First panel (Tuition fees and student services):

The main questions are: How should higher education institutions (HEI) react internally on tuition fees in the field of services? Do procedures of student participation, the supply of student services and the transparency of resource allocation have to be changed? What kind of “customer orientation” is related with tuition fees?

Suggestion for topics of introductory statement Laura Kishore (max. 10 minutes):

· Description of student orientation at University of Reading: Understanding of customer orientation? Elements of customer oriented academic services (quality management, feedback possibilities, student influence…)? Elements of student services (counselling, social services…)? Service package? Who is responsible for service in the HEI?

· How important are student services and customer orientation to succeed in competition for students?

· What did change in service policies after the introduction of tuition fees? Which is the nature of the impact of tuition fees on service supply?

· What about the effects of tuition fees on service expectations and behaviour of students? How to meet the demands in the best way?

· Are English/EU students underprivileged compared to overseas students who pay higher fees?

· Which elements of the service portfolio have become more or less important with tuition fees?

· Did internal management procedures had to be changed due to tuition fees?

· How to secure that tuition fee revenue is spent for the most urgent purposes? Do students participate in allocation decisions?

· What would you recommend German HEI: How to prepare internally for a situation with tuition fees?

Possible questions to Chris Weavers (former head of student union, now head of the european association of student unions) :

· Laura Kishore showed us the service relation from the supplier side – what is you first impression did you share her experiences from the student side?

· If we want to find out what a university should do after tuition fees have been implemented we need to understand student behaviour. Some people say students will be more demanding concerning academic quality, will show greater regional mobility, want to enjoy a service bundle, are more motivated und professors get under more quality pressure. Others say that students will become passive consumers or will be very narrow-minded in their studies, not looking beyond the borders of their discipline and the required modules. What is realistic according to UK experience?

· Concerning your thoughts on student behaviour: Which measures should be taken by the HEI in the field of student services in connection with tuition fees?

· Is asked you as a student – considering you experience as a student union leader: Were these aspects of student services important for the policy of the students union towards tuition fees? 

· What has changed for the student union after implementation of tuition fees?

· Does the new tuition fee system change anything in the context of student behaviour and student services? E.g. is the possibility to set an institutional fee volume relevant for the nature of the supplier-customer-relation? Is there a contradiction between customer role and participation?
· Coming back to three important aspects in the current debate in Germany: transparency, information and counselling, participation. First of all transparency: What do UK universities do in order to show the “value for money”, to inform about the use and benefits of tuition fee revenue? Is it important for students to know?

· 2nd information and counselling: In German debates at the moment we have an information problem on the student side (can’t afford tuition fees, enormous sums of debt..) – and deterrence effects are largely of psychological nature and could probably be overcome by information. Do you agree? What has been done in the UK and what has to be done – national information campaigns? Intensive counselling on the institutional level?

· In this context: New system includes great importance of income contingent loans. They are said to be non-deterring because of risk avoidance for students. Do students understand this system? Again tasks for student services in the information field?

· Last but not least participation: Have new forms been developed in the UK? Do student want to participate more? Are they able to influence resource allocation decisions? How can they be included in decision-making processes?

Possible questions to Malte Herzhoff (head of a student association at the private University Witten/Herdecke, the students run an income contingent loan system and have through this responsibility great participation rights): 

· Participation is decisive fort he Witten/Herdecke model. Could you describe how it works? How does “self-steering” of students take place?
· How can students influence resource allocation and other decisions? How ist his influence strengthened by tuition fees?
· You have a great deal of financial responsibility fort he loan model. At the same time many people think that student bodies are more or less chaotic. How do you ensure continuity and stability of management in you institution? Are there fears within the university to give students such great powers?
· Do you think your model of participation and self-steering will work for a large public university? What would they have to do differently?

· How is transparency of use of tuition fee revenue ensured in your university?
· Wir wird an der UWH Transparenz über den Mitteleinsatz hergestellt?

· How do students respond to quality problems? Does the fact of paying fees play a role?
· What about the role of student services (counselling, housing, meals, culture…)? Special responsibility of the university for student services as an effect of tuition fee payment?

· Conclusion: What are the effects of tuition fees on the relation student – teacher at your university?
· Personal question: How is your engagement fort he student association compatible with your study workload? What does your engagement mena to you personally?
Possible Questions to Dirk Mirow (responsible for student affairs at the Bucerius Law School, a private HEI where students pay fees): 

· Your students pay, how much?
· With what package of services are you trying to justify this payment (you get it for free at the University Hamburg, not far away from your campus)? How do you ensure credibility of your package? How important are academic services vs. other student services?
· How do „paying customers“ act? Do you feel pressure from the fact of having paying student? Are “value for money”-arguments present in everyday university life?

· What special service offers are directly connected with tuition fees (e.g. role of financial counselling)?
· In Germany the responsibilities for student services are divided – academic services are university task, social services (housing etc.) are provided by the “Studentenwerk”. Does this make sense in connection with fee payments? Are there problems of divided responsibilities? Do HEI have to take more responsibility? Should financing of social services be included in the tuition fee?
· What kind of participation of students in decision-making does exist at your university? Is there a contradiction between customer role and participation?
· How do you ensure transparency of allocation of tuition fee revenues? 

· According to your experiences: What kind of recommendations can you make for state universities if they want to prepare for tuition fee implementation? What has to be done as soon as possible?
