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Abstract. After joining the Bologna process in 2010 the Kazakhstani system of education has transformed into 3 cycle
training: Bachelor — Master — PhD. The process of integration of Kazakhstani universities into the international educa-
tional space has also begun. One of the main points of transformation was the attitude towards a student, which is de-
clared by the student-based approach of the Bologna process, humanistic bases of modern theories of education and
«student-as-consumer» approach (SAC). The article is aimed at detailing the features of a modern trend of promoting
the concept of SAC (student-as-consumer) in the Kazakhstan, and the existing contradictions, or pressure, to grip the
students'view in a time frame of 30 years of a new system of higher education, to propose recommendations for over-
coming them in line with global trends and experience. Research methods: literature analysis and a survey of teachers
and students. The article offers an overview of the «student-as-consumer» approach, which is associated with the
emergence of market relations and the increase in personal financial contribution of students to their higher educa-
tion. The focus of the study is to identify how students perceive current higher education and whether universities are
in line with the «student-as-consumer» approach. The survey indicates that the attitude of a student as a consumer of
educational services is still at the stage of formation. It also discusses the consequences of the «student-as-consumer»
approach for both universities and students.

Keywords: higher education, student-as-consumer approach, educational experience, quality of education, teaching

methods, student-centered learning.

Introduction

The transition of Kazakhstan to a market econo-
my inevitably led to the transformation of higher ed-
ucation, the emergence of the private sector and its’
intervention to the public sector. To a large extent,
this became possible due to the students enrolling the
universities at their own expenses. For many Kazakh-
stani higher education institutions, the transition to
the market economy and market of educational ser-
vices was not easy or smooth, but rather the opposite.
This led to the need for an adequate response and
fast adaptation of education to rapid social changes,
which was the main reason for the development of
fundamentally new approaches to the participants of
the educational process.

The changes that have taken place in higher edu-
cation have much in common with changes in public
services in frames of «modernization» and «person-
alization» of services [1, p. 554]. The merging ele-
ments of the reform focused on an increasing role for
markets and large-scale marketing of public services;
larger competition spirit among institutions; weaken-

ing role of the State as a core resource unit; and new

scheme of service response that meets the needs of
service consumers [2, p. 543]. Introduction of market
models to higher education institutions and subse-
quent legal imperatives that educational institutions
face contributed to the positioning of students as con-
sumers of their universities [3].

In such conditions, Kazakhstani higher education
institutions were ought to strive for a new look at the
management of the educational process, and were
obliged to obey market laws such as: (1) consumer
orientation, (2) product/service quality orientation
and (3) ability to compete. Using the feedback when
implementing the «consumer orientation» principle,
universities can observe the information about the
satisfaction or dissatisfaction of their internal and ex-
ternal customers. Applicants, students, parents, the
state, employers, and society are generally consid-
ered as the consumers of higher education [4], Bach-
elor, Master, and PhD students are considered as in-
ternal consumers. In this article we discuss the case
of a leading Kazakhstani university upon generaliza-
tion of experience, literary review of the milestones of
the issue and a survey of Kazakhstani students.



Problem statement: how does the transition of a
«student-as-consumer» approach take place; how
students evaluate its effectiveness. In the scientific
context, approaching this issue of a student-consum-
er approach in higher education is at the initial stage
of scientific research. This article discusses the issues
of analyzing consumer orientation of student-con-
sumers based on specific sociological study.

Literature review. The Profound change of the
students’ attitude towards higher education is evi-
dent, in the market conditions. The students are de-
fined as «customers» in higher educational institu-
tions (universities) of the UK, since the first payment
of the tuition fee [5], thus the universities are exposed
to commercial pressure and to take their actions in
conditions of marketization, that also requires com-
petitiveness, efficiency and consumer satisfaction
[6]. A number of HEIs position themselves as cus-
tomer-oriented academic institutions, stressing the
flexibility and convenience of attendance in order to
attract potential students [7, p. 129].

Current market discourse of higher education
(HEIs) promotes the concept of existence, where
students seek to «have a degree» rather than «be a
students» [8, p. 287]. According to Molesworth M.,
etc., this links pedagogical theory to the criticism of
consumer culture. It is also argued that a «market»
university responds to consumer demands by focus-
ing on the content that students want at market rates.
Therefore, the university is a business structure now,
that promotes services through its brand [8, p. 287].

«The undercutting of professional knowledge
and virtues by consumer demand and satisfaction
may, perversely, also have the effect of undermining,
rather than enhancing, pedagogical relationships» [9,
p- 274]. Moreover, the impersonality that character-
ises the consumer subjectivity breeds antagonism,
which is emphasized by institutional documentation
that exacerbates the opposing interests of undergrad-
uates and academics and «creates a pervasive sense
that lecturers and students have opposing interests
which require external regulation» [10, p. 217].

