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ABSTRACT
Australian universities are subject to Quality Audits undertaken by the Australian
Universities Quality Agency (AUQA) which is an independent body set up by
Commonwealth and State governments managed by a representative Board comprising Vice-
Chancellors among others.  Curtin University of Technology was one of the initial group of
universities selected for audit in 2002.  This paper describes the preparation for the audit
undertaken by Curtin as it related to the University’s international activities.  It highlights the
importance of having a robust structure with supporting policies and procedures in place,
particularly for offshore operations.  Curtin had a policy in place to regulate the establishment
of offshore programs as early as 1988.  This was replaced in 1996 by a new policy with
procedures for annual reviews.  Revisions have seen approval of  risk management and
governance strategies, the need for which had become evident through implementation of the
policy and procedures.

AUQA is interested in the quality assurance processes each university has established, the
way they are implemented and reviewed, and how the outcomes are monitored to make
changes to improve the provision of services and products to students and other clients.  As
well as evaluating the efficacy of the current procedures for the management and review of
offshore programs, preparation for Curtin’s audit involved a self-assessment of all of the
University’s international activities both on and offshore (including its offshore campus in
Sarawak).  In presenting information on Curtin’s experience in preparing for its AUQA
quality audit, the issues and risks to be considered in putting quality assurance processes in
place for offshore programs are addressed.   The value of recognising the importance of
implementing these processes and monitoring the results, independent of the imperative
attached to an AUQA audit, cannot be overemphasised.

INTRODUCTION

Curtin University of Technology was selected to participate in the first round of quality

audits of universities, being amongst the earliest audited in July 2002.  This paper focuses on

the preparation undertaken for the AUQA Audit in relation to its international activities and,

particularly, its offshore education services.

Version 0 of the AUQA Audit Manual (Woodhouse, 2001) mentions a reference to overseas

operations (Ch 2-9) made by Minister Kemp in December 1999 at a Seminar in Canberra

(Kemp, 1999).  Indeed a major reason for the setting up of AUQA by Commonwealth and

State Ministers of Education in 2000 was seen to be Australia’s export of education.  The

early version of the AUQA Manual states that, “where an institution has set itself the goal of
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internationalisation - integrating an international dimension into the teaching, research and

service functions (Knight & de Wit, 1999), this is audited along with its other objectives”

(Woodhouse, op cit).  The Manual also indicates that, should an audit panel see the need,

offshore visits might be conducted.

Version 1 of the AUQA Manual, May 2002 (AUQA, 2002a) devotes  Chapter 17 to

“Auditing Overseas Activities”.  The Australian Vice-Chancellors’ Committee statement on

Provision of Education to International Students (AVCC, 2001) incorporates principles from

the Code of Ethical Practice in the Provision of Education to Overseas Students by

Australian Higher Education Institutions and the Code for Provision of Offshore Education

and Educational Services which were brought together in 1998, and provides Guidelines for

universities.  The seven factors considered as “tests” for AUQA in determining whether to

visit collaborators or partners offshore take account of the AVCC’s statement.  These factors

are

(i) Materiality – consideration of the number of students and staff for each overseas

venue;

(ii) Significance – relationship of overseas activities to organisational strategies;

(iii) Risk – likelihood and consequences of things going wrong;

(iv) Risk to students – systems in place to deal with security for, and risks to, students;

(v) Practicality – the number and locations of overseas venues;

(vi) Host country accreditation – external quality mechanisms and registration bodies;

(vii) Necessity – the ability of the panel to acquire the necessary knowledge by other

means other than offshore visits.

It is evident that universities should take the messages implicit – and explicit – in the AVCC

statement and from the AUQA manual.  For example, the AUQA Manual indicates that basic

information should be provided on the location, nature and extent of all overseas operations

(AUQA, 2002a p48).  It is clear that the quality assurance processes adopted by the

university as being relevant for its operations should be applied with equal, if not greater,

vigour to offshore operations.

ISSUES AND RISKS

The issues (points for consideration and discussion) and risks (possibility of financial loss,

damage to reputation, litigation and any other contingencies against which the university

cannot insure) must be dealt with for all elements related to international education

operations.  Any university providing educational and support services to international



3 of 21

students, both on and offshore, should have a clear view and evidence of the efficacy of its

Approach (A), Deployment (D), Results (R) and Improvement (I).

