw materials that being fabricated in the “factory”.  Whereas the XJTLU 

University expressed the different teaching method, as Ms. Liu and Mr. Sun said 

they are not the only main part in the learning process, they supervise and guide 

the students to proactively study, whilst let them follow their knowledge point to 

explore how use knowledge in the practice through the assignment and essay. 

Likely, the different teaching methods were also proved by the student interviews. 

Students from the Soochow University all give the similar words like they play the 

listener roles in the learning process, the examinations are the main evaluate 

pattern, teachers and professors leading the value create in the classroom, and 

students more likely directly adopt the knowledge from their teachers without self-

thinking process. I would like to conclude as they know the knowledge rather than 

they understand the knowledge. In XJTLU University, students appreciate their 

teachers’ interactive teaching method, which make them become the main part of 

the study and initiatively to use the book knowledge into the assignment. Compare 

to the traditional university, the students perceive they spend more time on 
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proactive self-study, whist co-create and gain more value from it, even they need to 

pay more tuition fees but the experience worth that price. So as Pine & Gilmore 

(1998) stated the service design must show it has more benefits than costs and the 

theme could capture the customer attention and interest to experience the service.  

Gustafsson and Johnsson (2003), Yi and Gong (2007), and Bitner et al. (2008) 

point customer roles are the crucial part of value co-creation, they are seeking for 

the memorable experiences by purchasing the service, whilst those satisfied 

customers could five more efficient response and spread the purchase intention to 

others, therefore the service design should focus more at understanding customer 

and creating experience to satisfy their expectation by improve quality and 

eliminate non-value steps. The expectation and future influence findings are quite 

different from those two universities. In my opinion, there are three reasons that 

generate the different findings. Firstly, even the entrance score lines are both quite 

high, but to be honest people who fail to enter Soochow University might in turn 

to XJTLU University. From the background information, Soochow University has 

better reputation, awareness and rich history than XJTLU University, as customers, 

students more willing to choose Soochow University and place higher hope and 

expectation on this university. Whereas students who reluctantly enter the XJTLU 

University with lower expectation, therefore what they gain became more valuable 

in their eyes. Secondly, as aforementioned, memorable experience should be able 

to capture customers’ attention and interests. In the educational service, how to 

make students acquire more knowledge and skills to benefit their future are crucial 

to assess the service quality, therefore the interactive study process more valuable 

to the students and create better experiences. Thirdly, they might have different 

life planning. People who enter Soochow University expect get a good job or go 

for master study after graduate. But most people study in XJTLU University has 

more clear goal, they will go aboard to further studying in elite universities in the 

world. Therefore they have better satisfaction of the influence from the university 

education. Besides, we can find the clues from the student words to confirm my 

deduction. The students from Soochow University identified their study 
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experience and diploma as the step stone for their future, and the real working and 

life experiences all need to be gain from the time they do internship or on the job 

position. Diversely, the students from XJTLU University defined their study 

experience give them positive influence to the future life, they know what they can 

do and what they want to have in the future, moreover they were fostered the self-

thinking ability.  

Generally speaking, through the comparison of the findings from the two 

researched universities, they have several differences. Fundamentally, those two 

universities build up within different business models determined they will 

contents different key partners, resources, customer relationship and so on, which 

then come to use different feature and strategy to develop their business operation. 

Secondly, service delivery is crucial to the value creation and the achievement of 

value proposition, hence the teaching method exerts enormous effect to the 

customer experience. The interactive teaching method guides the knowledge study 

as well as develops the self-thinking ability in the value co-creation process. In the 

long-term consideration, follow the globalization trends, the university reformation 

to combine the local cultural advantage and the western freedom academic pattern 

to train the future generation is quite important.   

5.2.2.  Service Quality 

Helms and Key (1994), Quinn et al. (2009), Vargo and Lusch (2011) stated that 

students purchase the service but have to accept the evaluation from the 

educational institution, which makes them more like co-creator and the key 

resources to co-create value as teachers and other facilities follow the result of 

global changes and competition to insure the service quality. Parasuraman et al. 

(1988) defined the elements in turn, Reliability inspect how well the services are 

delivered to customer, Tangibles measure the physical evidences during the 

purchase process, Assurance estimate the staff abilities, knowledge and skills to 

gain customers confidence, Empathy assess what kind of relationship is built 
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between client and stuff, and the Responsiveness defined whether service provider 

capable and willing to supply high quality service and solve problems promptly.  

