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This report examines areas of best practice in Tertiary Education in New Zealand that can be applied 
in Higher Education in the United Kingdom. It pays particular attention to the enhancement of the 
student experience, meeting student expectations and widening access to those from non typical 
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Introduction 

In November 2010, the British government pushed through legislation to raise the cap on tuition 

fees for students in English universities to a minimum of £6,000 and a maximum of £9,000. This was 

followed up by the government’s white paper on Higher Education which brought about wide 

changes to the student funding that supports students at universities in England under the new 

system. The new system is likely to cause many difficulties for Higher Education. 

The purpose of this report is not to criticise those changes, but to examine the systems used in New 

Zealand regarding the way in which expectations are managed and the student experience 

enhanced. The aim of this report is to find ways to make our new system work for the benefit of 

students. 

Methodology 

During my time in New Zealand I conducted interviews with students’ association officers, university 

staff, and students as well as holding focus groups with students from a variety of backgrounds and 

visiting a great many institutions. I could not have been more fortunate that to visit such a wide 

array of institutions in the country and to enjoy such open and frank discussions with those I met. 

Their feedback and my observations have formed the basis of this paper, along with a wide selection 

of sources from both within and outside of NZ, and from the publications of many of the institutions 

I visited. 

Higher Education in New Zealand 

Higher Education in New Zealand is known as Tertiary Education as it forms the third tier of the 

three part New Zealand education system. Primary and secondary educational structures in NZ are 

much the same as in the UK, following a curriculum and national qualifications framework. During 

the final years at high school, students work towards a National Certificate of Educational 

Achievement. The results, and level of certificate obtained, are used to make decisions on University 

admissions. Applications to universities are open and are made directly to each institution. In 2009 

273,867 New Zealanders were enrolled in some form of tertiary education. This is equivalent to 6.2% 

population1. Over a fifth of Kiwis aged between 25 and 64 have attained a tertiary education level 

qualification at degree level or above2. In 2007 when this figure stood at 41% for New Zealand, it 

stood at 32% for the UK. 

The qualifications structure is largely similar to UK Higher Education but has one major difference. A 

three year course will obtain you a Bachelor’s degree in New Zealand, but if you want an Honours 

Degree you will need to complete an extra year of study. This 3+1 format is not universal but is the 

norm for Kiwi bachelor degrees. All universities in New Zealand are regulated by universities New 

Zealand who carry out a similar role to the UK’s Quality Assurance Agency for Higher Education. 

                                                           
1
 Tertiary Education Learners Summary 2009, Statistics New Zealand 

2
 Educational Attainment in the Adult Population, NZ Government – 

“http://www.educationcounts.govt.nz/indicators/main/education-and-learning-outcomes/1903” – Accessed 
9

th
 September 2011 

http://www.educationcounts.govt.nz/indicators/main/education-and-learning-outcomes/1903
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Universities are not the sole tertiary education institutes in New Zealand. Unlike in the UK, 

universities run alongside Polytechnics. In fact, before 1961 there was one university in NZ with 

several colleges. Currently there are 8 universities in New Zealand: 

 Auckland University of Technology 

 Lincoln University 

 Massey University 

 University of Auckland 

 University of Canterbury 

 University of Otago 

 University of Waikato 

 Victoria, University of Wellington 

There are also 23 polytechnics, known as wananga, which provide vocational, professional and 

technical courses. 

Government Funding 

Universities in NZ, as in the UK, are funded through a combination of government grants direct to 

universities, alongside student loans and grants to cover tuition fees and living costs. Due to the way 

university funding has developed over the years, there is no set tuition fee level in NZ. However, the 

balance of payments between the NZ government and the student is illustrated by a recent report 

commissioned by the Association of University Staff and the New Zealand Vice Chancellor’s 

Committee (NZVCC)3. The report revealed that only 38% of university funding came from the 

government whilst 31% came from student tuition fees. When compared to other countries at the 

time these statistics were wildly outside the norm, notably so when compared with Australia, which 

derived only 19% of its university income from tuition fees. 

Until 1989, fees for domestic students in NZ were comparatively low. The fee for full time study at a 

NZ university was less than $300/£156. For most students 90% of that cost was met by the 

government through a fees grant, paid through the student support system. In 1990 the Labour 

government introduced a flat $1250/£650 standard tertiary fee for full time students. The National 

Party government abolished the £1250 fee in the 1991 budget, but allowed institutions to set their 

own fees without any government regulation. 

