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Abstract 

  The purpose of this study was to determine factors affecting views of campus 

services for international students among student affairs administrators. Factors identified 

during the literature review were examined using a multiple perspectives framework, 

which combined concepts related to student affairs administration, strategic planning for 

internationalization and multicultural organization development. 

 The researcher utilized a mixed methods sequential explanatory research design, 

which included an internet survey and interviews. Responses to the internet survey were 

examined using a Scale of Current Views and a Scale of Ideal Views, which were 

designed specifically for this study to measure alignment between views and professional 

standards for international student services.  

 The findings of this study indicate that foreign language proficiency and strategic 

alignment of international activities positively correlate with scores on the Scale of 

Current Views while the number of degrees of separation from the president of their 

institution holds a negative correlation. International student enrollment and frequency of 

travel outside of the United States positively correlate with scores on the Scale of Ideal 

Views. Participants reported desires to learn more about the internationalization strategy 

at their institution as well as become more involved in internationalization efforts, but 

they felt largely excluded as stakeholders. Participants also reported a desire to improve 

services for international students, but felt challenged by communication barriers 

associated with culture and language as well as a lack of training opportunities available 
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to staff at their institution. Finally, participants expressed concern over the administration 

and intentionality of internationalization efforts at their institution.   
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CHAPTER ONE: INTRODUCTION 
 

Introduction 

In 1903, the first international student club was founded at the University of 

Wisconsin. This local club later gave rise to a national association aimed at, “the 

development in the world of the spirit of human justice, cooperation and brotherhood, 

and the desire to serve humanity unlimited by color, race, nationality, caste, or creed, by 

arousing and fostering this spirit in college and university students of all nationalities” 

(Putnam, 1965, p. 6). As concern over the welfare of international students grew across 

the nation, other initial developments followed. These included the first recorded 

appointment of an international student advisor at the University of Illinois in 1908, the 

establishment of the first international house at Cornell University in 1910, and the 

founding of the first English language program for international students at the University 

of Michigan in 1911 (Putnam, 1965).  

According to Hammer (1992), the first groups in the United States to 

acknowledge and later study the challenges faced by international students were the 

foreign division of the International Committee of the Young Men’s Christian 

Association and the National Board of the Young Women’s Christian Association.  

In 1911 and 1914, these agencies organized the Committees on Friendly Relations Among Foreign 

Students. In 1922, the Committees concluded that they needed more data concerning the problems 

foreign students faced during their stays in the United States. To this end, the Committees 

organized the Commission on Survey of Foreign Students (Hammer, 1992).  

 

In 1959, at the annual conference of the National Association of Foreign Student 

Advisors, Paul Chalmers proposed the needs of international students could be assigned 
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to one of three categories: 1) the same needs as all other students, 2) needs complicated 

by cultural differences, and 3) needs unique to international students (Chalmers, 1976, 

February). These categories remain relevant today as higher education administrators 

realize that critical to attracting and retaining international students is the provision of 

services specifically designed to meet their unique needs. 

Many, but not all, needs of international students are satisfied by specialized 

international student advising staff located in an office of international student services. 

Traditionally, these offices were located within divisions of student affairs (Lomis, 1982). 

However, as administrators consolidate international activities and recognize 

international education as central to their institution’s academic mission, these offices are 

now overwhelmingly found within divisions of academic affairs (Hoemeke, Krane, 

Young, & Slavin, 2006). In a study of the development of mission statements for 

international student services offices, Hammer (1992) found these offices operate in a 

state of constant crisis, which inhibits strategic planning and advancement of mission. He 

contends other problems may also develop as a result of overly centralized international 

student services.  

The identification of a separate office for international students can lead some foreign student 

advisors to personally assume a large degree of responsibility for solving many economic, 

linguistic, housing, and other problems faced by international students….the creation of a 

dependency relationship can develop between the advisor and the international student that may, 

over time, become dysfunctional both for the foreign student and for the assisting office. 

(Hammer, 1992, p. 222).  

 

University administrators must be strategic and intentional if campus spaces are to 

be transformed into places supportive of cross-cultural learning and engagement. Harper 

and antonio (2008) assert, “intentionality entails recognizing that segregated space exists 

and partnering with student groups and colleagues to develop programs that disrupt (if 
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only temporarily) narrow interactional norms” (p. 11). Unfortunately, as Hammer (1992) 

implies, the international student services office can reinforce the segregation of 

international students from the rest of the campus community. While these offices are 

central to providing highly specialized services to meet many of the unique needs of 

international students, international student advisors are limited by mission, resources and 

areas of professional expertise. Thus, partnership with other providers of campus 

services, such as student affairs administrators, is essential for the ideals of integration 

and whole student development to be realized during a time of increased globalization 

and international academic mobility (Nuss, 2003).  

Statement of the Problem 

The provision of campus services for international students has been the subject 

of professional and academic discourse for over a century, but very few empirical studies 

exist within the student affairs literature. A review by Hood, Hull and Mines (1979) of 

articles published in the Journal of College Student Personnel between the years of 1959 

and 1974 found only 21 (2.5%) were written about international students. Five years 

later, over 100 additional articles had been published in the same journal, but not one 

pertained to international students (Tryon, 1981). In a more recent and extensive analysis 

of student affairs research published over the past fifty years, Pope, Mueller and 

Reynolds (2009) found international students to be mostly absent from inquiry. Clearly, 

more research is needed pertaining to international students, the campus services they 

require and the most common providers of those services, student affairs administrators. 
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According to Pope, Mueller and Reynolds (2009), “early scholarship on diversity 

focused largely on students, and in particular, students of color…and women” (p. 643). 

This is largely reflective of historical events, societal changes and legislative actions in 

the United States. Specifically, the GI Bill, the Civil Rights Act, the Tribal Colleges Act 

and increased opportunities for women to enter the workforce served to increase the 

presence of students from diverse backgrounds (McClellan & Larimore, 2009). Over the 

years, diversity and multicultural scholarship has expanded to include other minority 

groups found on college campuses (Pope, 1993). The impact of globalization, changing 

demographics and world events has resulted in growing professional and scholarly 

interest in international students (Pope, Mueller, et al., 2009).  

The importance of multicultural ideals, competencies and values to student affairs 

is well documented within the literature (Dixon, 2001; Harper, 2008; Kuh, Kinzie, Schuh, 

& Whitt, 2005), but the degree to which multiculturalism is integrated into professional 

practice and views is practically unknown (Pope, Reynolds, & Mueller, 2009). In their 

book, Multicultural Competence in Student Affairs, Pope, Reynolds and Mueller (2009), 

argue for the infusion of multiculturalism into the training and core theories of the student 

affairs profession. The authors describe multicultural awareness, knowledge and skills as 

core competencies required of all student affairs professionals. 

Donna Talbot (2003) asserts increasingly diverse student populations, which are 

greatest among public institutions, can no longer be ignored and student affairs 

professionals charged with providing services to ensure student success must demonstrate 

an intercultural outlook. Others argue the provision of services from an intercultural 
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perspective to diverse populations is an ethical responsibility of all student affairs 

professionals, not just a select few as has been the standard practice on many campuses 

(McEwen & Roper, 1994; Pope, 1993; Pope, Mueller, et al., 2009). Clearly, institutions 

unwilling or unable to serve the needs of diverse populations will eventually find 

themselves at a competitive disadvantage in the new higher education environment 

(Altbach, 2004; Talbot, 2003).  

At a time of decreased public funding for higher education, the ability to compete 

for international students, who often pay higher tuition than their domestic peers, is of 

growing concern. According to NAFSA: Association of International Educators (2011), 

international students and their dependents contributed approximately $20.23 billion to 

the U.S. economy during the 2010-11 academic year. Moreover, because international 

students often arrive via transcontinental flights and are therefore limited by the quantity 

of possessions they may bring with them to campus, the economic impact of international 

students extends beyond the university campus.    

The presence of international students is important to universities for many other 

reasons as well. International students are integral to institutionalizing strategies for 

internationalization (Paige, 2003), offset dwindling enrollment in certain programs 

(Barber & Morgan, 1988) and serve as valuable learning resources for domestic students 

and faculty (Mestenhauser, 1976). Moreover, decades of empirical research indicate that 

students who attend culturally diverse institutions experience greater intellectual benefits 

than those who do not (Brimling, 2001). International students also contribute toward 

international business connections, cross-cultural community linkages and long-term 
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international relations. International alumni serve as unofficial ambassadors for the 

United States after returning to their home countries, which may lead to friendly relations 

with governments around the world.  

Although the benefits of hosting international students are many, “institutions 

cannot simply admit foreign students and expect them to adjust to life in a new country 

and educational system without appropriate support and programming” (Andrade, 2006, 

p. 183). Ethically and pragmatically, host institutions must invest in support services for 

international students (Marville, 1981; Ward, 2001). However, the effectiveness of such 

services is dependent upon student affairs professionals having “awareness, knowledge, 

and skills for working with diverse constituents” (Talbot, 2003, p. 424). 

The importance of serving international students is clear, but understanding the 

needs of international students can be a challenge since they often come from very 

diverse backgrounds (Evans, 2009) and not all staff are appropriately trained to serve 

culturally diverse clients (Tillman, 1990). As Authur (2004) explains, “campus personnel 

are left to rely on their previous experience with local students to guide their interactions 

with international students” (p. 6). This is further complicated by the fact that many of 

the services (e.g., intensive English programs, immigration advising and reporting, cross-

cultural counseling, foreign credentials evaluation, modified housing and dining options, 

and places of worship for religious minority groups) necessary for international students 

may not typically be required by domestic students.  

The adaptation of existing services to meet the needs of international students 

presents both challenges and opportunities to student affairs staff. Not all may recognize 
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the benefits international students bring. Some may harbor negative attitudes toward 

international students, which can influence behavior (Alreshoud & Koeske, 1997). For 

example, negative attitudes may result in direct and indirect forms of resistance to 

changes necessary to accommodate the unique needs of international students. This can 

lead to international students feeling dissatisfied with their university experience (Abadi, 

1999; Khawaja & Dempsey, 2009), which may discourage international students from 

seeking assistance with problems (Akinniyi, 1992). In some instances, international 

students may become subject to bigotry, harassment, discrimination and other forms of 

abuse from the very staff charged to support them (Black, 2011; Gitlin, Buendia, 

Crosland, & Doumbia, 2003).  

Negative experiences with staff and inadequate services can affect student 

satisfaction, which may alter perceptions of quality. Dissatisfied international students 

may view the institution as substandard and, because word-of-mouth referral is one of the 

most powerful influences on choice of institution among international students, this can 

have negative implications for recruitment (Mazzarol & Soutar, 2002). Obviously, failure 

to adequately serve this population can result in serious damage to the international 

reputation and marketability of the institution.  

The challenges in serving international students are considerable, but 

opportunities exist as well. For instance, international students require staff to develop 

new competencies and become more aware of the international dimensions of their 

profession (Osfield & Terrell, 2009). The resulting professional growth can further 

develop the field of student affairs as staff members share ideas and information at 
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meetings, workshops and conferences. Student affairs administrators are critical to 

ensuring adequate services exist for international students. Knowing the views of student 

affairs administrators toward the provision of campus services for international students 

and the factors affecting those views can provide useful information pertaining to 

professional training and organizational development.  

Statement of Study Purpose 

The purpose of this study is to determine factors affecting student affairs 

administrators’ views of campus services for international students. 

Research Questions 

1) In what ways are campus services provided to international students by student 

affairs administrators? 

2) In what ways should campus services be provided to international students by 

student affairs administrators? 

3) What are factors affecting student affairs administrators’ views of campus 

services for international students? 

Context of the Study 
 

Globalization permits closer integration of countries and people through the 

reduction of costs for goods and services, the elimination of artificial borders and the 

establishment of new institutions capable of confronting challenges affecting multiple 

countries (Stiglitz, 2003). Nonetheless, the costs of globalization, in economic terms, can 

include outsourced jobs, abandoned factories and increased competition. Such is the case 

in Ohio, the historical center of the U.S. steel and rubber industries and home to one of 
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the nation’s largest comprehensive public system of higher education (University System 

of Ohio, n.d.-a).  

Like other industries in Ohio, higher education is affected by globalizing trends. 