According to my research, the teaching standard is a key factor in determining the 

quality of teaching such as how to preparation, how to use teaching method, how 

to effectively guide the students, how to create a classroom atmosphere, how to 

teach with high efficiency. Even though, the level of university teachers in 

continuous improvement, but the university enrollment expansion disperse the 

teachers’ full abilities, which lead to the service quality drop in traditional 

universities. The rapid expansion of the university campus and facilities 

significantly improve the condition, the physical environment and facilities are 

equally equipped compare to western universities, but qualified teacher recruitment 

cannot catch up with the speed of the enrollment expansion.  

The traditional teaching method is a failure point and must be reformed problem 

in my opinion. At least over ten years, the biggest change on teaching method for 

most traditional Chinese universities is increase of multimedia technology using. 

As I wrote down in the findings and comparison, teachers play the main role in the 

learning process. Teachers single-track “perform” their knowledge, students act as 

spectators or listeners without self-thinking. The knowledge or information is a 

one-way flow from teacher to student, which is poured into the knowledge to 

students. Teacher is the center, who creates the value, unified teaching materials 

pilot the study contents. The class hours is the most important study time. Follow 

this method, the quality of education only assess by the examinations. The 

outdated teaching method, resulting in the quality of university education is not 

high. To improve the quality of education, university teaching methods must be 

innovative.  

In turns to analysis the new teaching method that XJTLU University using. As the 

background in the findings, the university is cooperative by a Chinese university 

and a British university, therefore the innovative teaching method is using by 

reference. From my perspective, the method combine the research and teaching, 
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students and teachers are both crucial in this learning process, they co-create the 

value and experience. To evaluate the service quality, they result of examination is 

not the only pattern. Cite seminar as example, teachers give questions to students 

to answer by self-study, and then organize discussions through interactive between 

students and teachers to exchange views. The traditional method is similar to 

"parrot", teachers impart the knowledge and students repeat it. Seminar is not the 

case, the questions allow students to develop self-study ability, create their own 

learning process under the guidance of teachers. 

Pang (2006) point out in the modern world, almost everyone in the education 

system to train the individual competitiveness to compete respective positions in a 

globalized environment, enabling individuals to consolidate their position and 

strengthen its own competitiveness. There is one more thing to influence the 

educational service quality. The enrollment expansion create big students group, in 

most traditional university almost every class has a lot of students. Generally 

students in the same major have all the same classes, so they have fixed classmates. 

But it is not good for students to develop self-thinking ability and creativity, a 

same group of people always stay together, then it is hard to learn new things from 

each other. Therefore the traditional university could learn from the XJTLU 

University or western pattern, arrange team work assignment and meeting with 

them in same group in different time to develop student ability. Through the self-

study learn to extend the content from textbooks to all knowledge systems related 

to the course and practice areas. 

Secondly, it gives students a high degree of autonomy. To improve the educational 

service quality and achieve the reformation, students must initiative the self-study, 

not only the textbook but also reading literature to explore the problems in 

practice and experiment to pass the assessment. The large amount educational 

organizations to compete on the market by the reputation and rankings, therefore 

the clients have been placed in the center to shape the value (Cuthbert, 1996; 

Harvey and Busher, 1996). Therefore the reformation require the teachers 

centered system turns to students centered and interactive teaching method to co-
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create value and study experiences to ensure the service quality. Students through 

the study of courses to more in-depth to explore learning, students will be able to 

get pro-active development.  

Thirdly, the reformation should not abandon the cultural stuff. As I wrote down in 

the findings, the presidents from both universities confirmed the importance of 

reformation to comply with the culture; students should also be able to learn the 

way of being proper human being in the society. Through those team works 

projects after school activities, students could learn to exchange their thoughts, 

integrate ideas by seeking common points while reserving differences, and adopt 

to cooperate and communicate with co-workers. Hence, the college life could also 

be challenge to students, from my point of view, if the traditional university could 

reform their educational system like this, students will gain more value and 

experience which could benefit the whole life from the study years.  

5.3. Will XJTLU business model become main stream? 

In my opinion, the international cooperative is the new trend for the universities 

all over the world. But it is hard to identify the XJTLU University to become the 

main stream of university reformation. As aforementioned, business model, it is 

seen as the system or core logic to create value related business organization and 

its product/service commercially (Hawkins, 2001). But also the service delivery 

plays very important roles to determine the customer value and customer 

experience. From my research findings, there are no significant data can prove that 

cooperative can bring higher value and better customer experience to the students. 