Initially most institutions introduced their own flat fee; over time variable fees began to be 

introduced, dependent on subject discipline and level of study. During the 1990s, fees continued to 

increase by an average of 13% a year. The equivalent full time student system of government 

funding for direct university funding was also introduced by the 1991 budget, which continues to 

form the basis of today’s government funding to universities. As the rate of government funding 

began to decrease, universities sought to replace that funding by increasing their tuition funding. In 

2004 it was reported that funding to universities per domestic full time equivalent student fell 

                                                           
3
 NZVCC and AUS, Deloitte Report on Public University Funding, November 2006. 
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34.76% (in 2002 prices) from $11,293/£5872 in 1980 to $7,367/£3831 in 2002. Between 1991 and 

2002, EFTS funding fell by 73% of university total operating revenue to 42%.4 

Tuition fees in NZ have continued to rise in recent years with the exception of the Labour-Alliance 

government’s fee freeze between 2001 and 2003. In 2003, the government announced the Fee and 

Course Costs Maxima (FCCM) Policy in the budget. Maxima levels were announced thereafter 

annually. The fee maxima policy allows institutions to increase fee levels by as much as 5% (The 

Annual Fee Movement Limit (AFML)) towards the relevant fee maxima. However, some tertiary 

institutions applied to the Tertiary Education Commission for exemptions to the AFML and this had 

resulted in 10% increases for a number of students at those institutions over the last decade. 

The NZ government claims that the fee maxima policy is about maintaining affordable tertiary 

education. The New Zealand Union of Students’ Associations says this is far from the case when the 

policy has resulted in fee increases. The 2004 Income and Expenditure Survey stated 79% of students 

in NZ agreed that fees are too high, while two thirds believe public tertiary education should be fully 

funded. 

Due to the fee maxima policy certain institutions were able to get higher fees in earlier than others 

and as such there is no flat rate fee in NZ. However, an estimate of fees across the 8 universities is 

available from Universities New Zealand.5                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                 

Student Funding 

Most tertiary education students rely on some form of state funding to pay for their tuition and 

living expenses. Mostly, students rely on state provided student loans and allowances. Secondary 

school students sitting the state run examinations are awarded bursaries and scholarships, 

depending on their results, that assist in paying some tuition fees. Universities and other funders 

also provide scholarships or funding grants to promising students, though mostly at a postgraduate 

level. Some employers will also assist their employees to study (full time or part time) towards a 

qualification that is relevant to their work. People who receive state welfare benefits and are 

retraining, or returning to work after raising children, may be eligible for supplementary assistance; 

however students already in full or part time study are not eligible for most state welfare benefits. 

Student Allowances, which are non-refundable grants to students of limited means, are means 

tested and the weekly amount granted depends on residential and citizenship qualifications, age, 

location, marital status, dependent children as well as personal, spousal or parental income. The 

allowance is intended for living expenses, so most students receiving an allowance will still need a 

student loan to pay for their tuition fees. 

The Student Loan Scheme is available to all New Zealand permanent residents and can cover course 

fees, course-related expenses as well as provide a weekly living allowance for full-time students. The 

loan must be repaid at a rate dependent on income and repayments are normally recovered via the 

income tax system by wage deductions. In July 2005 the Labour Party announced that they would 

                                                           
4
 Scott and Scott, Changes in University Funding, 2004 

5
 Universities New Zealand, Fees for Domestic Students 2011 - 

http://www.universitiesnz.ac.nz/files/FEESNZ11.pdf - Accessed 12th September 2011 

http://www.universitiesnz.ac.nz/files/FEESNZ11.pdf
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abolish interest on Student Loans, if re-elected at the September election, which they were. From 

April 2006, the interest component on Student Loans was abolished for students who live in New 

Zealand. 

The scheme covers compulsory costs such as tuition fees which are paid directly to the institution. It 

also covers up to $1000 of course-related costs such as stationary, books, equipment etc. This is paid 

directly into the student’s bank account. Students can also take a loan to cover living costs such as 

rent, food, travel etc. This maximum that can currently be borrowed for living costs is 

$163.38/£84.96 a week minus any student allowance received. This is equivalent to less than £4500 

a year which, compared to the UK loans scheme, is low. Consequently many students work and live 

in their parental home. 

While the borrower is a resident of New Zealand, loans are repaid at a rate of 10 cents for every 

whole dollar of taxable income earned over the repayment threshold of $19,084/£9924 per annum 

($367/£191 per week), an amount roughly equivalent to the unemployment welfare benefit is 

exempt from assessment. 