In preparation for the AUQA Audit, Curtin set about articulating what was already in place.

In addition, a rigorous self-assessment and thorough reviews of current structures, policies

and processes was undertaken.  A number of issues and risks related to international

operations to be considered when preparing for an AUQA Audit are presented in this paper.

The paper is fashioned to describe Curtin’s engagement with these issues and risks as a case

study.  Details of the self-assessment exercise undertaken are provided to demonstrate how

information was sought about what Divisions and Schools are doing to address the issues and

risks associated with international education services.

INTERNATIONALISATION AT CURTIN

Curtin described its Approach for AUQA.

Curtin’s Strategic Plan “places particular value on the development of students and staff as

citizens of the world, emphasising an international outlook [and] cultural diversity.”  Its

Internationalisation Plan, developed after extensive University-wide consultation, identifies

priorities required to support that goal.  Schools have been asked to work with Divisions to

meet internationalisation targets outlined in the University’s Internationalisation Plan,

including an increase in the number of students enrolled in Curtin’s education programs

delivered offshore.

The Internationalisation Plan incorporates targets, indicators and measures as the basis of

reports to Planning and Management Committee (P&MC) and Council on progress with:

• internationalisation of the curriculum and campus culture;

• international enrolments onshore and offshore;

• market and product development strategies; and

• quality assurance in international programs.

Divisions and Schools include strategies, specific internationalisation targets, indicators and

measures that best reflect their own work in their own plans to operationalise objectives in

the University-wide plan for Internationalisation.  This is achieved using the four themes of

Curtin’s Planning Framework (indicated in brackets):

• establishing an international focus and cultural diversity through initiatives addressing

the relevant McKinnon Benchmark (McKinnon, Walker & Davis, 2000) (culture);



4 of 21

• providing internationalisation of the curriculum and international activities for students

and staff (core activities);

• identifying and pursuing new mutually-beneficial international partnerships, and

ensuring the quality of international programs by seeking feedback and acting on it

(students and clients); and

• balancing onshore and offshore programs to maximise returns and foster diversity by

investing resources realistically in marketing, staff development, student support and

new pathways from pre-tertiary sectors (financial security).

It is important to show the Deployment (D) of such an Approach.

By 2005 Curtin aims to achieve significant progress towards best practice in

internationalisation through:

• achieving University-wide commitment to internationalising the curriculum and

increasing opportunities for international mobility by staff and students;

• enhancing the educational experience of international students onshore and offshore;

• increasing international provision through new products and services;

• investing in the development of emerging and growth markets with long-term

potential;

• focusing strategies to expand market share in Curtin’s existing markets; and

• increasing Curtin’s profile and reputation overseas.

Administration of international activities works at several levels:

• International Office (IO): focal point for planning and managing all international

activities, including implementation of policies and procedures, maintenance of an ISO-

certified Quality Management System, and development of Curtin International College;

• Pro Vice-Chancellor (PVC), International and Enterprise (I&E): responsible for

planning, policy development, coordinating, monitoring, reviewing, and promoting of

continuous improvement in international student recruitment, international activities, and

internationalisation, and for reporting to Planning and Management Committee (P&MC);

• University International Strategy Group: chaired by the PVC (I&E) and

comprising all Executive Deans; meets regularly to review international activities and

develop strategy;

• International Policy Committee: chaired by the PVC (I&E) and comprising

International Coordinators from all Divisions, chairs of all Country Reference Groups

(CRGs) and representatives from relevant service areas; reviews policy proposals, shares
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information on CRG activities and opportunities, negotiates plans, and develops policies and

procedures for coordinating international activities;

• International Student Advisory Group: chaired by the PVC (I&E) and comprising

representatives from International Student Council, all international student associations,

Divisional International Coordinators and relevant IO staff; enables students to give

feedback on matters relevant to them and gain information to convey to fellow students;

• Country Reference Groups: chaired by academics with expertise in 15 key

geographic areas; each group comprises representatives from all Divisions and IO;

• Divisional International Committees: all Divisions have a committee responsible

for planning and coordinating international activities;

• Divisional International Coordinators: responsible for planning, policy

development, coordinating, monitoring, reviewing, reporting and promotion of continuous

improvement for international student recruitment, international activities and

internationalisation at the Divisional level; a conduit for communication on international

matters to the PVC (I&E) and relevant University committees.