In the context of higher education, globalization is described as, “the flow of technology, 

economy, knowledge, people, values, [and] ideas…across borders” (J. Knight & de Wit, 

1997, p. 6). According to the Institute of International Education (2011b), Ohio ranks 

eighth in the country in terms of the number of international students enrolled at 

postsecondary institutions throughout the state. These 24,709 international students 

contribute approximately $662.4 million to the state economy as estimated by NAFSA: 

Association of International Educators (2011). Though significant in its own right, 

international student enrollment serves to fill classrooms in a state where the number of 

high school graduates is expected to flat line by 2018 (U.S. Department of Education, 

2008).  

As public funding decreases, education is commonly approached as an export 

commodity by governments around the world, which has led to fierce competition for 

internationally mobile students (U.S. Government Accountability Office, 2009). This 

global economic competition has divided the world economy into three distinct regions: 

America, Asia and Europe (Ahola, 2003). In order to compete in the new economic 

environment, universities must become demand-driven institutions capable of meeting 

consumer expectations of quality and applicability (Charlier & Croche, 2007; Karran, 

2004; Mongkhonvanit, 2003). This requires a great deal of flexibility on the part of 

otherwise conservative institutions (Gardner, 2004). 
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According to the Institute of International Education (2011c), 20% of the 

estimated 3.7 million students who study in postsecondary institutions located outside of 

their home countries do so in the United States. Nonetheless, the United States faces 

increasing competition from other countries and regions that have official plans and 

policies for attracting international students and scholars.  

In the U.S., federal immigration regulations pertaining to students and scholars 

are frequently criticized by international educators as unwelcoming (Altbach, 2004), 

overly restrictive (Johnson, 2007) and counterproductive to the advancement of national 

economic and security priorities (Carafano, 2007). The introduction of the Student 

Exchange Visitor and Information System (SEVIS) and associated regulations also had a 

major impact on international student services. In fact, recent studies (Boyd, 2008; V.  

Rosser, Hermsen, Mamiseishvili, & Wood, 2007) indicate the responsibilities of 

international student offices shifted away from student development and support toward 

greater immigration reporting and compliance issues following post-September 11, 2001 

revisions to student visa regulations. The consequence is centralized international student 

offices, which were already operating in constant states of crisis prior to these regulatory 

changes (Hammer, 1992), must now rely more heavily on colleagues across campus to 

meet the non-immigration needs of international students.  

While internationalization encompasses responses to globalization, these 

responses may “vary considerably across nations and also from institution to institution” 

(J. Knight, 2004, p. 11). Rationales for internationalization often differ between and 

within stakeholder groups, change over time and may be prioritized differently by 
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country and region (de Wit, 2002). In a decentralized system of higher education such as 

is found within the United States, internationalization responses even vary from state to 

state. 

In Ohio, this response is evidenced by actions taken at multiple levels. Members 

of the Ohio International Consortium, a state-wide group comprised of senior 

international education officers, banded together to form the American International 

Recruitment Council, which strives to establish quality international student recruitment 

standards and further the discussion on the use of overseas representatives. Leaders 

within the University System of Ohio incorporated international education into the 10-

year system-wide strategic plan, which includes a goal of having international students 

represent at least 5% of total enrollment at institutions across the state. The Chancellor’s 

Office also chose to endorse the i-graduate group’s International Student Barometer 

(ISB) to measure international students’ levels of satisfaction with academic and support 

services at their respective institutions across Ohio. The ISB is described as, “a risk 

management tool, enabling educators to track expectations against the experiences of 

international students....an insight into the motivations, aspirations, expectations and 

experiences of international students will help institutions to recruit, to manage 

expectations, to understand where the education experience excels as well as identifying 

those areas that would benefit from additional resources” (University System of Ohio, 

n.d.-b). 

The ISB provides administrators with an understanding of international students’ 

perceptions of campus services. However, this data raises additional questions pertaining 



 

 12 

to why some units are highly rated by international students and others are viewed as 

unhelpful or even hostile to serving international students. The current study will help 

expand knowledge in this area by examining views of campus services for international 

students among student affairs administrators, the group most often charged with 

providing campus services to students, at five public universities in Ohio. 

Statement of Value Premises 
 

The underlying assumptions in this study are that the views of student affairs 

administrators can be identified and measured by instruments developed by the 

researcher and that these views differ across individuals, professional groups and 

institutions. It is also assumed that certain factors correlate with favorable views while 

others correlate with unfavorable views.  

Limitations 

 This study is limited to four-year, public universities in Ohio with reported 

enrollments between 1,000 and 2,000 international students during the fall 2010 

semester.  

 This study does not include the views of international student office staff, 

intensive English program staff or other staff whose primary function is to serve 

international students. 

 This study is further limited to professionals working in units primarily located 

within divisions of student affairs. 

 This is a study of views and not attitudes or states of mind.  
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Definition of Terms 

 Auxiliary Services: Auxiliary services are those provided by student affairs 

administrators and independent of student needs and development. For instance, 

temporary housing for non-students or ticket sales for a concert in the student 

center would meet the definition of auxiliary services.  

 Campus Services for International Students: For the purpose of this study, campus 

services for international students is defined as any unique service or adaptation 

of a general service provided by students affairs administrators and existing 

primarily to meet the needs of international students. 

 Intercultural Competence: See multicultural competence. 

 International Student: A non-resident alien engaged in educational activities at a 

postsecondary institution located outside of his or her country of citizenship. 

 International Student Advisor: A member of a college or university’s 

administration who is primarily responsible for the welfare of international 

students. 

 International Student Office: An administrative unit staffed by international 

student administrators and created specifically for providing services to 

international students. 

 Multicultural Competence: Pope, Reynolds and Mueller (2009) define 

multicultural competence as “the awareness of one’s own assumptions, biases, 

and values; an understanding of the worldview of others; information about 

various cultural groups; and developing appropriate intervention strategies and 



 

 14 

techniques” (p. 9). In this study, multicultural competence and intercultural 

competence are used interchangeably. 

 Multicultural Organizational Development: Pope et al. (2009) define 

multicultural organizational development as, “a systematic planned change effort 

using behavioral science knowledge and technologies for improving 

organizational effectiveness” (p. 55). 

 Stakeholder: According to Knight (1997), “a stakeholder is a group with a vested 

interest or set of responsibilities for internationalization, according to the 

constituency they represent or the mandate given them” (p. 28). For the purpose 

of this study, a stakeholder is defined as a university employee or contractor in a 

managerial role responsible for the provision of student services and primarily 

associated with divisions of student affairs. 

 Student Affairs Administrator: A student affairs administrator is defined as an 

employee of a college or university’s division of student affairs whose primary 

function is non-teaching. 

 Student Affairs Functions: This term is used to distinguish areas or domains of 

professional responsibility and expertise among student affairs administrators.  

 Student Services: For the purpose of this study, student services are defined as 

supplemental support programs offered to students by university personnel in an 

effort to promote whole student development. Such programs often occur outside 

of the classroom and while goals may differ from institution to institution, 

common themes are enrollment and retention, academic support and social 
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integration (Braxton, 2003). Student services is a less specific term than campus 

services for international students since student services are available to 

international students, but campus services for international students are not 

necessarily available or applicable to domestic students. 

 View: The online Merriam-Webster (2011) dictionary defines a view as, “a mode 

or manner of looking at or regarding something” and “an opinion or judgment 

colored by the feeling of bias of its holder.”  

Conceptual Framework 

The literature pertaining to international students establishes the need for 

examining views of student affairs administrators upon which the provision of campus 

services depend. Moreover, the student affairs literature maintains that intercultural 

competence is a critical issue and not all professionals are prepared to serve diverse 

student populations. In the current study, the researcher aims to contribute to these bodies 

of literature by examining views of campus services for international students among 

student affairs administrators.  

The current study consists of original research and is exploratory in nature. After 

reviewing the existing literature, the researcher created a conceptual framework (Figure 

1) to help explain the phenomena under investigation.   
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Figure 1     Conceptual Framework 

 

Adapted from Kuh (1999) 

Overview of the Framework 

The current framework represents an adaptation of Kuh’s (1999) multiple 

perspectives framework for understanding student affairs work. The purpose of Kuh’s 

(1999) framework is to provide a better understanding of factors influencing 

interventions and other professional activities of student affairs administrators. Because 



 

 17 

actions result from decisions and decisions are shaped by views, it is appropriate to 

narrow the focus of this model to examine views and the factors that shape them. 

Presumably, such information holds implications for staff training and development as 

the ability to shape views carries with it the possibility to influence professional activities 

such as the provision of campus services for international students.   

The current model incorporates Davies’ (1992) framework for strategic planning 

for internationalization and Jackson and Holvino’s (1988) perspectives on multicultural 

organization development. This modification is designed to integrate existing models 

pertaining to student affairs work, internationalization of higher education and 

multicultural organization development in an effort to effectively examine the views of 

campus services for international students among student affairs administrators. 

To utilize this framework, one starts with the advance organizers located at the 

top of the figure and then works downward through the multiple dimensions of the cube. 

These dimensions demonstrate the context within which campus services for international 

students take place. The resulting views of campus services for international students 

among student affairs administrators may later be categorized as highly unfavorable, 

unfavorable, favorable or highly favorable. It is further presumed that after factors and 

the strength of their influence on views are identified, the framework may be used in 

reverse for purposes of staff development and organizational change. 

Advance Organizers 

The framework includes the use of advance organizers, which Kuh (1999) 

describes as, “conceptually distinct categories of factors” (p.531), that serve to provide 
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“parameters or boundaries” within which the study may be considered. In the current 

study, advance organizers include institutional factors, personal factors and professional 

factors. Kuh (1999) suggests institutional factors relate to context and include, 

“institutional characteristics that are relatively stable over time” (p. 532). The second 

advance organizer is personal factors, which Kuh refers to as “inputs.” Such factors refer 

to personal characteristics of student affairs professionals and like institutional factors, 

these measures change very little from year to year. The last of the advanced organizers is 

professional factors, which tend to be more dynamic than the other two. Table 1 displays 

all categories (i.e., advanced organizers) and their respective factors. 

Table 1     Advance Organizers 

Categories Relevant Factors 

Institutional 1. Institutional affiliation 
2. Amount of international activity 
3. Strategic alignment of international activity 
4. Enrollment trends 
5. Expectations for intercultural competency 
6. Leadership and advocacy 
7. Intercultural competency training 
8. Assessment 
9. Recruitment and retention 
10. Strategic plan 
11. Intentionality in student activities and services 

Personal 1. Level of education 
2. Age 
3. Cultural identity 
4. Gender 
5. Prior international experience 
6. Foreign language proficiency 

Professional 1. Position 
2. Student affairs function 
3. Professional domain 
4. Years at institution 

5. Years in student services 
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Student Affairs Functions 

The cube in Figure 1, similar to that developed by Kuh (1999), suggests staff in 

different student affairs units, such as health services and residence services, have diverse 

roles, responsibilities and theory bases, which ultimately influence views. These 

differences are classified as student affairs functions and include auxiliary services, 

student services and student development. Within the proposed theoretical framework, 

student affairs functions are organized in terms of the presumed depth of impact on 

students. For instance, auxiliary services, such as a concert organized by the student 

union staff, would presumably have a more superficial impact than direct services, such 

as advice provided by legal services staff, which would have a more superficial impact 

than programs or activities designed for whole student development, such as an 

intercultural learning community within a residence hall. As Kuh asserts, “whether 

certain theory bases seem relevant to staff is partly a function of the purposes of the 

respective area or office” (p. 534).  

The concept of student affairs functions is leftover from the original framework. 

However, two other dimensions, disciplinary perspectives and intervention theories and 

models, were removed from the cube to allow for greater emphasis on the system in 

which campus services take place. 

Strategic Planning for Internationalization 

Davies (1992) argues that while internationalization has traditionally been 

championed at the departmental or individual level, institutionalization occurs along two 

spectra: 1) ad hoc to highly systematic and 2) marginality to centrality. Davies presents a 
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matrix to demonstrate the intersection of these two spectra. The four quadrants represent 

a key component of the cube. The first quadrant, Ad Hoc-Marginal, represents an 

institution where international activities are minimal and sporadic. The second quadrant, 

Systematic-Marginal, still reflects minimal activity, but the level of strategic planning is 

much greater. The third quadrant, Ad Hoc-Central, demonstrates a considerable amount 

of international activity, but projects are not integrated and this leads to conflict across 

stakeholder groups. The final quadrant, Central-Systematic, represents a large amount of 

well-planned, strategically aligned activity throughout the organization.  