Student Associations 

Most TEI’s have a students’ association who are responsible for representing the views of students 

at that institution and provide services for their members. They are largely similar to students’ 

unions in the UK and operate on a similar basis. They hold annual elections to elect executive 

committees and often have a full time president who is paid by the association. Student Association 

membership is automatic and on an opt-out basis to the students at an institution. Students’ 

Associations are able to levy an automatic compulsory membership fee to their members. At the 

time of writing the New Zealand government were putting forward a bill on voluntary student 

membership to parliament which would move membership to an opt-in.6 

Many students’ association are members of the New Zealand Union of Students’ Associations, a 

similar body to the UK’s National Union of Students. This body lobbies government on student rights 

and promotes the ideal of free tertiary education in New Zealand as well as acting as a federation of 

students’ associations and helps them to develop further. 

It looks likely that VSM will cause students’ associations many difficulties if successful, both in terms 

of finance and political legitimacy. As such it is something the NZUSA are continuing to oppose and 

lobby against. 

New Zealand also has 9 Māori or Pacific Island Students’ Association. These Associations work in 

parallel to the overall students’ associations but promote the rights and views of their members and 

provide services to their members, who are often the most poorly represented at TE level and also 

attain lower than their white European counterparts. 

 

 

                                                           
6
 The Voluntary Student Membership bill was passed in the NZ Parliament on 28

th
 September 2011 
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Sociological Context of Students in the UK and NZ 
It is important to note the different evolutions that have taken place to put much of the information 

that will come into context. Whilst attitudes and the current positions of students in the UK and NZ 

are broadly similar, some of the remaining differences can be explained by the different routes the 

two groups have undergone to come to their current position. 

Universities have been around in the UK in the UK for almost a millennium, with teaching being 

recorded at Oxford as far back as 19067. The first students’ union in the UK was at St Andrews 

University in 1864 and University College London Union was recorded as being established in 1883. 

Students’ Unions thereafter grew to represent what at the time was a white upper/middle class 

student body. 

After the Second World War, the British Empire finally began to disintegrate as many former 

colonies began to gain their independence; mass immigration to the UK began. From 1947 onwards 

large numbers of immigrants arrived in the UK, predominantly from former colonies such as India, 

Pakistan and other former colonies. Suddenly Britain began to realise that it had become far more 

diverse than it had ever been. The natural knock on was that Universities have continued to become 

far more diverse in the UK ever since. Yet students’ unions have changed very little in their models 

since they were incepted. They continue to use a white upper/middle class model despite many 

Universities (Kingston particularly) not reflecting this in their student bodies. 

New Zealand however is a comparatively young country and one that has been liberal in spirit for a 

long time. It was New Zealand that first gave women the vote in 1893 before any other state, and 

New Zealand that has grown as a country with Māori becoming increasingly integrated in society 

since their gradual independence. Māori culture has developed within and alongside that of the 

White New Zealander and therefore the structure in New Zealand has developed in a far more 

appropriate way for the demographic than they may have done in the UK.  

It is also worth noting that ties between the UK and NZ in terms of trade and government continued 

to be strong despite independence and many New Zealanders continue to travel widely. Many kiwis 

have a strong international perspective necessitated by their small population and geographical 

isolation. 

Areas of Interest to UK HE 

New Zealand tertiary education has many similarities and difference to UK higher education. The 

following are areas where I have observed practice that may be useful in UK Higher Education.  

Maori Students Associations 

Māori Students’ Association represent New Zealand’s indigenous students and most prominent 

minority. They work in a similar way to students’ unions and offer services to their members as well 

as representing their views. At the University of Canterbury for example there are two Student 

                                                           
7
 A brief History of Oxford University 

http://www.ox.ac.uk/about_the_university/introducing_oxford/a_brief_history_of_the_university/index.html 
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Associations: the University of Canterbury Students Association (UCSA) and the University of 

Canterbury Māori Students Association (MSA).  

 

In 2007 only 5% of students at UC were Māori students8. They are represented by the management 

executive of the Māori Students’ Association which also provides services to students on behalf of 

the University as a sub contractor. They receive an annual grant equivalent to a variable percentage 

of the student services levy from Māori students. This is then used to fund the Whare (Māori 

Student Centre and Meeting House), and services specifically for Māori including tutors and mentors 

for Māori free of charge as well as social and cultural events in the Māori tradition. 