So what?  What about Results?

International students have been part of Curtin since 1986, when government policy first

allowed their enrolment on a full fee-paying basis.  They now number around 4,000 EFTSU

from 90 countries, and generate around $50 million.  While this makes Curtin the largest

provider of international education in WA and third largest in the country, the quality of its

programs is more important than the quantity of its students.  The University is committed

to the relevant AVCC guidelines, and complies with the Education Services for Overseas

Students (ESOS) Act (2000). Early establishment (1986) of an International Office has

contributed to the success of onshore international operations, as evident from feedback in

student surveys.  Offshore programs are subject to a minimalist model of central

coordination to streamline processes and facilitate their governance.

Student Support

The International Office at Curtin has a client-focused environment with certification to ISO

9001:2000.  Potential students, as well as interested agents and parents offshore, can visit

the web-site, which gives information on local contacts, courses available, and services

provided before and on arrival in Australia.  Operational units in the International Office

cover the following:

• e-Service Centre;

• international Admissions;



6 of 21

• student fees;

• student Visas and Overseas Student Health Cover (including assistance with tuition fee

payment and invoicing for Curtin International Scholarship Scheme students);

• student Exchange and Study Abroad;

• student services (including airport reception, orientation, confidential advisory service,

going home program);

• AusAID [Curtin is one of the 18 Australian universities that has successfully gained

contracts (58 in 2002) to provide education under the AusAID Scholarship Scheme];

• marketing (including coordination, development and implementation of the International

Marketing Plan);

• agent management;

• offshore/international education services policy and procedures management;

• Curtin International College management.

In many respects international students onshore are given the same consideration as other

Curtin students.  For instance, grievance resolution and support mechanisms apply equally to

all students.  Offshore, collaborators’ grievance procedures are employed in addition to those

available at Curtin.  Anyone with particular needs, e.g. in relation to language, information

literacy or disabilities, is informed of assistance available and provided with additional

support as required.  Surveys of international students onshore are conducted to assess the

value of pre-departure, orientation, on campus and going home services and support

mechanisms.  The results are generally positive or provide impetus for improvements.

Feedback from students is obtained for most courses and services conducted offshore.  It is

generally positive, with exceptions in a few cases related to computer and library facilities.

Most students greatly appreciate visits by Curtin staff.  Some students provide feedback that

local staff offshore are “not of the same quality” as Curtin staff.

The CBS International Programs Office was set up in 1989 to provide support to staff

involved in offshore education services, liaison with collaborators, administration of all

offshore programs and management of all onshore international student enrolments for the

Division.  In addition, the Office provides a Student Handbook, runs an Academic

Preparation Program offshore, and conducts the Students’ Evaluation of Educational Quality

(SEEQ) surveys for CBS international programs.
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For other offshore students who receive courses by distance education, with or without

block teaching onshore, arrangements are through the providing School.  All Schools in

CBS provide good support for offshore students and have their offshore operations managed

through the International Programs Office.  The staff member who conducts the Study Skills

Program for onshore international students runs a similar program at the Curtin Sarawak

Campus.

Staff Support

Support staff are employed in most Divisions or Schools offering offshore programs.  This

is particularly the case in Curtin Business School and Humanities.  Divisions have dedicated

International Programs coordinators.  Most staff undertake induction programs run by their

Division or the Learning Support Network to prepare for intercultural communication and

offshore conditions which may be different from those onshore.  Handbooks are provided in

many instances.  Schools plan their offshore teaching, administrative and annual review

visits to fit in with onshore requirements and in line with requirements of individual

programs offshore.

Staff are informed of overseas health and safety regulations and advice.  The Policy on

Offshore Operations (Human Resource Management) ensures equitable treatment of staff

working offshore, maximises the efficiency and effectiveness of their activities, and

complies with current legislative and government requirements.  It covers immigration and

health; training and orientation; grievances and disciplinary action; travel, accommodation

and expenditure; insurance; superannuation and taxation entitlements.  In addition, staff

have access to the Insurance website, available via the Office of the University Secretary,

which provides information on vaccinations available through Health Services, and

notification of current hazardous zones of the world which should not be visited [there is a

connection to the Department of Foreign Affairs and Trade (DFAT) website for daily

information].