Although strategic planning for internationalization represents an institutional 

characteristic, this framework is given special attention because the degree to which 

internationalization is institutionalized can be representative of an entire system.  

Multicultural Organization Development  

Multicultural Organization Development (MCOD) theory is an extension of 

organization development theory and “proposes a framework for large-scale, long-term 

multicultural-systems change and addresses social-justice issues” (Pope, 1993, p. 202). 

Although MCOD is influenced by multiple theories dating back to the 1960’s (Beckhard, 

2006), MCOD was originally developed by Jackson and Hardiman (1981, as cited in 

Jackson & Holvino, 1988), expanded by Jackson and Holvino (1988), applied to 

divisions of student affairs by Pope (1993) and later modified by Valverde and Castenell 

(1998) to describe the stages for creating a multicultural campus.  

Published under the University of Michigan’s Program on Conflict Management 

Alternatives working paper series, Jackson and Holvino’s (1988) authoritative paper on 
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multicultural organization development defines the multicultural organization and 

presents a model for developing from a monocultural to a multicultural organization. In 

their view, “the MCOD model can assist internal and external change agents to diagnose 

and strategize for social change in organizations” (p. 11). Their model presents three 

dimensions of organization change: 1) target of change; 2) types of MCOD interventions; 

and 3) required knowledge, skills and attitudes needed to implement change. The model 

also provides diagnostic clues and indicators to help identify the organization’s current 

stage within the MCOD process. In the adapted framework used in this study, the three 

original dimensions of organization change remain, but diagnostic clues and indicators 

are reflected by alignment of views with professional standards (Council for the 

Assessment of Standards in Higher Education, 2009).  

MCOD theory, as presented by the model created by Jackson and Holvino (1988), 

serves as an additional lens for examining system influences on views of campus services 

for international students.  

Summary 

 This chapter is an introduction to the current research problem, the contextual 

issues within which the research takes place and the concepts around which the current 

study is framed. The modified version of Kuh’s (1999) multiple perspectives framework 

for understanding student affairs work serves as an appropriate conceptual model for 

examining views of campus services for international students among student affairs 

administrators. While the adapted model maintains many of the original components, it 

shifts the focus from activities to views. The next chapter provides a review of literature 
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pertaining to globalization and internationalization, international students, campus 

services and student affairs administration.   
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CHAPTER TWO: LITERATURE REVIEW 
 

Introduction 
 

International students are dependent on services provided by host institutions 

(Owen, 2008). Unlike their domestic peers, international students are typically unfamiliar 

with the host culture, may be required to communicate in a foreign language and subject 

to strict visa regulations. In many instances, services for international students are 

confined to a designated staff member, network of advisors or unit specializing in 

advising international students, which can lead to feelings of marginalization and 

unhealthy dependency relationships (Hammer, 1992).  

Though critical, staff in the international student office cannot provide all of the 

services required of international students throughout their enrollment and campus 

personnel outside of the international student office are left to serve international students 

based on their experiences serving domestic students. According to Arthur (2004), this 

can lead to “frustrating, unproductive and even harmful interactions” (p. 6) for 

international students and the campus personnel with whom they interact.  

The purpose of this study is to examine views of campus services for international 

students among student affairs administrators at five public universities in Ohio. In this 

chapter, a review of the literature is presented in three sections. In the first section, the 

researcher introduces the context within which the study occurs, which includes issues 

such as globalization, internationalization of higher education and trends in international 

student mobility. In the second section, the researcher explores the needs of international 

students and the campus services designed to satisfy those needs. Lastly, the researcher 
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surveys the literature pertaining to student affairs administrators and explores possible 

factors affecting their views of campus services for international students. 

Globalization of Higher Education 

Globalization is changing the landscape of higher education and represents “the 

most fundamental challenge faced by the University in its long history” (Scott, 2000, p. 

5). For this reason, globalization and its influence on educational systems and institutions 

has garnered increased attention (Suarez-Orozco & Qin-Hilliard, 2004). As a result of 

globalization, the frontiers between state, market and culture are no longer clear (P. Scott, 

2000).  

Globalization has both proponents and opponents. The benefits typically cited 

include increased transparency within organizations (Bennis, Goleman, O'Toole, & 

Biederman, 2008), local access to the world’s best talent (Engardio, 2007) and economic 

development for institutions, countries and regions (NAFSA: Association of International 

Educators, 2010). Problems commonly associated with globalization include increased 

academic capitalism (Altbach, 2005b), the perpetuation of global inequalities (Altbach, 

2004; Bales, 1999) and issues of quality control (Billing, 2004; Wildavsky, 2010). While 

there are strong arguments on both sides, the fact remains that globalization is a critical 

issue that demands attention. 

National governments are responding to globalization by establishing policies and 

processes to enable educational institutions to succeed in the new globalized environment 

as they acknowledge a direct link between education and economic competitiveness 

(Bartell, 2003; Haigh, 2002; Robertson & Webber, 2000; U.S. Government 
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Accountability Office, 2009). Bain and Cummings (2005) assert, “national governments 

are increasingly concerned about their competitive share in the internationally mobile 

student market” (p. 20). According to Wildavsky (2010), “some governments and 

universities around the world have responded to the growth of cross-border higher 

education with outright academic protectionism” (p. 6). Altbach (2004) observes, “the 

states, traditionally responsible for higher education policy in the United States, have 

been uninterested in and even hostile to hosting international students, feeling that they 

take places that might be occupied by Americans” (p. 24). Presented another way, a small 

number of elected officials wield near-exclusive power over state higher education 

policies and governance (McLendon & Ness, 2003), which includes state-wide responses 

to globalizing trends (Oseguera, Flores, & Burciaga, 2010). Recognizing the importance 

of state support for international education, NAFSA: Association of International 

Educators hosts an annual advocacy day on Capitol Hill (NAFSA, 2011) and its 

campaign for state-level initiatives in support of international education boasts 

resolutions passed in twenty-two states (NAFSA, 2009).  

In other instances, responses to globalization have occurred at the supranational 

level as evidenced by the Bologna reforms in Europe (de Wit, 2002). Papadakis & 

Tsakanika (2006) suggest economic globalization is causing a shift in politics by which 

“the region is seen as the unit that can promote economic development and 

sustainability” (p. 291). According to Charlier and Croche (2007), the shift from national 

to regional education policies signifies “a global higher education area is taking shape, 

where qualificaitons and diplomas will soon be commensurate and compatible” (p. 5). 
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While Jaschik (2006) argues the European reforms will ultimately push other world 

regions to respond, Pechar (2007) believes the Europeans are simply reacting to existing 

informal policies in North America. Taking integration to a truly global level, 

Mongkhonvanit and Emery (2003) call for formal integration of transfer systems across 

world regions. This would greatly accelerate the already increasing global mobility of 

students and scholars. 

Definitions 

Perhaps the most popular writer about globalization is Thomas Friedman, the 

Pulitzer Prize-winning author and foreign affairs columnist for The New York Times. 

Friedman describes globalization as the new system of the post-Cold War world. 

Whereas the Cold War was a system of division, he describes globalization as a system of 

integration. Freidman (2000) defines globalization as follows: 

It is the inexorable integration of markets, nation-states and technologies to a degree 

never witnessed before-in a way that is enabling individuals, corporations and nation-

states to reach around the world farther, faster, deeper and cheaper than ever before, and 

in a way that is enabling the world to reach into individuals, corporations and nation-

states farther, faster, deeper, cheaper than ever before (p. 9).  

 

Scott (2000) portrays globalization as reflecting a world-order in which, “national 

boundaries are rendered obsolete by the transgressive tendencies of high technology and 

mass culture” (p. 4). Knight (1999b) paints a similar picture of globalization, which she 

describes as, “the flow of technology, economy, knowledge, people, ideas... across 

borders” (p. 14). In sum, globalization encompasses economic, technological, political, 

cultural, scientific and social trends that have cross-national implications (Altbach, 2002, 

2005a; Bhagwati, 2004). It is doubtful institutions failing to respond to opportunities and 

threats presented by globalization will remain relevant for very long. 
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Internationalization of Higher Education 

Internationalization is a response to globalization and represents one of the most 

important trends in higher education (Altbach, 2002, 2004; J. Knight, 2008a, 2008b). 

While a seemingly straightforward concept, Knight (2004, 2006) observes that 

approaches, definitions and rationales for internationalization vary greatly. For instance, 

in the United States of America, approaches to internationalization are more fragmented 

than in the European Union (de Wit, 2002). This has led to more talk than action 

(Altbach, 2002), which ultimately lessens the ability of institutions to operate effectively 

in the changing global environment (Altbach, 2004).  

In a review of research undertaken on the international dimension of higher 

education between 1997 and 2007, Kehm & Teichler (2007) discovered a greater variety 

of journals published articles on the topic, issues contained greater complexity, and many 

articles contained political undertones. They identified seven major themes: 1) mobility 

of students and academic staff; 2) mutual influences of higher education systems on each 

other; 3) internationalization of the substance of teaching, learning, and research; 4) 

institutional strategies of internationalization; 5) knowledge transfer; 6) cooperation and 

competition; and, 7) national and supranational policies as regarding the international 

dimension of higher education. The authors identified a distinction between competitive 

internationalization initiatives and comparative internationalization initiatives. In their 

view, comparative internationalization is losing ground to competitive 

internationalization. This is likely due to changing economic conditions and increased 

demand for internationally mobile students and scholars. 
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Ellingboe (1998) argues an institution’s curricular portfolio and fiscal allocations 

serve as prime indicators of support for internationalization. Other indicators, according 

to her Conceptual Model of Internationalization, include the integration of international 

students, faculty participation in international activities, internationalized co-curricular 

units, supportive leadership and the availability of study abroad programs. According to 

Paige (2008), the welfare (i.e., recruitment, support and integration) of international 

students is a key performance indicator of a University’s efforts to internationalize. His 

review of the internationalization literature found all but one of Ellingboe’s six 

indicators, the internationalization of co-curricular/student affairs units, were referenced 

in the documents surveyed (Paige, 2008). The obvious importance of serving 

international students and the apparent neglect of internationalizing student affairs 

suggests the current study may serve to fill an important gap in the literature. 

Definitions 

The National Association for State Universities and Land-Grant Colleges 

(NASULGC) Task Force on International Education (2004) defines internationalization 

as, “the process of integrating international and multicultural perspectives and 

experiences into the learning, discovery and engagement mission of higher education" (p. 

2). Altbach (2002) argues internationalization constitutes, “specific policies and 

initiatives of countries and individual academic institutions or systems to deal with global 

trends. Examples include policies relating to recruitment of international students, 

collaboration with academic institutions or systems in other countries, and the 

establishment of branch campuses abroad” (p. 6).  
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Knight (2003) views internationalization as the “process of integrating an 

international dimension into the research, teaching and services functions of higher 

education” (p. 2). Mestenhauser (2006) warns such a process is often difficult to 

implement within a “fragmented, complex, multidimensional, interdisciplinary, 

intercultural field” (p. 61). This is largely due to mental models that fail to view the 

whole system within which such a process must operate (Senge, 2006). 

Charged by NAFSA: Association of International Educators to examine the idea 

of comprehensive internationalization, Hudzik (2011) and other task force members 

offered a new, expanded definition. 

Comprehensive internationalization is a commitment, confirmed through action, to infuse 

international and comparative perspectives throughout the teaching, research, and service 

missions of higher education. It shapes institutional ethos and values and touches the 

entire higher education enterprise. It is essential that it be embraced by institutional 

leadership, governance, faculty, students, and all academic service and support units. It is 

an institutional imperative, not just a desirable possibility. 

 

Comprehensive internationalization not only impacts all of campus life but the 

institution’s external frames of reference, partnerships, and relations. The global 

reconfiguration of economies, systems of trade, research, and communication, and the 

impact of global forces on local life, dramatically expand the need for comprehensive 

internationalization and the motivations and purposes driving it.. (p. 6) 

 

According to de Jong and Teekens (2003), “internationalisation differs from 

globalisation in that it involves a process, which is not necessarily global” (p. 45). 

Though quite distinct, the two terms are often confused with each other (J. Knight, 2004). 