 

Māori are becoming better represented at university in New Zealand but are still in the minority, 

making up 10.75%9 of the total university population (and 15.05% national population.)10 Māori 

students are also far more likely to fail part of their degree with a pass rate of 73% whilst their white 

European counterparts have a pass rate of 84%11. However, the picture is not as bleak as one might 

think for Māori. More Māori are entering the professions than ever before, and there is a marked 

improvement in pass rates compared with previous years.  

 

There are likely to be many sociological reasons for this improvement, but can in part certainly be 

attributed to support systems offered to Māori students via their associations.  At UC Māori students 

have access to a mentor and tutor free of charge to help them in their studies. This support proves 

invaluable to many and may be the cause of the recently improving pass rates. 

 

It is also possible that the attitude of the iwi (tribes) has helped with improving participation rates 

amongst Māori. Many of the iwi take the view that opportunities in education are the best way of 

rebalancing the economic gap between the Māori and their fellow Kiwis. The rise of Māori Studies as 

an academic subject may also have had an impact. In the UK it is often the case that family or culture 

can have strong impact into the decisions people make regarding education. Changing attitudes in 

New Zealand appear to having a positive impact. It therefore becomes worth asking whether more 

effort ought to be made in the UK into working to encourage and educate parents about higher 

education so that they may be more encouraging in turn to their children when considering a higher 

education course. 

 

It is clear however that making tertiary education meet and meld with Māori culture has had a far 

greater impact than trying to change that culture ever could. Māori student associations are a 

fantastic example of how student representation can have an amazing impact on students through 

being relevant and adapting to the needs of their members. The way the organisation embraces 

Māori culture rather than enforcing white European structures upon the students makes them 

accessible and positive for the students they represent. We could do well to learn the lesson that 

one culture is not always the way forward in the UK and that multiculturalism goes further than 

giving everyone a vote. 

 

                                                           
8
 University of Canterbury, Data Handbook 2007, Table 10 

9
 Statistics New Zealand, ‘Summary of Learners in Tertiary Education 2009’,  LNR.1 

10
 Statistics New Zealand, ‘National Population Estimates June 2010’ and ‘Maori Population Estimates 2010’ 

11
 Statistics New Zealand, ‘Summary of Learners in Tertiary Education 2009’, LNR.4 
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An interesting comparison could be made to Islamic Societies and Afro-Caribbean Societies in UK 

universities. Often they better represent the views of their members (and two our largest student 

minorities) than students’ unions can. It could therefore be argued that a closer working approach 

between unions and such societies is needed to better represent the views of such minorities rather 

than trying to force a global union voice onto those students.  

 

Students in Control of their Services 

One of the most different aspects of tertiary education in New Zealand is the student services levy. 

This idea is not an idea peculiar to New Zealand but is found in some form or another across other 

former British colonies. In New Zealand and Australia, it is known as the student services levy, in the 

United States it is often known as the student government tax or services tax. 

The student services levy is an additional fee paid by all students at a certain university for services 

not directly related to their tuition. This fee is normally not equivalent to the total cost of those 

services but it is equivalent to a proportion of the total amount. In New Zealand the introduction of 

student services levies was undertaken by universities due to increasing costs and decreasing 

government funding. This is likely to appear immediately to the eye of a students’ union officer in 

the UK, another hidden fee, however the model operated in New Zealand does have some positive 

aspects. 

At the University of Canterbury (UC), the student services levy was brought in 2010 as government 

funding was no longer covering the cost of student services. The levy as of this year stands at 

NZ$615 (inc GST – equivalent to VAT). According to UC this is equal to about 75% of the cost of 

student services at the university. All students pay the levy, although some students qualify for a 

rebate (e.g. distance learning students or those with financial hardship). It covers costs of: 

 Early Childhood Centres 

 UC Careers and Employment 

 Student counselling 

 Disability Support Services 

 Hardship Funds 

 Health Centre 

 International Student Support Services 

 Learning Skills Centre 

 Maori and Pacific Development 

 Student Advocacy Services 

 Adult Student Support 

 Accommodation Services (excl. halls) 

 Mentoring Healthy Lifestyles (excl. Recreation Centre membership) 

This appears at the first glance to be a somewhat harsh arrangement on the student; however some 

aspects of the way the system is operated are extremely positive. The University of Canterbury 

Students’ Association (UCSA) conducts an Annual Survey that forms recommendations to the Vice 
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Chancellor on how the levy should be spent. This survey is known as the Student Priorities Research 

Report (SPRR)12. 