Mills states that ironically universities have
adapted the concept of students as customers more
consistently than those in government, claiming that
the contradiction of maintaining both academic stan-
dards and customer satisfaction puts «unbearable de-
mands» to the universities [11].

«The student-as-consumer» (SAC) approach was
consolidated with the involvement of students and
universities in accordance with the Consumer Rights
Act [8]. SAC may have advantages for a student, since
it suggests the transfer of authority from the supplier
to the consumer [7]. Therefore, the demand for the
quality of training is expected to increase, since cus-
tomers can control their expectations and evaluate
services based on their ability to meet their require-
ments. For example, teachers will be more accessible
to students and will respond more quickly to the stu-
dents' questions.

At the same time, the SAC approach worries uni-
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versities that do not consider education as a product
or service [6] and jeopardizes academic standards
[12] because students may rate popular lecturers
higher than the strict ones, so pressure is exerted on
strict lecturers, forcing them to reduce academic con-
tent for the sake of obtaining high ratings of customer
‘satisfaction’ [13]. Also, the SAC approach can con-
tribute to the formation of a culture in which students
strive to «get a degree» rather than «be students» [8]
because it promotes a passive instrumental attitude
towards training [9]. For instance, students who iden-
tify themselves as consumers may show little interest
in what is actually being taught and show less re-
sponsibility for producing their own knowledge.

Maringe notes that «the metaphor [of stu-
dent-as-consumer] distances students from the edu-
cational process by viewing students as consumers,
their role as co-producers of knowledge and under-
standing is minimized» [14, p. 150].

They also point to the self-actualizing nature of
the learner as a consumer: if learners assimilate the
foremost ideas of their consumer skills, this will de-
termine their learning behavior. This further distracts
from the more liberal concepts of students as aca-
demic learners or critical learners or critical agents on
the path to self-education. In our opinion, we can say
that such a situation manifests itself in the modern
education of the post-Soviet republics, this indicates
a contradiction in reforms between the market nature
of modern education in Kazakhstan and «world stan-
dards in the field of education and human develop-
ment» [15, p. 4321].

However, there is not enough research on the
extent to which today's students display consumer
orientation [5]. It should be noted that consumerism
is considered as one of the theories of education in
Kazakhstani pedagogy textbooks. After conduct-
ing a literary review and analysis, we were interest-
ed in studying how these problems are understood
and formulated by modern students of Kazakhstani
higher education institutions, and therefore in our re-
search we sought to study them.

Methods of research.

The following research methods were used to
solve the tasks posed in the article:

- scientific literature review on the «stu-
dent-as-consumer» approach, resulting from the in-
crease in the personal financial contribution of stu-
dents to their higher education.

- Analysis of the survey among students con-
ducted to determine the levels of consumer orien-
tation and personal identity of students at a multi-
disciplinary university, as well as their academic
performance.

Survey was conducted on the students from 16
faculties of the university, in total 422 respondents
62% of them natural sciences faculties and 38% of
them from humanities faculties, 74% female and
26% male. The survey was conducted the students of
Al-Farabi Kazakh National University (KazNU).

Results and discussion. Our research is, firstly,
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aimed at students-consumers because we believe that
they are direct, but not always protected consumers.
Secondly, for managers of education and researchers
of higher education. The training in KazNU is car-
ried out in three languages, 67% of respondents are
trained in the Kazakh language, 22% in Russian and
11% in English. This indicates that the linguistic di-
versity of independent Kazakhstan has always been
a priority.

The vast majority of respondents (93%) are un-
dergraduate level students enrolled with a state ed-
ucational grant and only 7% study with a tuition fee.
The educational demand clearly shows the desire of
consumers of educational services to receive a schol-
arship for training, i.e. training at the expense of the
state. This factor also affects the choice of education-
al program. One of the motives for admission is the
lowest passing score, and in this regard, admission to
higher education in any profession. In this regard, it
is necessary to study the motives for choosing a pro-
fession of student-consumer to use it in the develop-
ment of the system. Those who study on a commer-
cial basis pay in full for their studies at the expense of
their own finances, and those who study on a schol-
arship basis pay only if they have debts due to «fails»
or for summer semesters.

There is an opinion that applicants from urban
schools differ from applicants from rural schools in
terms of their educational level. Consumer demand
and value orientations of urban and rural consumers
also differ. International comparative studies show
that there is still a large gap in the quality of educa-
tion between urban and rural education in Kazakh
schools. For example, Kazakhstan has participated
four times in the OECD International program on the
assessment of 15-year-old students PISA (2009, 2012,
2015, 2018) and in the IEA international study on
school quality assessment TIMSS on reading, science
and mathematics literacy (2007, 2011, 2015, 2019).
The results of the study revealed significant gaps in
learning achievement by region, territory (urban-ru-
ral), language of study and socio-economic status of
the family. Thus, in terms of regions, the difference
between the lowest and highest PISA scores corre-
sponds to 3 years of studying (State Program, 2019).