Curtin also presented to AUQA information on a range of Improvements for which it has

identified strategies, targets and responsibilities.

OFFSHORE COLLABORATIONS

Approach

Curtin commenced offshore programs in Singapore in the early 1980s.  Twinning programs

developed in Malaysia, Hong Kong and Singapore during the late 1980s and early 1990s,
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and have continued to expand.  Through these Curtin has endeavoured not only to generate

revenue that will strengthen its core activities but also to enhance its reputation overseas.

Offshore programs also contribute substantially to onshore recruitment, as large numbers of

students transfer to Curtin after two years’ study with partner institutions.

Curtin has a wide range of collaborations, each covered by a contract (Agreement).  Its major

offshore collaboration operates through a Joint Venture Agreement (JVA) with Curtin

(Malaysia) Sdn Bhd in Miri, Sarawak.

Deployment

In 1988 Curtin developed a policy to regulate establishment of offshore programs.  This was

replaced in 1996 by a new policy, revised in 1998 and 2001, to include procedures for

annual reviews.  Current revisions of what is now termed the International Education

Services Policy require more rigorous financial reporting and include reviews of any

international operations whether offshore or onshore through a collaborator (e.g. another

Australian university or college) or by distance education or mixed delivery modes.

The PVC (I&E) coordinates compliance with the International Education Services Policy in

conjunction with Executive Deans and relevant Divisional officers.  Country Reference

Groups consider all proposed programs. Courses Committee must approve each course and

the PVC (I&E) must endorse completed documentation before a contract is prepared in

conjunction with Legal Services.  Schools complete a set of templates including the Curtin

Collaborator Assessment Form, Business Plan, Financial Plan, Risk Management Checklist,

and Quality Assurance Checklist.  A flowchart in the Procedures for Assessment of New

Programs shows how much information is required and who should receive it.  The relevant

Executive Dean, the International Office, Financial and Commercial Services, Library and

Information Services and the Legal Office are involved at various stages.

In preparation for the AUQA Audit, an earlier and more rigorous examination of annual

reviews of the fifty-eight programs operating offshore in 2001 was undertaken.  These

reviews are required to follow the Procedures for Annual Review of Offshore Programs.

Information on the review criteria was presented in October 2002 in a paper to the Seventh

International Seminar on Quality in Higher Education.  In summary, reports must include

information on their contracts; accreditation and recognition of programs; facilities and

support for students and staff; quality assurance processes of collaborators; quality and

induction of staff; satisfaction of students and staff; progress rates of students compared with
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those in similar courses onshore; viability of the program; enrolment numbers; income and

cost centre numbers.

Results

Outcomes from the examination of annual reviews include the following:

• Contracts must now include a sunset clause and another requiring review as part of the

Annual Review procedure to ensure both parties are complying with the current terms

and conditions and that schedules (e.g. on units offered and fees charged) are up to date.

• Under the revised Procedures for Annual Review of International Education Services,

profit and loss statements must be provided before the PVC (I&E) signs off on the

Review.

• A revised Policy on International Education Services has provision for increased

financial accountability.

• All collaborators who do not have an established quality management system or quality

accreditation (e.g. ISO, TQM, LAN) must maintain the same standards for their delivery

of Curtin programs as are required onshore.

• In future, Courses Committee will accredit new courses for delivery offshore only if

they complete requirements under the Procedures for Assessment of New Programs, and

a signed contract is in place.

• Clearer lines of communication will be established to ensure local staff and students are

aware of Curtin’s expectations and know that these staff are selected in liaison with

Curtin.