Brandenburg and de Wit (Brandenburg & de Wit, 2011) explain, “it seems that both 

terms act like two connected universes, making it impossible to draw a distinct line 

between them” (p. 16). They suggest the age of internationalization has ended and a new 

postinternationalization era is upon us. While the concept of postinternationalization is 
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underdeveloped, their treatment of the term appears to imply internationalization and 

globalization are distinct, the same and at times blended.  

Knight (2011) describes five common myths about internationalization, which 

have resulted in it becoming “a more confused and misunderstood concept” (p. 14). 

These myths are: 1) foreign students as internationalization agents; 2) international 

reputation as a proxy for quality; 3) international institutional agreements; 4) 

international accreditation; and, 5) global branding. An early study on educators’ views 

of global education revealed most maintained general ideas about interdependence and 

intercultural understanding, while a few suggested it had to do with one-worldism and 

one called it a Marxist threat (Tye & Tye, 1992).  

Arguments for Internationalization 

In 2005, the International Association of Universities commissioned a worldwide 

study on the importance of internationalization. Survey participants represented higher 

education institutions, national-level university associations and regional-level university 

associations. Researchers found a majority of respondents (73%) ranked 

internationalization as important, but geographic priorities differed substantially (J. 

Knight, 2008a). In his review of current developments in the management of tertiary 

systems around the world, Fielden (2008) observes: 

The selected vision will depend on the starting point in the country concerned.  Even if there is 

common agreement that global knowledge-based economy requires certain types of human 

resource, not all countries will respond to the challenges this presents in the same way. (p. 6)   

 

 

According to Osfield (2008), one reason for varied rationales is 

internationalization initiatives are defined within the context of one’s own environment. 
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For example, faculty battling dwindling domestic enrollment in key fields may embrace 

an economic rationale for recruiting international students (Barber & Morgan, 1988; 

Slaughter & Rhoades, 2004), whereas administrators of colleges in homogenous 

communities may find motivation in a socio-cultural rationale to diversify the student 

body (Laws, 1974). This study aims to examine the views of key stakeholders employed 

in student affairs offices. 

De Wit (2002) presents political, economic, socio-cultural and academic 

rationales for why institutional leaders choose to operationalize internationalization. Such 

frameworks can support varied program and organizational strategies. For instance, the 

NASULGC Task Force on International Education invokes these arguments in its report 

on the president’s role in internationalizing the university. 

1. For our students internationalization helps them to develop the global critical thinking 

essential to contributing as citizens of the world and competing in the international 

marketplace. 

  

2. For our communities internationalization links them to the world, expanding 

opportunities for university service and engagement while also enhancing their global 

competitiveness. 

 

3. For our nation internationalization contributes to national security and a vital 

economy, and prepares future world leaders who know and value American democracy. 

 

4. For our institutions internationalization enlivens faculty scholarship and teaching, 

expands research opportunities, and provides a pathway to national and international 

distinction. (NASULGC Task Force on International Education, 2004, p. viii) 

 

 

The fallout of the 2008 global economic recession with its implications for the 

financing of higher education in the United States supports the practical importance of 

the economic rationale (Aulenbach, 2010). Knight (2011) argues that “competitiveness, 

rankings, and commercialism” have become the dominant forces pushing 

internationalization. Schuh (2009) asserts, “fiscal policies, economic constraints, and 
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social conditions have a profound effect on the programs, services, learning 

opportunities, and activities developed by and offered in the student affairs division” 

(p.82). Sandeen and Barr (2006) suggest, “if student affairs leaders are to achieve their 

goals on their campus, it is essential that they become expert fiscal managers, articulate 

advocates for their programs, creative resource procurers, and knowledgeable 

contributors to their institution’s overall budget process” (p. 106). 

Mestenhauser (2006) affirms the economic rationale represents the dominant 

mode of thinking about international students, but he calls for a more expansive view as 

international students are, “the central element in international education that affects the 

entire field” (p. 69). Unfortunately, much of the discussion regarding the benefits of 

international students is based on opinion rather than empirical data and very little 

research looks beyond the university setting (Ward, 2001).  

Internationalization at Home 

 

In the European context, an important strategy for the internationalization of 

colleges and universities is Internationalization at Home (IaH). Wächter (2000) defines 

IaH as, “any internationally related activity with the exception of outbound students and 

staff mobility” (p. 6). According to Paige (2003), IaH constitutes, “the provision by 

universities of international and intercultural learning opportunities for those students 

who for various reasons do not participate in study abroad programs” (p. 52). For this 

reason, IaH may be easily connected to domestic diversity initiatives (Otten, 2003). 

IaH originated in Sweden as a strategy for providing an intercultural experience to 

the 90% of Swedish students who do not study abroad and improving relations between 
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immigrant and native groups (Wächter, 2003). An article by Bengt Nilsson sparked 

international interest in the topic and a special interest group was immediately formed 

within the European Association of International Educators to facilitate discussion 

(Crowther et al., 2000). IaH is based on Rudzki’s (1998) reactive and proactive 

approaches to internationalization (Nilsson, 2003). The reactive model includes five 

stages: 1) contact; 2) formalization; 3) central control; 4) conflict; and 5) maturity or 

decline. The proactive model also includes five stages: 1) analysis; 2) choice; 3) 

implementation; 4) review; and 5) redefinition of goals (Ibid). Strategies for 

institutionalizing IaH include engaging international students (Mestenhauser, 1976; 

Paige, 2003) and fully utilizing information technology resources (Joris, 2003). However, 

not all scholars agree virtual exchanges constitute IaH (Wächter, 2000).   

According to Mestenhauser (2006), IaH must be approached from a systems 

perspective.  He defines systems thinking as a conceptual framework consisting of, 

“knowledge and tools that help us understand the whole” (p. 67).  In his view, 

“international education is in a paradoxical situation because while it is a part of the 

system of higher education, it is also larger than higher education because it is a part of 

international and global relations” (p. 63). de Jong and Teekens (2003) also call for 

systems thinking as, “the disparate types of internationalization of former days have now 

become part of a larger whole” (p. 45).  

Internationalization of Student Affairs 

 

Internationalization permeates every aspect of the university (Mestenhauser, 

2006) and the realm of student affairs is no exception (Osfield & Terrell, 2009). Over the 
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years, student services have changed from marginal duties to specialized roles within the 

institution (Creamer, Winston, & Miller, 2001). Johnsrud and Rosser (1999) define 

student services to include, “admissions, registration, financial aid, counseling, advising, 

and other student affairs” (p. 122). At the philosophical core of the student affairs 

profession is the idea of student development, which includes models pertaining to 

psychosocial development theories, cognitive structural theories, environmental theories, 

and learning style theories (Hamrick, 2002; L. Patton & Harper, 2009). 

Kruger and Dungy (1999) observe an increasing number of student affairs leaders 

are recognizing the value of engaging with colleagues abroad. Such dialogue allows 

decision makers the opportunity to view problems from more diverse perspectives and 

leads to greater innovation (Kezar, 2009). Cross-border communication is made easier as 

a result of globalization byproducts, such as information technology (Ludeman, 1999).  

Dalton (1999) asserts, “student affairs professional associations in the United 

States historically have given only peripheral attention to international issues and 

involvements but are now engaged in much more organized activity to promote 

international exchange and programming” (p. 3-4). In a review of topics from the 

conferences of several major international student affairs associations, Barlow (1999) 

uncovered seven common themes: 1) increasing reliance on part-time staff, 2) 

relationships between student affairs and academic affairs, 3) outsourcing student 

services functions, 4) professionalization including preparation and status, 5) competition 

and its effect on knowledge sharing, 6) academic capitalism, and 7) research. He also 

cited issues related to serving the needs of international students such as food preparation, 
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community relations, cultural sensitivity and spiritual facilities for students of diverse 

beliefs, which are discussed later in this chapter. 

Strategic Planning for Internationalization 

 

Lacking a strategic approach, internationalization often serves as little more than a 

buzzword (Peterson, 2002). This buzzword is frequently incorporated into institutional 

literature for accreditation purposes, but rarely backed by substantive resources and 

administrative support (J. Knight, 2008a, 2011; Osfield, 2008). 

The degree to which internationalization is institutionalized can serve as both an 

important indicator of and catalyst for organizational change. Davies (1992) presents a 

framework for assessing international activity in terms of quantity and quality. These two 

spectra are combined into a matrix resulting in four distinct quadrants as displayed in 

Table 2. 

Table 2     Strategic Planning for Internationalization 

 AD HOC Systematic 

Marginal Quadrant A Quadrant B 

Central Quadrant C Quadrant D 

The characteristics of institutions operating within each of the quadrants may be 

described as follows: 

Quadrant A: The amount of international activity is minimal and unorganized. 

Quadrant B: The amount of international activity is minimal and well planned. 

Quadrant C: The amount of international activity is substantial and unorganized. 

Quadrant D: The amount of international activity is substantial and well planned. 
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As cited in de Wit (2002), Davies (1995) further argues strategic planning for 

internationalization must include attention to both internal and external factors. These 

include mission, assessment, organizational leadership structure, external perceptions of 

image and identity, evaluation of trends and opportunities in international markets, and 

assessment of the competitive situation. Van Dijk and Meijer (1997, as cited in de Wit, 

2002) later extended Davies’ model to include policy, support and implementation.  

International Student Mobility 

Mobility of students between countries is an element of the growing internationalisation 

among countries of all kinds of relations and people. Movement of students across 

regions and countries is, in part, a response of young people to their growing awareness 

of the world and their interest in preparing themselves to live in an interdependent world. 

At the same time, governments and employers recognize that the workforce of the future 

must include well-trained, globally aware professionals if national, regional and 

individual prosperity is to be ensured. (UNESCO, 1998) 

Historical Trends in International Student Mobility 

Of the literature reviewed, the most comprehensive text on the history of 

international students in the United States was written by Bevis and Lucas (2007). They 

trace international student mobility to fifth-century BCE when Socrates wrote of the 

Sophists and their foreign protégés arriving in Athens. Plato, Socrates’ student, found 

students from all around the Mediterranean region flocked to the Academy (Ibid). While 

historical documents suggest the first international student in the United States may have 

been the Venezuelan revolutionary Francisco de Miranda who enrolled in Yale 

University in 1784, it was not until the mid-nineteenth century when a substantial number 

of international students began to appear at higher education institutions across the 

country (Wheeler, King, & Davidson, 1925). According to Speakman (1966), “it was the 

19th century imperialistic impulse which directly related the diplomatic contact with 
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cultural aspects causing governments to initiate planned programs of educational 

activities having an international dimension” (p. 4). Another factor was religion as 

children educated by U.S. American Christian missionaries were encouraged to further 

their learning in the United States. 

By 1904, the U.S. Bureau of Education reported 2,673 international students were 

enrolled in colleges and universities and by 1921 enrollment passed 8,000. While these 

early figures provide a historical snapshot, Bevis and Lucas (2007) challenge the 

accuracy of any statistics reported prior to 1949. Nonetheless, by 1922 the number of 

international students was large enough to peak interest in gathering additional data about 

this population.  

On January 1, 1922 a Directory of Filipino Students in the United States was 

released by the U.S. Bureau of Insular Affairs of the War Department and included “the 

names and addresses of 1,156 Filipino men and women students engaged in study in the 

United States” (Wheeler et al., 1925, p. 12). On March 23, 1922 the Friendly Relations 

Committees of the Young Men’s Christian Association and the Young Women’s 

Christian Association organized a Commission on Survey of Foreign Students, which 

sought, “to ascertain and assemble complete information regarding foreign students in the 

United States, and to define their needs and problems with a view to formulating an 

adequate Christian program on their behalf” (Ibid, p. xiii-xiv). The resulting publication 

was a 381 page document covering trends in international student mobility, political and 

religious background of international students in the United States, careers and influence 

of returned students in their homelands, issues relating to sociocultural adjustment, 
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academic concerns, views of female international students, attitudes toward Christianity, 

community support groups and suggestions for action.  

Wildavsky (2010) cites a later survey conducted in the 1950s by the National 

Science Foundation, which revealed top reasons for the growing popularity of study in 

the United States included:  

1) A reflection of prosperity and influence of the United States; 2) a financial support extended to 

foreign students by educational institutions; 3) private agencies in both the United States and 

foreign governments; and 4) the achievement by educational institutions of an internationally 

recognized status had been attained earlier by European universities (p. 21).     