The SPRR asks a set quota of students at the university for their Opinion on the services provided for 

by the levy. Students are asked about usage of services, personal priorities, and how they would 

allocate the levy across those services. Most importantly, they are asked what services are missing. 

As a result of the SPRR, the Student Association has recently begun to operate a subsidised dental 

service for students (something sorely needed), and has allocated further funding towards Careers 

and Employability. This was due to these services being requested and stated as a priority by the 

student body. 

The accountability and control students are given through the SPRR is to be commended. It offers 

students the chance to shape their experience at the University and make changes to the services 

they pay for. It also brings a level of clarity to what fees are going towards and makes the useful 

distinction between academic and generalist service fees. 

It is not without its problems. At UC the SPRR found that many students did not fully understand the 

levy and how the system worked and this led to some students feeling they were getting poor value 

for their levy dollars. Others felt many services should be paid for by users or the government. 

Whilst the system is not perfect, one wonders as to the wisdom of giving greater detail about what 

the new fees will cover at home.  If fees were to be broken down to give a clear understanding of 

how they were allocated and if students had an element of control over their services, would that 

not be a positive step forward for the student experience in UK universities? 

A new statement of fees that split the total fee into sections and gave clear information on how each 

allocation was spent would be far more accountable, and if we then actually asked students how 

they would spend it, suddenly we may actually be able to respond to student need more effectively. 

In a strange way, it may be that the student services levy indirectly helps meet student expectation 

and learning how we can do that at home is the one of greatest challenge we face post 2012. Giving 

students control over their services and funding may be a way of being far more accountable and 

transparent but it is also a way of matching student need to services. 

Student Commercial Services 

The life cycle and journey that students go through is not purely academic. Students’ lives are a 

complicated balance between work, study and play. Often their needs are far more complex than 

many people would consider. Students live off limited budgets and have to balance the varying 

demands of their lifestyle effectively. The services that universities and students’ 

unions/associations offer should enhance the student experience, understand the complex demands 

on their time and aspirations, and should complement them. 

                                                           
12

 University of Canterbury, Student Priorities Research Report, 2010 

http://www.canterbury.ac.nz/enrol/documents/SSLAB_Preferences_Research_17092010.pdf
http://www.canterbury.ac.nz/enrol/documents/SSLAB_Preferences_Research_17092010.pdf
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The commercial services offered by the student associations in New Zealand are not completely 

alien to us in the UK. UCSA at University of Canterbury for example have a constitutional 

requirement to have an alcohol-licensed bar on campus. This has caused them particular problems 

in the wake of the Christchurch earthquakes as the Student Association building was one of the few 

on campus to be red-zoned. But the commercial services offered by student associations in New 

Zealand are far more varied than we are used to. Only around 15% of UCSA’s income is derived from 

the block grant from the university, the remainder comes from their commercial services which until 

recently was essentially a student shopping centre with everything from bookshops to a travel 

agent. 

Admittedly one of the things Kiwis have in abundance is space.  NZ has a far lower population and is 

consequently much less densely populated than the UK. However the interesting aspect of their 

services is the level of understanding shown in developing services to match student needs. Some 

Student Associations run services such as a student removal firms to helps students move from 

rental to rental on the cheap, others run student only estate agents. UCSA as a result of the annual 

SPRR have recently started a dental plan as students said they couldn’t afford dental insurance. They 

are now working with a dentist to open a surgery on campus. Some of these ideas are space 

intensive and some are less so, but they all show an intuition as to what students need and provide 

for that need.  

Students in the Community 

On 4th September 2010 and 22nd February 2011, Christchurch was struck by devastating 

earthquakes. The February earthquake shattered a once beautiful garden city and took 181 souls to 

their graves. The cost of repair is estimated in the billions of dollars. A city was knocked to its knees. 

One would expect to see the government and even foreign governments sending troops and rescue 

services to help. No one expected Sam Johnson and the University of Canterbury’s Student 

Volunteer Army.  Following the aftermath of the earthquake the 21 year old Political Science and 

Law student organised fellow students to help with non life-saving tasks. They delivered aid, cleared 

out liquefaction and got the city moving again. At its peak, the Army had 13,000 students 

volunteering a week and had supporters from Prime Minister John Key to US Secretary of State 

Hilary Clinton. Even Russell Crowe picked up a shovel. 