While working with consumer students from ru-
ral areas it is necessary to consider their level of ed-
ucation, socialization, and social adaptation. Among
the respondents who participated in our survey, 63%
are urban and 37% are graduated from rural schools,
and further we would like to draw attention to their
academic performance.

A student's level of education before entering uni-
versity has a strong correlation with academic perfor-
mance. According to the survey, 76% of respondents
do not feel difference in knowledge among the rural
or urban school graduates, while 24% feel the dif-
ference. This is also due to the fact that urban youth
(63%) initially prevailed among the university pop-
ulation, although according to statistics for 2018, the

EXL] proportion of urban school students in Kazakhstan is

55.15%. (https://bala.stat.gov.kz/obscheobrazovatel-
nye-shkoly-po-tipu-mestnosti/). Still, the university
needs to pay attention to the fact that 24% of respon-
dents see the difference in knowledge between urban
and rural areas, which is reflected in the lag between
rural youth in ICT discipline and basic subjects. In
order to eliminate such difference, it is necessary to
provide additional consultations with such students,
to apply an individual approach when performing
independent work, to conduct additional classes, etc.

It was also interesting to know the respondents’
opinion on whether they feel that there is a difference
in the knowledge of the student population studying
on scholarships and on a paid basis. According to re-
spondents 58% do not feel it, yet 42% state they feel it.

Students were equally involved in different sub-
ject areas such as humanitarian, natural, technical,
technological and social. Answering the question:
«Weren't you mistaken in choosing a specialty/edu-
cational program?» the respondents' answers were
as follows: 45% are sure that they were not mistak-
en, 25% do not know and 30% believe that they were
wrong. 17% of respondents said they do not want
to study at the university, 14% found it difficult to
answer and 69% said they like to study at univer-
sity. The survey results show that not all students
are satisfied with the chosen educational program.
This may be the result both of a student's non-seri-
ous attitude towards career choice and of a student's
search for his or her life path. From the point of view
of the state, this situation is not quite satisfactory for
the Ministry of sciences and high education RK, as
there are systemic problems related to the retraining
of personnel. It is necessary to work on changing the
attitude of applicants (or even schoolchildren) to the
future profession. This may also have to do with the
way teachers are taught and their attitude towards
students as future professionals.

When asked: «What exactly do you like about
the university?», the respondents' answers were ar-
ranged in this way: university facilities (24%), student
life at the university (20%), advisers (14%), teachers
(9%), classmates (8.7%), Almaty (5%), the opportuni-
ty to prove themselves (3%), the university campus,
KazNU campus (2.3%), the opportunity to do science
(2%), also 12% of students replied that they like other
opportunities (Figure). The data show that the visual
characteristics of the university are more important
for students than the opportunity to engage in sci-
ence or to prove themselves. Nowadays, the status of
the university and the city is very important for the
students. The desire of engaging in science among
students is at the lowest level. The university should
create conditions and motivate students to engage in
research.

Among the respondents 43% of students are fa-
miliar with the principle of universal quality man-
agement «student as a consumer orientation», 57%
are not familiar with it. Respondents' answers to the
question «Do you consider yourself a consumer of
the educational process» were as follows: 41% agree,



59%, that is the majority of students do not consid-
er themselves as consumers of educational services.
Those who consider themselves consumers explain
it by the fact that they do: «get deep knowledge»,
«learn everything», «do scientific work, starting from
the basics», «gain experience», etc., that is, their con-
sumer demand is satisfied. The majority of students
(59%) assess their attitude to the teachers as satisfac-
tory, 24% of students — as high and only 17% of stu-
dents are not satisfied (figure 2).

The attitude of students to the dean of the faculty
was assessed as follows: 25% high, 43% satisfactory,
14% unsatisfactory and 18% wrote that they did not
know the dean. As evidenced by the answers, the
respondents’ attitude towards the advisers is much
better compared to the attitude towards the dean:
41% rated the attitude of the advisers as high, 39%
as satisfactory, 16% as unsatisfactory and 4% as not
knowing them.

According to 53% of students at the university,
they are given the opportunity to form an individu-
al educational program, while 47% believe that they
have not been given such an opportunity. At the same
time, most of the students > 60% claim that they have
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the opportunity to choose a teacher, a scientific su-
pervisor, educational programs, academic disciplines
and a foreign university to get a double degree diplo-
ma. Also, the diversity of the student population is
considered when forming individual tasks (Assign-
ments — student’s independent work, student’s inde-
pendent work with a lecture). Hence, 37% fully agree
with it, 28% partially agree, and 7% partially and 11%
completely disagree, and 17% of respondents an-
swered that it is difficult to assert.