In 2002, following the September 11, 2001 terrorist attacks and increasingly strict 

student visa regulations, the enrollment of international students in the United States 

began to decrease. Enrollment did not recover until 2005 (Institute of International 

Education, 2010). 

Current Trends in International Student Mobility 
 

During the 2010/11 academic year, the number of international students studying 

in the U.S. reached an all-time high of 723,277 and during the 2009/10 academic year, 

the number of U.S. students studying abroad was estimated at 270,604 (Institute of 

International Education, 2011a). Worldwide, the number of internationally mobile 

students is estimated to exceed 3,700,000 (Institute of International Education, 2011c). 

Increased cross-border mobility not only contributes to local, state and national 

economies (NAFSA: Association of International Educators, 2010), but also has benefits 

for the international study participants (Paige, Fry, Stallman, Josic, & Jon, 2009) and host 

nationals with whom they interact (de Wit, 2002; Mestenhauser, 1977; Nilsson, 2003; 

Pettigrew & Tropp, 2006; Wächter, 2000; Ward, 2001). International students represent a 
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critical resource for which there is increasing demand (Altbach, 2002; Andrade, 2009; 

U.S. Government Accountability Office, 2009).  

While U.S. institutions compete against each other for international students, the 

greatest competition is from abroad (Fullan, 2010; Wildavsky, 2010). For example, in 

2006 the United Kingdom initiated a five-year plan for international education in hopes 

of increasing the number of international students studying in the country by 100,000. 

South Korea’s initial plan was to attract 50,000 international students by 2012, but after 

exceeding their goal in 2008 the number expanded to 100,000. In Malaysia, government 

officials aim at attracting 100,000 international students (U.S. Government 

Accountability Office, 2009). By 2015, Singapore aims to attract 150,000 international 

students, by 2020, Jordan seeks 100,000 and China aims to increase its international 

student enrollment to 300,000. Perhaps most ambitious of all, Japan seeks to increase its 

current international student enrollment from 120,000 to 1,000,000 by 2025 (Wildavsky, 

2010).  

Australia, France, Germany, Japan, New Zealand, the United Kingdom and others 

market their nation’s higher education institutions to international students through the 

use of official logos, scholarships, slogans and other strategies. In his chapter on the 

subject of global competition for talent, Wildavsky (2010) relates one instance of the 

government of New Zealand launching racy internet ads aimed at attracting Asian youth. 

In France, more than 170 member institutions pool resources for the recruitment of 

international students. International students comprise nearly 25% of total tertiary 

enrollment in Australia, contribute $13 billion to the national economy and, as an 
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example of the resulting diplomatic linkages, more than half of Malaysia’s cabinet 

members were educated in Australia (GAO, 2009). 

In the U.S., the Departments of State and Commerce currently provide support to 

higher education institutions seeking to attract international students. While some of these 

services require a fee, most are available free of charge (Bureau of Educational and 

Cultural Affairs, 2010; U.S. Commercial Service, 2010). However, direct federal 

investment in international students is currently limited to eight programs providing 

support to approximately three hundred students in both degree and non-degree 

programs. These programs maintain a public diplomacy focus and participants come from 

only a few countries although a larger pool of nationalities may apply (G. Scott, 2008). 

As international enrollment continues to increase, so too have concerns over the 

adequate provision of services (Andrade, 2009). While institutions benefit from increased 

enrollment, international students face real challenges adapting to the foreign university 

environment (Galloway & Jenkins, 2009; Qin & Lykes, 2006; Rajapaksa & Dundes, 

2002; Ward, 2001).  These challenges, left unattended, can counterbalance the very 

benefits international students offer (Evans, Carlin, & Potts, 2009).   

Types of Needs of International Students 

In order to compete in the new global education market, universities must become 

demand-driven institutions capable of meeting student expectations of quality and 

application (Charlier & Croche, 2007; Karran, 2004; Mongkhonvanit, 2003). While it is 

not uncommon for the responsibility for the care of international students to be assigned 

to an individual staff member or unit, it is important to understand the various types of 
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needs of international students. In her review of unpublished research pertaining to 

international students in the United Kingdom, Pelletier (2003) developed a taxonomy for 

categorizing the needs of international students: 

a) Practice challenges; e.g., accommodation, visas 

b) Emotional and affective issues; e.g., stress, homesickness 

c) cultural adaptation and integration; e.g., developing adequate cross-cultural skills 

d) English language acquisition and competence 

e) pedagogical difficulties; e.g., seminar skills, writing skills 

f) curriculum and assessment; e.g., appropriate course design 

g) performance and outcomes. (p. 9-10) 

Chalmers (1976, February) suggests international students have the same needs as 

all other students, needs complicated by cultural differences, and needs unique to their 

international status. Furnham and Bochner (1986) argue international students face four 

types of problems: 1) those experienced by all cross-cultural travelers, 2) pressures 

associated with their status as ‘foreign ambassadors’ to domestic students, 3) identity 

conflict related to personal development, and, 4) stressors associated with adjustment to 

college.  

A review of the literature for this study suggests international students experience 

three categories of needs: 1) the same needs as all students; 2) needs resulting from their 

status as international students; and, 3) needs influenced by their cultural backgrounds 

(Andrade, 2009; Arthur, 2004; Baker, 2009; Bevis & Lucas, 2007; S. Bochner, McLeod, 

& Lin, 1977; Calvete & Connor-Smith, 2006; Chalmers, 1976, February; Hanassab & 

Tidwell, 2002; Heikinheimo & Shute, 1986; Lee & Rice, 2007; Manese, Sedlacek, & 

Leong, 1988; Montgomery & McDowell, 2009; Sovic, 2007; Trice, 2004; Ward, 2001). 

An understanding of these needs is essential as institutions unable to attract, serve and 
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retain an increasingly diverse student body risk being unable to compete in the global 

higher education marketplace (Dixon, 2001).   

Universal Needs of International Students 

 

International students have many of the same needs as their domestic peers. For 

instance, international students need to secure housing, register for courses, and succeed 

in their studies. They require assistance from the student health staff when ill, utilize 

library resources to complete assignments, and need to be informed of campus activities 

and safety alerts. International students also need to feel a sense of belonging. The 

discussion around universal student needs is framed within  the context of retention with 

the implication that students whose needs are not met are less likely to persist to 

graduation (Seidman, 2005a).  

Concern over the universal needs of students and the correlation between needs 

and retention first appeared in the literature at the beginning of the twentieth century, but 

did not receive scholarly attention until the 1970s (Ibid). Conceptual models of student 

retention grew from existing theories in the fields of anthropology (Vincent Tinto, 1988), 

sociology (Spady, 1970) and psychology  (Anderson, 1985; Astin, 1999), but have been 

criticized for neglecting minority populations (Seidman, 2005; Tierney, 1992, 1999). 

Bean and Eaton (2000) assert,   

It is almost certain that individuals from different cultures or of different genders perceive the 

world differently.  This situation should lead future researchers in two directions.  First, they 

should examine which of these psychological processes seems most important for any 

demographic group being studied. Next, they should identify the particular factors that lead, say, 

to approaching homework, to a sense of self-efficacy as a student, or to thinking that the grades 

they receive are due to their own efforts. (p.59) 
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Since the late 1970s, several national studies have been conducted on college 

student retention (Lang, 2001). In 2010, the fourth national survey conducted by the 

American College Testing Program revealed the top four variables: 1) level of student 

preparation for college-level work; 2) adequacy of personal financial resources; 3) 

student study skills; and 4) amount of financial aid available to students (Habley, Valiga, 

McClanahan, & Burkum, 2010). In an exhaustive analysis of retention studies published 

between 1978 and 2005, Bean (2005) discovered nine common themes: 1) intentions; 2) 

institutional fit and commitment; 3) psychological processes and key attitudes; 4) 

academics; 5) social factors; 6) bureaucratic factors; 7) external environment; 8) student 

background; and 9) finances. 

Based on their review of the existing retention literature and Swail’s (1995) 

previous research pertaining to minority study persistence, Swail, Redd and Perna (2003) 

created a student retention framework consisting of five key components: (a) financial 

aid, (b) recruitment and admissions, (c) academic services, (d) curriculum and 

instruction, and (e) student services. They argue, “from an organizational perspective, it 

is difficult to imagine how any of the components work effectively without links to other 

areas” (p. 91). Obviously, the responsibility for meeting international students’ needs 

extends across campus units and professional domains. 

Needs Specific to International Students 

 

While the retention literature reviewed above provides a framework for thinking 

about universal needs of college students, most of the existing models fail to 

acknowledge the experiences of minority groups (McMahan & Fritzberg, 2003; Tierney, 
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1992, 1999). Rather than scrutinizing the readiness of higher education institutions to 

serve culturally diverse groups, the scholarly discussion has tended to focus on the 

individual student, which has led to negative perceptions of cultural minority students, 

which includes international students, as deficient or maladaptive (Tierney, 1992). 

Moreover, interventions made to integrate minority students into the dominant culture are 

often perceived as threatening and wholeheartedly resisted by the students themselves 

(Huffman, 2001).  

According to Nieto (1999), “the pressure that schools place on students to 

assimilate is itself an example of educational inequality” (p. 33). Rather than aiming to 

acculturate students, Burnapp (2006) recommends interventions should encourage 

students to leverage all of their resources and also recognize adjustment results in 

constantly changing hybridity as opposed to pure acculturation. Tierney (1992) calls for 

cultural integrity, which he believes “transfers the problem of educational inequity from 

the student to the institution and identifies cultural background as an essential element for 

academic success” (p. 85). This challenges the popular practice of segregating services 

for marginalized groups and closely aligns with models of systemic change such as 

Internationalization at Home (Nilsson, 2003) and Multicultural Organization 

Development (Jackson & Holvino, 1988). 

As demonstrated by the previous discussion of universal needs, all students face 

the challenge of adjustment to college. However, empirical studies indicate international 

students experience a more difficult transition than their domestic counterparts 

(Kaczmarek, Matlock, Merta, Ames, & Ross, 1994; Ward, 2001; Ward, Bochner, & 
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Furnham, 2001; Ward & Kennedy, 1993).  For instance, making close friends in the host 

culture appears to be a major challenge for many.  

Bochner, McLeod and Lin’s (1977) classic study of 30 exchange students at the 

University of Hawaii identified characteristics (e.g., nationality, gender, and domicile) of 

the respondents’ five best friends and the five associates with whom they spend most of 

their time. Respondents were also provided with a checklist of fifteen activities and asked 

to identify a preferred companion for each situation.  

It was argued that if friendship formation is unrelated to the variable of culture, the 

average probability of same-culture friendships should be related to the total number of 

national groups in the social system [50], with a correction factor that takes each group’s 

relative size into account. (Bochner et al., 1977, p. 283). 
 

The researchers found that while domestic students made up 25% of the residents 

in the residence hall, 44% of international students’ closest friends were co-nationals, 

29% were host nationals, and 27% were other nationals. A similar pattern (46% co-

nationals, 33% host nationals, and 21% other nationals) characterized participants’ five 

associates. Most disturbing, given the residence hall was identified as an internationally 

themed living and learning community, is that 20% of respondents did not report any host 

national associates. 

While the above study brought to light new revelations about the social networks 

of international students, its small sample size makes the study weak and one should be 

cautious not to assume the findings represent trends found within the larger population of 

international students in the United States. A second concern with the study is the 

location since, according to the U.S. Census Bureau (2010), Hawaii is the only majority-
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Asian state, which suggests the reported friendship patterns might not be representative 

of those patterns found on the continent.   

Furnham and Alibhai (1985) replicated Bochner et. al.’s study and increased the 

number of respondents by 366% (N = 140). Their findings support the original 

conclusion that international students’ five best friends are overwhelmingly co-national 

(54%). However, only 28% of best friends were other nationals and 18% host nationals. 

The researchers also expanded upon the three friendship categories identified in the 

original study to include co-regionals. “This showed that in nearly all instances co-

nationals were chosen in preference to co-regionals (92%) though co-regionals were still 

preferred to host nationals or ‘other’ nationals” (Furnham & Alibhai, 1985, p. 715) The 

only instances when host nationals were preferred were: seeking academic assistance 

(49%), seeking help for a language problem (37%), and dating (33%). The researchers 

also provided an interpretation of Bochner et al.’s (1977) findings within a social network 

framework. These are: 

A Primary [sic], monocultural network, consisting of close friendships with other 

sojourning compatriots. The main function of the co-national network is to provide a 

setting in which ethnic and cultural values can be rehearsed and expressed. 