A thorough review of Curtin’s operations in Miri, Sarawak, East Malaysia was undertaken in

preparation for the AUQA Audit.  Interviews were conducted with students, staff and the

Management Board.  Curtin Sarawak operates pursuant to Statute No 24 of the Curtin

University of Technology Act 1966 and under the auspices of a Joint Venture Board

comprising seven members appointed by the University and seven members appointed by

the Company.  Curtin Sarawak Campus Council has general control of day-to-day

operations, determining courses and resources required, and appointing staff.  Reports are

made to each Curtin University of Technology Council meeting.  Curtin Council approves

certain Powers of the Sarawak Campus Council (JVA Clause 6.9), and an Executive Dean

employed by the University supervises operations.  The Academic Director is appointed

from Curtin and his salary is reimbursed by the Company.  Other employees are engaged by

Curtin (Malaysia) Sdn Bhd.  Financial accountability and governance in general are the
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responsibility of the Joint Venture Board on behalf of Curtin University and Curtin

(Malaysia) Sdn Bhd.

Curtin Sarawak offers 17 courses, most of which are also offered onshore at Curtin.

Through Curtin Sarawak’s local relationships, other partnerships have facilitated

development of a further range of courses, for example a Master of Technology (Petroleum

Technology) with the Shell Learning Centre in The Hague.

A Memorandum of Understanding has been signed for joint research between Curtin and

Sarawak Government researchers in several fields:

• rainforest knowledge industries;

• sustainable agriculture (e.g. production and marketing of spice crops; use of peat

swamps for agriculture);

• indigenous languages and cultures; and

• water treatment and renewable energy in isolated communities.

Although the campus in Miri is the catalyst for the research programs, and research

students’ projects are jointly supervised, most work is conducted through Curtin’s WA

campuses with fieldwork in Sarawak. Weekly seminars in Miri highlight research currently

under way there.  Papers presented have been refereed and accepted for international

conferences (e.g. World Engineering Congress in Kuching, Sarawak, July 2002).

The following positive outcomes of the Sarawak venture were verified:

• student feedback is used to guide change (e.g. some staff contracts not renewed; increase

in computer laboratory space; earlier availability of course material and textbooks);

• 90% of those who take a Curtin Sarawak Foundation course achieve a Semester

Weighted Average of more than 55% —well ahead of results from other colleges;

• Curtin students have Study Abroad opportunities in Miri through HECS scholarships

and financial assistance;

• staff from Curtin visit to teach in Miri and have close liaison with local staff teaching

their course;

• new staff see the Staff Induction Program as useful;

• staff reviews include results of compulsory SEEQs conducted for all courses; and

• the new campus has state-of-the-art facilities, e.g. equipment and laboratory

arrangements, that meet best-practice health and safety standards.
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SELF-ASSESSMENT

It is not necessary to conduct a self-assessment in preparation for an AUQA Audit.  Perhaps

it is risky not to do so.  As long as all of the relevant issues and risks are identified, clarified

and presented comprehensively and providing the university indicates how they are managed,

a self-assessment for a specific purpose is not required.  The exercise undertaken by Curtin in

relation to its international operations was extremely useful.  In the past, self-reviews

undertaken by schools and areas were all-encompassing, however the AUQA audit provided

an impetus to target anything and everything related to Curtin’s international education

services.  A self-assessment exercise was developed to address all of the relevant issues and

risks and to facilitate the process of continuous improvement for international operations on

and offshore.  It was designed using criteria aligned with those mentioned in the AUQA

Audit Manual and the McKinnon Benchmarking Criteria (McKinnon et al, 2000) and using

assessment and rating scales adapted from the Australian Business Excellence Framework

(BEA, 2002).

Performance Assessment

The self-assessment focused on the University's current status with respect to its Planning,

Implementation, Review and Reporting, and Improvement against each criterion.  This

approach was adopted from the Australian Business Excellence Framework which utilises a

similar approach known as ADRI (i.e. Approach, Deployment, Results and Improvement).

Planning (Approach): Based on Curtin’s Vision, Mission, Values and Goals, and

Internationalisation Plan the planning stage includes the development of Divisional and

School objectives and targets for international activities, and the provision of procedures and

resources for implementation.

Implementation (Deployment): Identification of activities that relate to how the plans,

strategies, processes and infrastructure relating to the criterion statement have been

implemented.  How the University is achieving the goals, strategies and targets relating to the

criterion.

Review (Collecting information on Results): Examination of the processes and outcomes for

the purpose of validating achievements and initiating improvements.  To ensure a cycle of

continuous improvement exists throughout all operations review and reporting should be

incorporated in all activities.