But XJTLU University as the pioneer of university reformation in China, the 

cooperative offer a platform to allow the organization independently absorb and 

combine advantages resources on probation to co-create higher value and better 

experience during the service delivery. Moreover, as I mentioned in the 

background of XJTLU University, China only have one legally cooperative 

university now. Hence, from my perspective, this cooperative university could 

facilitate the service quality improvement and university reformation in China. But 
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the cooperative university cannot be the main stream in the future. It is the middle 

stage of the reformation. To complete and catch up the globalization trends, the 

reformation main stream might break the old educational system, involve new 

teaching method, train and recruit more talented teachers. Therefore the 

reformation could be achieved. Eventually students as customers could gain higher 

value and better experience from the college life to benefit their future life and 

society. 
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6. Conclusion 

The goal of this thesis is to through the comparison case study to evaluate whether 

the cooperative university could bring high customer value and better customer 

experience to the students. According to the discussion part, the research 

questions have been answered. The first research question was about to compare 

the differences between the Soochow University and the XJTLU University. From 

the discussion we can conclude that there are few key differences existed in those 

two universities, which lead to their different customer value and customer 

experience. The XJTLU University and Soochow University take different 

education concepts, organizational system, teaching method, teaching materials. 

Through the comparison, XJTLU University could offer better customer 

experience to the students. From the student perspective, they learn more from 

the XJTLU University.  

The second and the third research question was about to find out the key aspects 

in customer value and customer experiences to influence the service quality in 

education organization. Although there might be a lot of other physical condition 

to affect the service quality, but the most important criteria are the way of teaching 

and the way of student studying, there must be an integrating process during the 

study. The teachers are not the charger of the classroom; the students also need to 

be involved into the study process to co-create higher customer value and better 

experience. The co-creation process help student understand what they are 

learning rather than just listen to the teacher. The third research was about to find 

out the way to satisfy students and improve their experience in the classroom. In 

the modern society, the successful teaching is no longer purely evaluated by the 

high score; the teachers must through the co-creation process let the students learn 

the independent thinking and self-learning ability. The way that teachers delivery 

their knowledge to students and the feedback from the students influenced the 

service quality. Also from the very beginning, the enrollment expansion also 

influence the service quality in certain extent, the teachers may not have enough 

energy to take care of large amount of students. Moreover the integrating between 
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students and students also influence the service quality, they can learn from each 

other during the class and after class communication.  

And for the last question, by the findings and discussion, the cooperative 

university brings higher customer value and better customer experience. Students 

pursuing gain more competitiveness to compete in the global market. The XJTLU 

University business model is in the initiate phase, but it is a pattern of 

manifestation of university reformation. It won’t be the end form of the university 

reformation.  

Though the globalization push forward the international cooperative, but the real 

successful reformation most though the international cooperative to improve the 

weak point and maintain the strong point to build up the modern university with 

our national feature. There are many unpredictable aspects of the university 

reformation results in the future, what I am doing now is just a research study of 

one specific pattern in various changing. The XJTLU University is a 

representatively example of university reformation, although it offers loads of 

good reference for those traditional universities which seeks for reformation, in 

the long run there still many unknown field. Our domestic traditional universities 

could take example of XJTLU University to assist the reformation to adopt the 

globalization, but most importantly they should absorb and synthesize the 

advantages of themselves and draw from the reference.  

During my own research study, I noticed many of the Chinese university 

reformation researchers mainly focus on extend the advantages of western 

universities or promote the international programme. It is hardly to find out paper 

like my thesis to investigate and compare the differences between the cooperative 

and traditional university. For the future concern, if there are more people to 

devote their knowledge and study to research this education service field, I hope 

they could notice my research results in this paper to assist their future study. The 

higher education is important to every personal in present society, as 

aforementioned the better way to improve education quality, bring better value and 
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experience to students is change the traditional teaching method and create 

integrated classroom environment. The future study could focus on how to change 

the teaching method and create integrated classroom environment in order to 

develop the better education quality. Afterwards, the successful university 

reformation could help the students gain more competitiveness to plan a better 

future after the university study.  
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8. Appendix 

8.1. Interview question 

- Employees (two universities) 

How long you became a lecture or professor? For what field? 

What are the most important or worthwhile qualifications of  a good 

teacher? 

How would you go about planning a good lesson? Why it is good? 

How would you identify special needs of  students? 

What methods have you used or would you use to assess student learning? 

What kind of  leaning environment you try to create? 

How you reinforce major ideas or concepts that you want students to learn? 

What do you think the differences between the traditional university 

teaching and new university model as a teacher/professor?  

 

- Students (two universities) 

What subjects are you studying? 

What year of  study are you in? 

Why you choose come to this campus? How did you hear about the 

university and course you take? 

How you think about the teachers/ professors in the university? Are they 

good at teaching? Are you satisfied with the course? 

What was your expectation before you enter to this university? 

Do you think the education you get from here could influence actively your 

future life?  

What’s the difference between study in traditional university and new 

university model from your perspective? 

How does the teachers to assess your learning? Exam? Paper? Seminar? 

 