The people of Christchurch no longer just view students as a nuisance; they view them as friends and 

fellow residents. Students saved the day and continue to do so.  

At the Christchurch Polytechnic and Institute of Technology’s Broadcasting School (CPIT), students 

are trying to keep the people of Christchurch upbeat. CPIT’s radio station 96.1fm is one of the more 

popular radio stations in New Zealand’s second largest city. The students there are focusing their 

programming on the rebuild of the city and keeping people’s spirits up and it appears to be working 

with particularly high ratings this year.  
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The incredibly sad thing about the flourishing relationship between students and the community is 

that it took two major earthquakes and 181 deaths before it could flourish beyond issues of liquor 

bans around the university and the annual Engineering Society road trip to Dunedin. 

But once the community and students needed each other and found common ground the 

relationship improved dramatically. Does it need a major natural disaster to achieve? No, it just 

needs a shared value and interest and the drive to work together on it. Adult education classes run 

at the University, students as police officers and in volunteering in schools, the University running 

outreach projects, community run cooking classes for students... Many of these projects we do, 

some we don’t, but where there is give and take between the University and the Community, then a 

beneficial relationship can flourish. 

Student Expectations 

 

As some of the background on NZ TE will have shown students in New Zealand are not in the same 

situation financially , however they feel the effects of financial pressures equally so if not even more 

than UK students. 

 

According to an NZUSA survey 58% of students are stressed about their financial situation and the 

number of students managing to find part time work to subsidise their studies has dropped in recent 

years from 90% to 65% as part time work becomes more difficult to find.13 

 

But from the focus groups I conducted in New Zealand it becomes clear that students have four 

broad expectations of their time at University in New Zealand: 

 

 A graduate level job after graduation 

 To be supported by the university during their studies 

 To have excellent teaching and a degree with a good international reputation 

 To enjoy their time at University 

 

All of these expectations are broadly similar to those most UK students would express. Graduate 

level employment is becoming an increasing problem in New Zealand for graduates and many are 

heading overseas. This is why for many students the international reputation of their HEI is 

important to them. 

 

The student experience once again makes an appearance in the concerns of students in New Zealand 

as well. Students do not just go to University for their degree; a good institution should offer 

extracurricular activities, transferable skills, opportunities to learn independence and, above all, to 

enjoy their learning experience. The National Student Survey satisfaction levels in the UK will 

inevitably measure this and it makes it all the more clear that focusing on teaching alone will never 

be enough for the UK HE market. It is not enough to be good academically, but to stand out students 

need to be given the chance to build themselves up as all-rounders. 

 

                                                           
13

 NZUSA Income and Expenditure Survey 2011 
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The key moments where we deal with students and get it right must become the standard, rather 

than a pleasant one-off. It is getting those moments right that will ensure that one bad key moment 

doesn’t ruin someone’s experience at University. Students in New Zealand, according to many of the 

staff and student officers consulted during this research, expect to be deal with by staff like 

customers: in a courteous and helpful manner. In the UK students are also coming to expect this and 

it must become the norm that every interaction between student and staff has a positive outcome, 

whilst still protecting the academic/student relationship. 

 

 

 

Conclusion 

Whilst the situation surrounding New Zealand’s tertiary education is not entirely different from the 

UK Higher Education, there is evidence that structures are better developed towards meeting 

student expectations. Students are central to the operation of tertiary education institutions in New 

Zealand and have high, but not unreasonable, expectations. 

If in the UK we can structure our universities and the culture in those institutions towards meeting 

student expectations we can meet the challenges that the new post 2012 era will bring. The new 

reality is that students will have expectations similar to that of a consumer; every time we fail to 

meet them we will detriment the reputation of the institution. In the context of the changes to HE in 

the UK and the advent of the Key Information Statistic Sets, mistakes like this will ultimately govern 

the survival of universities. 

It is clear that some of the structures that have developed in NZ have great impact and positive 

aspects of student services levies should undoubtedly be explored further for application in the UK. 

We must become more transparent and accountable; we must deliver on our promises and ensure 

we listen more effectively than ever. If Kingston is to lead it will require a major culture shift across 

every level of the institution to deliver this and it is essential that we aim high.  

For the Higher Education sector nationally the same principles must apply. Universities must be 

intuitive, open and transparent as 2012 will see a major shift in student culture and we must change 

to cope with that. What will we do to meet that challenge? 

 

 

 

 

 

  