Results:  How results are monitored to measure success against objectives and targets.

Improvement: Articulation of the improvements which have been initiated relating to the

criterion statement, as well as those which are being planned for the future.
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Five Point rating Scale

The self-assessment exercise utilised a five point rating scale.  The table below provides an

explanation of the operation of this rating scale as it applies to the Planning, Implementation,

Review, Results and Improvement approach:

Planning Implementation Review Results Improvement

1

No processes,

policies and

procedures have been

documented, there is

a reactive approach to

problems

Little or no use of the

planned approach

No review

processes in place

No evidence is

available on

performance/

results. No

monitoring

activities exist

No improvement

activities in place

2

Informal, ad-hoc

processes exist, no

documentation

available

Planned approach is

applied in a limited

number of areas

Ad-hoc reviews are

undertaken,

outcomes

frequently not

utilised to initiate

improvements

Positive trends in

some areas,

measures of

success exist

Ad-hoc

improvements are

made

3

Documentation is

being developed

Planned approach is

applied in the

majority of areas  and

is accepted normal

practice

Formal regular

reviews are

undertaken by most

areas

Positive trends in

most areas, against

relevant corporate

indicators

A systematic

process of

identifying

improvements

exists and is used

periodically

4

Well documented

processes, policies

and procedures exist,

with some

communication

Planned approach is

used by nearly all

areas

Pro-active system

of review exists

leading to the

identification of

improvements

utilised by some

areas

Positive trends in

most areas, against

relevant corporate

indicators.

Favourable

comparisons with

other

universities/organis

ations in many

areas

A systematic

process of

identifying

improvements

exists and

implementation

strategies exist in

most areas

5

Well documented, up

to date and accepted

processes, policies

and procedures exist

that are widely

understood and

communicated

All areas use planned

approach, approach is

integrated into

mainstream

processes/ operations

Pro-active system

of review exists

leading to the

identification of

improvements.

System is utilised

by all areas

Positive trends

exist in all areas.

Results indicate

University is

displaying best

practice

There is a pro-

active system for

identifying and

implementing

improvements in

all areas
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Self-Assessment Criteria

The criteria employed are set out below with a definition and the relevant features for which

performance against each criterion statement should be assessed.

Criterion 1 – International Activities

Definition:

International educational arrangements (onshore and offshore) require cultural differences

to be taken into account.

Relevant Features:

1) Training and supporting Australian staff to operate in this context.

2) Use of overseas staff, or others familiar with the culture, for advice, support, and

teaching.

3) Appropriateness of the course for the needs of the country.

4) Suitability to the cultural milieu, with clear language and local examples.

5) Adaptation of the content and mode of course, where necessary and feasible.

6) Entry qualifications of students, especially language ability.

7) Training of international students on Curtin’s culture/requirements (e.g. plagiarism).

Criterion 2 - Benchmarking

Definition:

Benchmarking involves establishing standards and examining other processes and practices,

measuring performance against those standards.  As a result benchmarking aims at lifting

and maintaining performance through adapting better processes and practices.

Relevant Features:

1) Ideas for improving processes gained from better or best organisations are utilised.

2) Knowledge and experience are shared with others performing the same processes and

practices that are critical to your success.

3) Evidence exists that Curtin has turned its focus towards efficiency and effectiveness to

ensure that processes and practices are competitive.

4) Evidence of improved planning for targets and the management of resources exists.

5) Evidence of the establishment of the “gap” between Curtin’s performance and that of

other organisations to provide the opportunity of closing the “gap”.
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6) Evidence of continuous improvement as identified by clients and through performance

information.

Criterion 3 – Complaints and Grievances

Definition:

The University maintains an effective complaints process for International activities that is

used by operational units.  (Students, staff and collaborators).

Relevant Features:

1) Provision of assistance to both staff and students onshore and offshore in the definition of

harassment, the conciliation and resolution of complaints and the prevention of

victimisation.

2) Evidence of increased awareness onshore and offshore of ethical concerns in

interpersonal relationships and the rights of individuals to freedom from harassment.

Criterion 4 – Offshore Operations

Definition:

The University reviews its offshore operations on a regular basis with respect to the

appropriateness of potential new collaborators and existing collaborators.