 

A secondary, bi-cultural network, consisting of bonds between sojourners and significant 

host nationals such as academics, students, advisors and government officials. The main 

function of this network is to facilitate instrumentally the academic and professional 

aspirations of the sojourner. 

 

A third [sic], multi-cultural network of friends and acquaintances. The main function of 

this network is to provide companionship for recreational, ‘non-cultural’ and non-task 

oriented activities (Furnham & Alibhai, 1985, p. 711) 

 

Whereas Bochner et al. (1977) consider the availability of various nationality 

groups in the residence hall, Furnham & Alibhai (1984) do not. In spite of the 

shortcomings of these studies, the conclusion that international residence halls are not 
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necessarily catalysts for intercultural interaction is well documented (S.  Bochner & Orr, 

1979; S. Bochner, Hutnik, & Furnham, 1985).  

Another classic inquiry into the reformation of international students’ social 

networks is Klineberg and Hull’s (1979) analysis of over 2,500 international students in 

eleven countries, which, as the largest such study to date, revealed limited contact 

between international students and host nationals is a global phenomenon.  

In a small study at a minority-serving institution, Klomegah (2006) gathered data 

challenging the notion that international students experience greater socialization 

challenges than their domestic peers. However, recent research by Gareis (2012) supports 

classic findings. In her study of international students at ten public universities located 

within three regions of the United States, she found that nearly 40% lacked close 

friendships with host-nationals. Moreover, her research suggests friendship patterns are 

heavily influenced by both the student’s home region and the region in which they study.  

In a comparative analysis of international and domestic students’ university 

experiences, Grebennikov and Skaines (2007) found international students were less 

satisfied with facilities and resources than domestic students. According to Barron 

(2005), international students may have greater expectations because they typically pay 

higher fees than their domestic peers. Others suggest support prior to, during and after a 

sojourn can facilitate language learning and intercultural development (Cohen, Paige, 

Shively, Emert, & Hoff, 2005) as well as reduce the severity of culture shock (Ward et 

al., 2001) and reentry shock (Hess, 1994).  
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A recent study by Faleel, Tam, Lee, Har and Foo (2012) of 200 international 

students in Malaysia found a positive correlation (r=.38, p<.01) between perceived social 

support and level of coping ability. The researchers also found a negative correlation (r=-

.21, p<.01) between coping capability and depression. While the researchers used a 

convenience sample, this study still presents strong evidence demonstrating the 

importance of social support to the international student experience.  

In addition to academic and social concerns, international students, as non-

resident aliens, have various needs not shared by domestic students. For instance, 

international students must apply for and receive a visa prior to applying for admission at 

a U.S. Port of Entry. The visa process can be very lengthy, expensive and approval is not 

guaranteed. To obtain the visa, a student must demonstrate that he or she will maintain a 

residence outside of the United States, submit documentation of financial support that 

meets or exceeds estimated tuition, living and other expenses determined by the school 

and the student must intend to enroll in a full course of study within a specific field at the 

school printed on his or her immigration form I-20 or DS-2019. If after receiving the visa 

a student decides to change institutions, additional paperwork must be filed, which can 

require the student to appear for another visa interview. Moreover, students pursuing 

advanced study in sensitive fields may be subject to additional scrutiny in the form of 

Visa Mantis Security Advisor Opinion, which requires the Consular Officer to forward, 

“a request to an undisclosed number of government agencies for input on whether or not 

they have concerns about the visa applicant” (Endrizzi, Kueltz, & Hrga-Griggs, 2009). 

After the visa is granted and the student is admitted through a POE, he or she must report 
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to the school of record and comply with complex regulations unique to his or her student 

immigration status.  

Current immigration regulations restrict most international students to on-campus 

employment until they become eligible to apply for off-campus employment benefits 

following completion of their required coursework. The rationale for such a restriction 

may be inferred by the regulations to be international students have sufficient financial 

resources without the need for employment and employment may interfere with a 

student’s ability to carry a full course load (U.S. Citizenship and Immigration Services, 

2002). However, the literature suggests such a restriction impedes international students’ 

ability to interact with host nationals and learn about work ethic in the host culture 

(Sherry, Thomas, & Chui, 2010).  

In addition to the employment restriction described above, international students 

also face unique challenges following degree completion. In a study of 2,570 

international MBA students, Scism (2005) found a direct correlation between students’ 

prior work experience and starting salary. This suggests current employment restrictions 

place international students at a disadvantage. Perhaps most disturbing, the study also 

revealed a direct correlation between students’ country of origin and starting salary. For 

instance, international students from North American countries earned the highest 

starting salary and signing bonus while students from Asian and African countries earned 

the lowest.  

To ensure international students receive essential information regarding their 

immigration status, colleges and universities are required to appoint designated school 
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officials or responsible officers to serve as a liaison between the student, the institution 

and government agencies. How these individuals and the services they provide fit within 

the institution vary substantially. As observed by Kaplin and Lee (2007):  

postsecondary institutions with significant numbers of foreign students face policy issues 

concerning the nature and extent of the services they will provide for foreign students, and the 

structures and staffing through which they will provide the services (for example, a network of 

foreign student advisors or in international services office) (p. 404).  

 

Baker (2009) proposes international students require different types of 

immigration information at various periods of their sojourn, which she separates into five 

periods: 1) pre-arrival; 2) arrival; 3) the first year; 4) the middle years; 5) the final year. 

Savicki (2008) also calls for a sequenced approach to student learning, albeit from the 

perspective of intercultural adjustment.  

Cultural Needs of International Students 

 

Research indicates the type and degree of adjustment problems faced by 

international students vary according to geographic origin  (Al-Mubarak, 1999; Braine, 

2002; Hanassab & Tidwell, 2002) and prior academic experiences (Abel, 2002). For 

instance, international students from less technologically developed nations may have 

had limited exposure to the internet, word processing software and other new 

technologies prior to arriving to the United States (Grant, 1999). A recent study by 

Tidwell and Hanassab (2010) found international students from various geographic 

regions reported different experiences regarding personal changes:  

African students reported that greatest change was their skills at understanding English and their 

awareness of different philosophies, cultures, and ways of life in this country. Students from the 

Americas noted their greatest changes in their English-speaking skills. Asian international students 

reported their greatest personal changes were their skills in pursuing ideas and finding 

information. European international students identified their greatest change was in both their 

skills in understanding English and their awareness of different philosophies, cultures, and ways of 

life. Middle Eastern international students also reported their greatest change was in their 
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awareness of differences in philosophies, cultures, and ways of life, while students from Oceania 

indicated their greatest change was in understanding of self. Southeast Asian students reported 

their greatest personal changes in two areas: skills in understanding English and awareness of 

differences in philosophies, cultures, and ways of life. Among the seven geographical regions 

representing the students’ country of origin, those from Oceania reported experiencing the least 

changes.  (p. 319) 
 

In a comparative study of US and Asian female residents of a university student 

family housing facility, the authors found Asian students experienced greater difficulty 

developing relationships with other residents (Harris, 1995). Classic studies of 

international students living in campus residences in Australia (S.  Bochner & Orr, 1979), 

the United Kingdom (S. Bochner et al., 1985; Furnham & Alibhai, 1985) and the United 

States (S. Bochner et al., 1977), as well as a more recent study in the Russian Federation 

(Galchenko & van de Vijver, 2007), revealed similar findings.  

On-campus living environments offering activities that facilitate cultural learning 

and social interaction can minimize the severity of culture shock and meet the social 

needs of new students, including those who might be reluctant to mix with people whom 

they do not know (Bollag, 2000; Enochs & Roland, 2006). Such programs promote 

learning communities that lead to the development of social networks and collective self-

esteem, which is associated with improvements in adjustment to college, academic 

success and psychological well-being (Bettencourt, Charlton, Eubanks, & Kernahan, 

1999; Dusselier, Dunn, Yongyi, Shelley, & Whalen, 2005; St. Onge, Nestar, Peter, & 

Robertson, 2003). Similar outreach activities might prove useful within academic 

departments as well since even doctoral level international students report feeling isolated 

from faculty and peers (Le & Gardner, 2010). When allowed to fester, feelings of 
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loneliness can lead to withdraw from social situations and college (Berk, 1998; Paul & 

Brier, 2001).   

Kao and Gansneder (1995) found international graduate students from Asian 

countries are less likely to participate in classroom discussion due to cultural differences 

and negative perceptions of their own English language abilities. Similar passivity occurs 

in students from cultures where interaction with members of the opposite sex is limited or 

where women do not typically hold positions of high social status (Gonzales, 2004). For 

example, in one study of international students’ perceptions and needs, researchers found 

females reported less confidence participating in classroom discussions than males 

(Manese et al., 1988). 

Variation can also exist among sub-cultures. For instance, Kwan, Sodowsky and 

Ihle (1994) found worldviews vary significantly among students from mainland China, 

Taiwan and Hong Kong. A study of Libyan students’ attitudes toward women's 

participation in the labor force found females were significantly more likely to support 

American attitudes toward equality than their male counterparts (Abdalla, 1984). 

Cultural adjustment may also result in the need for psychological counseling 

(Arthur, 2004; Khoo, 1994). While intercultural contact is associated with intercultural 

development (Allport, 1979; Pettigrew & Tropp, 2000), it may also threaten one’s 

cultural identity (Qin & Lykes, 2006; Sandhu & Asrabi, 1994). For instance, females who 

have undergone circumcision may find it difficult to develop intimate relationships 

abroad and develop negative concepts of self, which may impact academic performance 

(Bengston & Baldwin, 1993).  
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A study of Korean students revealed depression stemmed from factors common to 

many international students, such as homesickness and unfamiliarity with the host 

culture, but students avoided psychological assistance due to a cultural stigma attached to 

receiving assistance with mental health concerns (Choe, 1996). Other studies revealed 

Asian students are more willing to receive assistance from counselors who are older and 

of similar ethnicity (Tedeschi, 1993), but international students as a whole prefer to rely 

on non-counselors for emotional support (Bradley, Parr, Lan, Bingi, & Gould, 1995).  

Campus Services for International Students 
 

International students have realistic expectations with regard to their goals and 

adjustment to college, but suffer from a lack of access to appropriate student support 

services (Boyer & Sedlacek, 1998; Kaczmarek et al., 1994; Pedersen, 1991). According 

to Kuh (2009): 

when students’ expectations match their experiences in college, students are more likely to be 

satisfied and persist to graduation… when ethics of membership and care characterize a college, 

students are more likely to perceive that the institution is concerned about their welfare and 

committed to their success (p.61). 

 

Ragavan (2009) proposes four main concerns regarding international student 

services: 1) general support in the start of the academic year; 2) academic transition is not 

address effectively; 3) purpose of administrative bodies; and 4)  generic support system. 

She suggests host institutions assign peer tutors to aid international students throughout 

their stay and provides quantitative data documenting the success of such a program in 

the United Kingdom. 

Institutions have an obligation to provide resources for international students 

(Andrade, 2006). In a supportive environment, international students develop a greater 
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concern about global events, are more mature, independent, and appreciative of other 

cultures than when they left their home countries (Hadis, 2005). In a comparative study 

of Spanish and U.S. American students facing social stress, Calvete and Connor-Smith 

(2006) found perceived support related to low levels of negative coping strategies in both 

populations. 

Historical Perspectives on Campus Services for International Students 

 

The needs of international students have been of concern to fellow students, 

university administrators and community members for over a century. Among the first 

formal efforts to assist international students was the founding of the National 

Association of Cosmopolitan Clubs by students in the early twentieth century. The motto 

of the organization was “above all nations, humanity” and its purpose was to promote 

friendship, respect and understanding among all nationalities. The first of these clubs was 

founded in 1903 at the University of Wisconsin and by the end of the decade the 

association had expanded to top universities in several other states. In 1907, the first 

convention of the association of cosmopolitan clubs was held in Madison, Wisconsin and 

included delegates from universities in Michigan, Wisconsin, Illinois, Indiana, Ohio, 

Louisiana, and New York. 

While the literature suggests efforts to serve international students were led by 

students, university administrators gradually recognized the need to provide support 

services to this unique population. The University of Illinois appointed its first 

international student advisor in 1908, the first international house was founded at Cornell 
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University in 1910 and the first intensive English program was established at the 

University of Michigan in 1911 (Putnam, 1965).  