The credit system of education satisfies the most
part of respondents (48%), 3% are partially satisfied
and a little less (41%) respondents are sure that their
credit system does not satisfy them and at the same
time indicated different reasons: the fee for credits
is high (3%), organization of educational process by
credit system requires improvement (2%), and 3%
of respondents do not know the answer. The results
of the research show the necessity of improving the
credit system, considering the wishes of consumers
of educational services.

According to students, during the classes their
teachers often use group work (50%), learning by
themselves or «upside down» type of class, and

What exactly do you like about the university?
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updating of feedback, peer evaluation (21%); proj-
ects (15%); active method of teaching (9%); through
MOOC (3%) and lectures (2%). Lecturers allow
discussion with students about teaching methods
during and at the end of classes, as well as online, this
is confirmed by a majority vote of respondents (46%).
On the contrary, 23% of respondents do not agree
with this and 31% find it difficult to answer. With the
changing digital literacy of students, there is a need
to move to different methods of distance learning.

The university creates the most favorable con-
ditions for studying. Students have access to appro-
priate research and teaching equipment within and
outside of the university campus, as evidenced by
the answers of 52% of respondents, 19% disagree
(of which 10% completely disagree and 9% partially
disagree) and 29% have difficulty in replying. One of
the main tasks of the educational process is the de-
velopment of personal skills and abilities, 39% of re-
spondents fully agree and 27% partially agree with it.
On the contrary, 6% completely disagree with it, 9%
partially disagree and 19% find it difficult to answer.
It turns out that students do not yet fully use the prac-
tical opportunities offered by the university.

Credits by discipline are measured based on stu-
dent workload regardless of class hours and this is
confirmed by respondents (57%), i.e. they consider
the workload at the university moderate. But there
are also those who do not think so (11% partially dis-
agree and 8% completely disagree) and 24% find it
difficult to answer.

The university provides students with an oppor-
tunity to access new database of information, such
as electronic subscription to Springer, Elsevier, IPR
books, Polpred, Epigraph, Scopus, Lan and Oxford.
When carrying out SIW (Students independent work)
it is necessary to use material-technical, innovative
possibilities of educational and scientific laboratories.
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AHHOmMayus. lMocne npucoeduHeHus K bonoHckomy npoueccy 8 2010 200y KA3aXcMAHCKaa cucmema obpazosaHus beina
mpaHcghopmuposaHa 8 3 yukaa obyyeHus: bakanasp — mazucmp — 0okmop (PhD). C amozo epemeHuU HA4asAca UHMeEH-
CusHbIl npoyecc UHMezpayuu Ka3axcmaHcKux 8y308 8 MexdyHapoOdHoe obpaszosamesnbHoe npocmpaHcmeao. OOHUM
U3 BAMCHbIX MOMEHMO08 MPaHchopmayuu bosoHCKO20 Npoyecca cmana opueHmMayua Ha cmyoeHm-yeHmpupo8aHHeil
M00xo00, BHedpeHue 2yMaHUCMUYEeCKUX OCHO8 Co8peMeHHbIX meopuli 06pa3oeaHus u 8HeOpeHuUe Mooxood «cmyodeHm
Kak mompebumesnb». B cmamse npednazaemcs 0630p nodxoda «cmyoeHm Kak nompebumersns», Komopbil c853aH C
MoABAEHUEM PbIHOYHbLIX OMHOWeHUU U yeenuyeHuem AUYHO020 (hUHAHCOB8020 8K1a0a cmydeHmos 8 ceoe gbicuiee 06-
pasosaHue. Llenbto uccnedosaHuUs aenaemca onpedeneHue moao, KaK cmyodeHmbl BOCIPUHUMAOM CO8PEMEHHOE 8biC-
wee obpazosaHue u coomseemcmayom 7u yHuUsepcumemsoi nooxody «cmyoeHm Kak rompebumersns». Onpoc ceude-
menscmayem o mom, Ymo omHoweHuUe cmydeHma Kak nompebumens ob6pazosamesnbHbIX ycnye ewje HaXo0umcsa Ha
cmaduu ¢opmuposaHus. TaKHe paccmampusaromca nocaedcmausa nooxoda «cmyoeHm Kak nompebumerns» Kak 044
yHU8epcumemos, mak u 0718 cmydeHmos. Cmames 0emasnusupyem ocobeHHocmu cospemeHHol meHOeHyuu npoodsu-
HeeHuA KoHuyenyuu CAS (cmydeHm Kak mompebumens) 8 KazaxcmaHe u packpsieaem cyujecmesyrowue npomusope4us. 283
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Knroueeoie cnoea: svicwiee obpazosaHue, cmydeHm-nompebumesns, 06pazosamersibHbili 0rblim, Ka4ecmeo obpazosa-
Hus, memodbl 0by4YeHUs, AUYHOCMHO-0PUEHMUPOBAHHOE 0byYeHue.
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