Relevant Features:

1) Procedures for judging whether the processes and educational environments of potential

new partners are appropriate for collaborative purposes.

2) Written agreement on the authority and responsibilities of the respective institutions,

including objectives, resource provision, staff development, course evaluation, and

communication channels, and provision for reviewing the agreement.

3) The means for ensuring comparability of standards and parity of awards.

4) Mechanisms for co-ordination with other systems and authorities, in Australia or abroad.

5) Procedures for securing and using feedback from other program providers.

Criterion 5 – Student Support

Definition:

The learning assistance provided is comprehensive enough and sufficiently well-oriented to

the needs of students to enable Curtin to attract the students it wants and realise its teaching

and learning objectives.
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Relevant Features:

1) Support systems for international students onshore and offshore are well documented and

students know where they can find such information.

2) There are regular and systematic contacts with major sources of students, including

agencies in specific foreign countries.

3) Publicity material for prospective students is clear and accurate, well-targeted and

appropriately disseminated.

4) Adequate provision is made for information and advice to new and returning students

during application and enrolment.

5) The admission and enrolment process is managed efficiently.

6) The performance of students from different groups and backgrounds is monitored.

7) There are meaningful indicators of the effectiveness of support services, including

adequacy and responsiveness.

8) Equivalent support is provided for offshore students through Divisional Officers onshore

and collaborators offshore (including for Australian students who study abroad for a

semester).

Criterion 6 – Feedback: Students

Definition:

Feedback obtained from international students and student associations on and offshore.

Relevant Features:

1) Feedback is obtained from students and student associations on teaching, services,

facilities, etc. through staff/student liaison committees, membership of policy-making

groups, and surveys (while avoiding survey overload).

2) Appropriate measures of student satisfaction are used.

3) Exit interviews are conducted with a selection of graduating students.

4) Admissions data are collected and accumulated to identify changes in student population.

5) Longitudinal student assessment data are accumulated to monitor the impact of

admissions policies, curriculum changes, teaching methods, etc.

6) Longitudinal reports are compiled on identified groups of students.

7) There are comprehensive records of student achievement and destinations.

Criterion 7 – Feedback: Staff

Definition:

Mechanisms for taking account of the views of staff, teaching and researching offshore, in

respect of academic matters e.g. programs, teaching, staffing and research.



16 of 21

Relevant Features:

1) Formal and informal mechanisms exist for staff to comment on quality assurance and

other systems and their effects.

2) Staff are encouraged and supported to identify and implement improvements.

3) Service disciplines and areas actively seek feedback from “customer” departments.

4) Exit interviews are conducted with departing academic staff and senior support staff.

5) Comments are sought from visitors who have spent time at Curtin.

Criterion 8 – Feedback: Employers/Industry

Definition:

Mechanisms for taking account of the views of professional bodies and of employers.

Relevant Features:

1) Curtin obtains feedback from major employers of offshore graduates to ensure the

relevance of the program to the region.

2) The level of national and international recognition of the University’s offshore graduates

is monitored.

Criterion 9 – Curtin International Staff Development

Definition:

The context for international staff development is a staffing plan within the overall strategic

plan, and a staff development policy that is based on Curtin’s Mission and Goals to ensure

that staff are qualified, trained, supported for, and committed to, their respective tasks.

Relevant Features:

1) Learning Support Network and/or other programs are available for staff who teach

offshore (e.g. cross-cultural awareness).

2) Staff employed offshore to teach on Curtin academic programs are inducted into Curtin

policies, planning and procedures as necessary.

3) Needs of all staff for development are systematically identified in relation to all offshore

and research requirements, e.g. induction, mentoring, feedback.

Criterion 10 - Outcomes

Definition:

Educational outcomes of collaborations with international institutions are monitored,

reviewed and analysed to establish possible improvements.
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Relevant Features:

1) Performance indicators exist and their rationale, development, use, interpretation and

reporting are understood.

2) Performance indicators are used appropriately in assessing effectiveness in the

achievement of educational objectives.

Information was gathered using a grid in which Divisions and Schools entered responses,

with supporting evidence, for each criterion statement.  They entered their own performance

rating using the scale provided.  A sample of the collection grid is presented below:

PLANNING Performance Rating

To what extent are systems, processes, policies, procedures currently

in place relating to this criterion?