In 1911 and 1914, the foreign division of the International Committee of the 

Young Men’s Christian Association and the National Board of the Young Women’s 

Christian Association established the Committees on Friendly Relations Among Foreign 

Students (Hammer, 1992). In 1922, the Committees commissioned a survey on 

international students and many of the issues identified remain relevant today. 

In 1942, the State Department’s Advisory Committee on the Adjustment of 

Foreign Students convened a conference in Cleveland, Ohio to discuss problems faced by 

Latin American students, the application of the Selective Service requirements to 

international students and the need to provide services to students stranded in the United 

States as a result of World War II (Linton, 1968). The conference attendees included 

government officials, representatives of private agencies and thirteen international 

student advisors. Additional meetings between stakeholder groups took place in 1946 and 

1947 in Chicago, and in 1948 the group agreed to form the National Association of 

Foreign Student Advisers (Ibid). The organization served to professionalize the field of 

foreign student advising and advocate for the rights and needs of international students. 

As years passed, NAFSA grew as an organization and international student 

advising developed as a profession. The increasing enrollment of international students in 

colleges and universities across the country led to the rise of full-time international 

student advisor positions and autonomous international offices (Linton, 1968; Lomis, 

1982).  Chalmers (1976) notes three main tasks of the foreign student advisor: “(1) 
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referral, (2) coordination, and (3) the provision of a fund of specialized knowledge” (p. 

13).  

While Chalmers and others provided initial insight into international student 

services and international student advising, Gary Althen’s (1983) classic text, The 

Handbook of Foreign Student Advising, served to provide structure to the profession by 

examining the various roles, responsibilities and characteristics of successful 

international student advisors.  

Althen’s presentation of the advisor is that of a professional operating at the hub 

of a campus’ international activity, but he is careful to note that many services must be 

provided by professionals outside of the international office. He presents four factors to 

be included in the decision to refer out: 

1. the student’s English proficiency 

2. the student’s apparent psychological readiness to deal with someone other 

than the presumably sympathetic and patient foreign student advisor 

3. the estimated likelihood that the person who must actually deal with the issue 

will understand it adequately if the student conveys it (Does the student 

understand it in the first place?) 

4. the other person’s receptivity to foreign students (Is she kind and reasonable? 

Is she a bigot?) (p. 104). 

The Changing Role of the International Student Advisor 

 

Following the tragedies of September 11, 2011, international students came under 

public and private scrutiny. Macias (1996) observes, when cultural minority groups are in 
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favor with the dominant majority, these individuals are, “welcomed, employed as a 

needed labor force, and are allowed to make their lives peacefully in the United States. 

But at other times, they have been singled out for persecution, blamed for society’s 

problems, and targeted for deportation” (p. 235).   In her dissertation on the impact of 

post-September 11, 2001 immigration policies on the roles of international student 

advisors, Boyd (2008) found these international student administrators to be more highly 

specialized in regulatory matters and more occupied with issues of compliance than had 

been the case prior to the implementation of the Student and Exchange Visitor 

Information System. This is problematic as for decades leading scholars in the area of 

student retention and persistence have cautioned, “both institutional policies and 

administrative actions that were unrelated to the needs of students or that dehumanized 

the interactions between students and staff would impact negatively on student retention” 

(Lang, 2010, p. 219). According to Tinto (1993), an absence of quality contact with staff 

is the most “important predictor of dropout behavior even after taking into account the 

independent effects of background, personality and academic performance” (p. 48). 

There is evidence to suggest a negative impact on international student administrators as 

well.  

A report published by the U.S. Government Accountability Office revealed 

several system performance issues detracting from the system’s objective, “to improve 

DHS’s processing of foreign students and exchange visitors at ports of entry, through 

streamlined procedures and modernized data capture” (Hite & Ford, 2005). A national 

study on the impact of SEVIS on international student administrators found the increased 
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focus on compliance was associated with low morale and high turnover (V.  Rosser et al., 

2007). At one institution, researchers found the cost of compliance with immigration and 

other federal legislation was 11.7 cents of every tuition dollar received (Hunter & 

Gehring, 2005).  

While the Boyd study is useful in understanding the impact of federal regulations 

on international student administrators, an earlier study by Urias (2003) examined the 

impact of federal immigration regulations on international students. International student 

advisors who participated in interviews indicated students had less of a desire to interact 

with the international student office due to perceptions of being monitored by the staff. 

Yet, a recent study at one institution revealed knowledge about immigration regulations 

and visa requirements was perceived as the most important need by international student 

respondents across all cultural groups (Tidwell & Hanassab, 2010). Nonetheless, the 

changing role of the international student advisor is not entirely to blame for the 

disconnect between students and advisors as pre-September 11, 2001 research found 

students held a significantly more negative view of the effectiveness of international 

student services than advisors (Tabdili-Azar, 1984) and advisors harbored feelings of 

inefficacy (Millett, 1987).   

International Students and Student Affairs 

 

International students represent a unique subset of the overall student body. As 

discussed previously, the needs of international students vary substantially from the needs 

of their domestic peers. While all universities designate individuals or units to provide 

specialized services to international students, these designees cannot operate in isolation 
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from the rest of the campus community. Ultimately, the international student will be 

required to interact with student affairs staff beyond the international student office.  

  Young (2003) observes, “service is the value behind the provision of student 

services” (p. 102). Owen (2008) suggests essential services for international students 

address basic needs such as food, shelter and social belonging. Student affairs 

administrators providing these services must be sensitive and responsive to the problems 

faced by international students. For instance, housing staff need to be aware of the 

difficulties holiday closures pose for international students with no other source of 

shelter, cafeteria staff need to be aware of cultural and religious restrictions against the 

consumption of certain foods and counseling staff need to be knowledgeable of the 

psychological stress of adjusting to a foreign environment. 

 Valverde and Castenell (1998) argue a campus can be transformed from a 

monocultural campus to one that is multicultural in all aspects. They propose five stages 

through which a campus progresses: 

1. Monocultural campus devoid of minority traits, 

2. Ethnocentric campus with dominant White culture, which admits minorities, 

3. Accommodating campus where personnel and policies are modified to 

accommodate People of Color, 

4. Transitional campus with limited pluralism, and 

5. Transformed campus that is multicultural in all aspects. (p. 430). 

 The student affairs profession is shaped by two major professional organizations: 

The National Association of Student Personnel Administrators (NASPA) and the 
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American College Personnel Association (ACPA). NASPA’s standards of professional 

practice include eighteen principles including three of particular relevance to 

international student services: 1) the equal consideration and treatment of others, 2) the 

promotion of a sense of campus community and 3) a commitment to continual 

professional development. ACPA’s statement of ethical principles and standards is much 

more extensive, but promotes five core principles: 1) act to benefit others, 2) promote 

justice, 3) respect autonomy, 4) be faithful and 5) do no harm. 

Views of Campus Services for International Students 

 

Studies pertaining to international students’ views of needs and services provide 

insight for student affairs administrators. A study at the University of Toledo in the 

United States found international students there expressed typical concerns such as 

language issues, financial problems, cultural adjustment or and social support, but also 

cited feelings of isolation and rejection (Sherry et al., 2010). Examining international 

students’ views of services at The Ohio State University, Zhai (2004) found most lacked 

an understanding of resources beyond the international student office and while the 

majority viewed international student advisors as helpful, “they seemed all very busy 

with immigration matters and had no time to discuss personal concerns” (p. 100). 

International students who participated in this study also called for greater collaboration 

between staff in the international student office and staff in other departments to improve 

services for international students. 

One barrier to collaboration for campus services for international students may be 

the tendency for faculty and staff to minimize the differences between international and 
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domestic students. Bennett (2004) describes minimization of cultural differences as an 

ethnocentric phase by which,  

elements of one's own cultural worldview are experienced as universal…. the experience is one 

that minimizes the cultural differences between the dominant and non-dominant groups in such a 

way that the same universal standard (e.g. university entrance requirements) can be applied to all 

the groups without bias. When the result of such an application of standard yields group 

differences, the explanation by both dominant and non-dominant Minimizers is that the groups 

actually differ in their intelligence, skills, or preparation. The idea that all standards are necessarily 

constrained by cultural context does not occur in Minimization. (p. 66-68).   

 

Examining faculty members’ views of international graduate students, Trice 

(2003)  found most recognized the unique academic and personal needs of international 

students. However, at the ends of the spectrum, a greater number viewed international 

and domestic students as the same than viewed international students as having unique 

academic and personal issues neglected by faculty. According to Trice, a majority of 

faculty members reported feelings of frustration in dealing with challenges experienced 

by international students, but they did not know how to react. 

To close this information gap, international student services administrators could first work to 

communicate international students’ unique needs to faculty members and to provide counsel 

regarding services that can help to address these needs.  For example, faculty members may be 

unaware of writing centers, English language short courses, or other services that the college and 

more surrounding community offer. (p. 399) 

 

In one study of students enrolled in English as a Second Language courses, 

researchers observed the students self-segregated themselves as far as possible from the 

white dominated center of the lunchroom. Moreover, interviews with teachers, 

administrators, domestic students and community members revealed an unwelcoming, 

even hostile, environment for international students. For instance, a member of the 

lunchroom staff explained, “foreign students make the lunchroom so dirty. I just don’t 

think they get manners at home. They are a real problem. They are so messy, they are 

rude, leave stuff everywhere in here” (Gitlin et al., 2003, p. 106). Researchers also noted 
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that when school officials incorporated the students into cultural fairs, the students were 

asked to play stereotypical roles. 

Kingston and Forland’s (2008) study of international students in the United 

Kingdom found, “a problem in which those students who feel most overwhelmed spend 

all their time studying and, as a result, do not feel that they have the time to utilize the 

support facilities that are in place to support such difficulties” (p. 215). Their interviews 

with staff revealed unrealistic perceptions of international students as underperforming in 

comparison to domestic students. 

In a study at Massey University in New Zealand, international students indicated 

disappointment resulting from the difficulty in maintaining relationships with host 

nationals met during the initial orientation week (Lewthwaite, 1997). Bartram (2007) 

found similar concerns among international students in the United Kingdom and the 

Netherlands, but found respondents in this study stressed, “the need for staff to support 

them in developing and sustaining social networks” (p. 208). Staff in the study 

acknowledged the sociocultural needs of international students, but viewed students’ 

expectations as unrealistic. Several lecturers cited a growing managerial culture within 

higher education, by which the needs of customers are satisfied at any price, as reducing 

students’ levels of self-reliance and accountability. In the view of staff respondents, 

international students must be made aware of the boundaries of support services. 

Student Affairs Administration 

In his comprehensive review of the history of student affairs administration, 

Rhatigan (2009) describes the field of student affairs administration as a mostly U.S. 
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American higher education invention of the twentieth-century. He credits three primary 

groups with giving rise to the profession: deans of men, deans of women and personnel 

workers (Rhatigan, 2009). While each of these groups strived for the welfare of students, 

it was not until 1937 with the publication of The Student Personnel Point of View that the 

profession developed a shared philosophy (National Association of Student Personnel 

Administrators, 1989).  

One of the basic purposes of higher education is the preservation, transmission, and 

enrichment of the important elements of culture: the product of scholarship, research, 

creative imagination, and human experience. It is the task of colleges and universities to 

vitalize this and other educational purposes as to assist the student in developing to the 

limits of his potentialities and in making his contribution to the betterment of society. 

This philosophy imposes upon educational institutions the obligation to consider the 

student as a whole – his intellectual capacity and achievement, his emotional make up, 

his physical condition, his social relationships, his vocational aptitudes and skills, his 

moral and religious values, his economic resources, and his aesthetic appreciations. It 

pouts emphasis, in brief, upon the development of the student as a person rather than 

upon his intellectual training alone.  

 

In 1949, The Student Personnel Point of View was revised to include new goals 

reflecting developments since the original publication. Of the three goals highlighted as 

central to the revised edition was the aspiration for “education directly and explicitly for 

international understanding and cooperation” (National Association of Student Personnel 

Administrators, 1949, p. 2). This statement, penned shortly after the end of the Second 

World War when many veterans began to take advantage of the educational benefits of 

the GI Bill, signified a shift in professional philosophy to incorporate international 

awareness. 