IMPLEMENTATION Performance Rating

To what extent have the planned processes, policies and procedures

been implemented?

REVIEW Performance Rating

Are internal and/or external review processes being used?

RESULTS Performance Rating

How are results monitored?
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IMPROVEMENT Performance Rating

What improvements have been made?

SUMMARY

Overall where are the main gaps (i.e. what improvements need to be made)?

SUMMARY

As a result of the Self-Assessment Exercise undertaken in all Divisions and with a number

of Schools, and from a series of School discussion sessions where specific questions were

addressed on internationalisation of the curriculum, support for international students

onshore and international activities offshore, the following positive achievements were

identified:

• International Office support for onshore students, informed by regular surveys;

• practical arrangements embracing cultural diversity, e.g. provision on campus of halal

food, support for a range of faiths, and culturally-sensitive housing;

• study skills programs and support for students on cross-cultural literacy and generic

skills;

• International Student Committee of the Guild;

• outcomes of 23 internationalisation projects supported in 1995 with funds from the

Committee for Quality Assurance in Higher Education (CQAHE), including

internationalisation of the curriculum (e.g Science and Mathematics Education Centre

courses, Master of Social Work); development of an orientation package to enhance the

information literacy skills of international students by Library and Information Services;

internationalisation of the Muresk campus; development of a subject-specific

Intercultural Communication Unit for therapy students; development of an English

language proficiency test (CUTE) for international students;

• examples of best practice in internationalisation: a) Study abroad: Curtin receives many

students from Europe and North America, over half of whom come on negotiated

packages involving regular mentoring by a recent Australian graduate who can connect
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them to Australian students for immersion into the local culture; “Service Abroad”

opportunities are provided to these students through “Curtin Volunteers” including work

with indigenous communities in the Pilbara and Eastern Goldfields, and with migrant

communities in and around Perth; Curtin students travel overseas as part of their

fieldwork, e.g. from Agricultural courses at Muresk or for a semester to Miri; b)

Internationalisation of the curriculum: Centre for International Health, Schools of

Design, Environmental Biology, and Muresk;  c) Support for international students:

Schools of Pharmacy, Social Work & Social Policy, and Electrical & Computer

Engineering;

• increasing study abroad and exchange opportunities for students and staff;

• ISO certification;

• implementation of the Policy and Procedures on International Education Services;

• the role of Country Reference Groups in recommending acceptance or rejection of

collaborators.

Curtin’s AUQA Final Report (AUQA, 2002b) vindicates the attention the University has

given to how it considers all of the relevant issues and risks related to international education.

The report indicates that “the audit panel investigated in detail Curtin’s QA provisions for its

overseas work, and commended the University for their rigour, and the consistency between

on- and off-shore quality processes” (p.10).  Indeed the report states “AUQA commends

Curtin for the very thorough, rigorous and effective process of quality assurance in place in

relation to courses offered overseas” (p.11).

To assist universities in their efforts to implement a quality management system which best

meets their needs, a commissioned series from Open University Press on Managing

Universities and Colleges: Guides to Good Practice provides a range of useful texts.  These

include one on managing quality and standards (Liston, 1999) and one on an international

perspective to managing quality (Brennan and Shah, 2000).

Those operating offshore should take particular care in developing contracts with partners.

Ignoring the importance of conducting due diligence investigations prior to committing to a

memorandum of understanding or a legally-binding contract, and not including a carefully-

constructed clause on Force Majeur circumstances are risks.  An even greater risk comes

from not putting in place comprehensive and rigorous controls where courses are offered in

languages other than English.
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This paper has provided information on the issues and risks Curtin manages for all of its

international operations.  It highlights some of the outcomes which require further attention to

improve the quality of the international education services provided.  Given that Curtin has

had a quality management system for international education services in place for a number

of years, the AUQA Audit merely provided an opportunity for Curtin to test the efficiency

and effectiveness of the system.  The Vice-Chancellor and staff at the University see the

AUQA Report as positive and supportive of efforts to implement already identified

improvement strategies, not only in areas related to the provision of education and support

services to international students on and offshore, but also for Curtin as a whole.
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