Student Affairs Professionals as Stakeholders 

 

  Mestenhauser (2006) observes, “foreign students interact with multiple 

stakeholders: faculty, other foreign students, domestic students, host and home families, 
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government agencies, funding agencies, administrators, future employers and others” (p. 

68). While it may seem convenient to centralize services for international students, over-

centralization can cause more harm than good (Hammer, 1992) and processes typically 

extend beyond individual silos (American College Personnel Association, 1996; Kezar, 

2009). Freeman and colleagues (2010) caution managers must be cognizant of the various 

stakeholders found within the system. 

It would be a mistake, in systems terms, to take the point of view of planning for one 

organization in the system, for such a plan might optimize a sub-system and destroy 

larger system goals and objectives. Organizational planning should be done only so far as 

it is relevant to system goals. (Freeman at al., 2010, p. 39)  

 

Kuh (2009) argues student affairs professionals must, “know how the various 

aspects of the campus environments influence student behavior” (p.61). Unfortunately, 

the literature pertaining to stakeholders of international student services is mostly 

disaggregated and provides only glimpses of individual pieces of a much larger puzzle 

(Bleichmar, 1998; Boyd, 2008; Clark, 2002; Mestenhauser, 2002; Millett, 1987; V.  

Rosser et al., 2007; Russell, Thomson, & Rosenthal, 2008). As Senge (2006) notes, “we 

tend to focus on snapshots of isolated parts of the system, and wonder why our deepest 

problems never seem to get solved” (p. 7). This is also reflective of higher education. 

Schroeder (1999) cautions, “universities are characterized not by a sense of community, 

but rather by a constellation of independent principalities and fiefdoms, each 

disconnected from the other end from any commitment to institutional purpose or 

transcending values” (p. 9). While partnering most typically occurs around orientation of 

new students, on many campuses that is also where it ends (Harper & antonio, 2008; 

Kezar, 2001). 
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Friedman and Miles (2006) searched for definitions of stakeholders in 75 texts 

published between 1963 and 2003. They discovered 55 unique definitions ranging from 

broad to narrow from strategic to normative. Moreover, they found stakeholder 

definitions serve to “indicate the nature of the connection between the organization and 

the stakeholders” (p. 10) as well as “include an adjective or other qualifier or aspect of 

either the organization or the stakeholder” (p. 11), which further restricts who or what is 

considered a stakeholder. 

Stakeholders are defined within the management literature to include “those with 

the power to affect or be affected by a firm’s performance” (McKee & Lamb, 2005, p. 2), 

“groups and individuals who have a stake in the success or failure of a business” (R. E. 

Freeman, 1984, p. 46), “any group or individual who can affect or is affected by the 

achievement of the organization’s objectives” (R. E. Freeman et al., 2010, p. xv), and 

“those groups who are vital to the survival and success of the corporation” (R. E. 

Freeman, 2004, p. 58).  

Mitchell, Agle and Wood (1997) present seven categories of stakeholders based 

on possession of power, legitimacy and urgency. In their view, entities without any of 

these three attributes may be classified as non-stakeholders. Each of their proposed 

categories of stakeholders, their saliency, classification and associated attributes are 

presented as follows: 

 Latent/Low Salient Classes 

1. Dormant Stakeholder: Possess the power to impose their will, but lack 

legitimacy and urgency 
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2. Discretionary Stakeholder: Possess legitimacy, but lack power and urgent 

claims 

3. Demanding Stakeholder: Possess urgent claims, but lack power and 

legitimacy to warrant manager attention. 

 Expectant/Moderately Salient Classes 

4. Dominant Stakeholder: Both powerful and legitimate, this class often 

receives the most attention from managers 

5. Dangerous Stakeholder: Powerful with urgent claims, this type of 

stakeholder may seek to offset its illegitimate status using coercion and 

violence 

6. Dependent Stakeholder: Stakeholders who lack power, but have 

legitimate and urgent claims depend on the power of others to carry out 

their will. 

 Highly Salient Class 

7. Definitive Stakeholder: This type of stakeholder wields power, legitimacy 

and urgent claims. They maintain the highest degree of salience and their 

will often trumps that of other stakeholders. 

Catherine Page (2002) further developed Mitchell et al’s (1997) concept of 

stakeholder salience to describe stakeholder priority for managers. She identified 

stakeholders using a four tiered system. Within this system, entities with none of the three 

attributes is defined as a non-stakeholder and viewed irrelevant by managers. Entities 

possessing only one of the attributes are deemed a low priority, those possessing two of 
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the three attributes are views as a moderate priority and entities possessing three of the 

attributes are seen as a high priority. 

According to Mallory and Clement (2009), “there are three primary types of 

stakeholders in higher education: those who provide funding and support, those who 

ensure that institutions fulfill their various fiduciary and educational responsibilities, and 

those who are consumers of higher education” (p. 109). According to Creamer, Winston 

and Miller (2001), “all institutional units-including student affairs-participate in multiple 

organizational roles and serve multiple internal and external constituencies, including, but 

not necessarily limited to, students, faculty, executive leaders, towards of trustees, 

legislative bodies and politicians, members of the media, and parents and families” (p. 4).  

An understanding of stakeholders serves to inform the selection of participants for 

this study.  

Domains and Functions of Student Affairs Administration 

As the field of student affairs expands, student affairs administrators sometimes 

find their professional identities to be confused and conflicted (Kauffman, 1984). In fact, 

Woodard and Komives (1990) argue the domains of student affairs administration 

include varied professions, professionals and specialties. This suggests that although the 

student affairs profession shares an overarching philosophy, there exist distinct 

differences in terms of professional cultures and domains of professional practice.  

In an attempt to synthesize theory and research from a variety of disciplines 

applicable to student affairs work, Kuh (1999) developed the Multiple Perspectives 

Framework for Understanding Student Affairs Work. In framing this model, Kuh (1999) 
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referred to early works pertaining to roles of student affairs administrators (Crowley, 

1964, as cited in Kuh, 1999), factors influencing the execution of student development 

interventions (Morrill, Oetting, and Hurst, 1974; Miller and Prince, 1976; Morrill and 

Hurst, 1980, as cited in Kuh, 1999), and contributions from disciplines including 

anthropology, psychology and sociology (Parker, 1971, Rodgers, 1983, as cited in as 

cited in Kuh, 1999). Kuh’s (1999) framework (Figure 2) is designed to be read from top 

to bottom with the large arrow representing movement in an organization.  

Figure 2     Multiple Perspectives Framework for Understanding Student Affairs Work 
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Advance organizers, located at the top of the model, serve to, “focus attention on 

relevant information about the institution or students that must be considered by student 

affairs staff” (p. 531). While the advance organizers included in the figure are context, 

inputs, involvement and outcomes, Kuh (1999) consistently uses the term ‘ecology’, 

rather than involvement, to refer to the degree of interaction between students and staff. 

The other advance organizers, context, inputs and outcomes, refer to institutional 

characteristics, personal characteristics of entering students, and intended products or 

unintended effects associated with college, respectively. Whereas, context and input 

factors are considered stable measures, the other two represent, “measurable 

manifestations resulting from the interaction between context and input factors” (p. 532). 

The next consideration is for the needs, wants, interests and views of stakeholders 

who may be affected by the designed intervention. According to Kuh (1999), “the 

relative importance of each group’s perspective can be better understood using the classes 

of variables suggested by the advance organizers” (p. 532). Additional attention to the 

concept of stakeholders is provided later in this chapter. 

The use of a cube for demonstrating interrelationships is based on earlier work by 

Morrill, Oetting, and Hurst (1974, as cited in Kuh, 1999); Miller and Prince (1976, as 

cited in Kuh, 1999). In Kuh’s (1999) framework, the cube located in the middle of the 

figure serves to incorporate, “disciplinary perspectives, intervention theories and models, 

and student affairs functions that will result in a richer interpretation of the organizational 

issues, events, and student behaviors with which student affairs staff must be concerned” 

(Kuh, 1999, p. 532). Although the figure only lists three disciplinary perspectives, Kuh 
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(1999) describes applications and contributions from psychology, sociology, political 

science and anthropology. Kuh (1999) also discusses three types of student affairs 

functions, auxiliary functions, student services and student development, which influence 

the purposes, perspectives and values of student affairs administrators. Lastly, Kuh 

(1999) includes a combination of intervention theories and models that help provide staff 

direction, improve organizational functioning and increase clarity of purpose for student 

affairs interventions. 

Dalton, Crosby, Valente and Eberhardt (2009) describe five domains of ethical 

responsibility common among student affairs professionals. Each of these domains 

represents “critical relationships with individuals, groups, and institutions to which they 

have a special duty and obligation as student affairs professionals” (p. 169). These 

domains include student welfare, the institution, the profession, the community, and 

personal conscience.  

Student welfare is at the core of ethical responsibility. Dalton et al. (2009) assert, 

“the holistic welfare of students is the moral center of student affairs work” (p. 170). 

Beyond student welfare, student affairs professionals have ethical obligations to the 

institution that employs them including the requirement to uphold its mission and values. 

Staff members also have a responsibility to uphold the ethical principles of the 

professional associations to which they belong as well as professional associations 

specializing in their particular domains of student affairs administration. The fourth 

sphere is that of the community, which includes a variety of stakeholders who assert 

moral, political and legal influence over student affairs professionals. The fifth domain of 
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ethical responsibility is the domain of personal conscience. This domain is arguably the 

most important of all as it serves as the lens through which professionals view their 

responsibilities to others. Dalton et al. (2009) define conscience as, “the domain of one’s 

most deeply held personal beliefs and convictions that are formed by life experiences and 

commitments” (p. 172).  

Creamer, Winston and Miller (2001) explain the domains of student affairs 

administration include three principle roles: educator, leader and manager. In their view, 

the role of the educator is the fundamental domain for student affairs administration as 

student affairs administrators are educators in practice. Although much of the teaching 

occurs outside of the classroom, the instruction compliments the academic missions of 

higher education institutions.  

The philosophy upon which the educational domain rests is pragmatism, which 

emphasizes whole-student development (Creamer et al., 2001). In his comprehensive 

review of philosophies guiding the student affairs profession, Young (2003) describes 

pragmatism as a philosophy that “contends that people deserve respect for what they are 

and will become; concepts, facts, aims, and values are validated by their practical 

consequences; knowledge is whole and dynamic” (p. 93). As educators, student affairs 

administrators are responsible for being knowledgeable about higher education and 

campus cultures in addition to being specialists in their unique professional roles. They 

must make pedagogical decisions about programs for students and staff development. 

Creamer et al. (2001) assert, “perhaps the most pervasive, and arguably the most 
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important, arena for teaching by student affairs administrators lies in the compelling 

requirements for creating and sustaining multicultural communities on campus” (p. 15).   

The second domain described by Creamer, Winston and Miller (2001) is that of 

the leader. Leadership results from administrators’ positions within the organizational 

structure (Northouse, 2007), but also comes from administrators’ abilities to establish a 

shared vision (Senge, 1999),  understand the organizational culture (Deal & Peterson, 

2009), motivate followers (Kotter, 1996) and initiate change (Fullan, 2009).  

The third domain is that of the manager who oversees administrative functions 

within the institution. According to Kotter (1990), leadership consists of the ability to 

inspire vision and forward change while management consists of the ability to produce 

order and consistency. Both are essential for success (Bennis & Townsend, 1995). 

Creamer, Winston and Miller (2001) describe the management functions of students 

affairs administration to include the areas of “human resources, institutional planning, 

assessment of programs and environments, budgeting, and use of technology and 

information systems” (p. 23).  A key function of the manager domain is the effective 

stewardship of institutional resources such as personnel, facilities, budgets and 

information (Creamer et al., 2001).  

Professional Competencies of Student Affairs Administrators 

Despite the varied views found among student affairs administrators, student 

services should all be aligned with institutional goals (Chambers, 1984). Pope and 

Reynolds (1997) cite a growing emphasis on general competencies in terms of awareness, 

knowledge and skills required of all student affairs administrators. The student affairs 
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profession has traditionally been concerned with the development of skills and 

knowledge related to administrative and management competencies (Pope, Reynolds, et 

al., 2009).  Based on a review of the student affairs literature, Pope and Reynolds (1997) 

provide a graphic representation (Figure 3) of the seven core competencies required for 

effective student affairs practice.  

Figure 3     Seven Core Competencies Required for Effective Student Affairs Practice 

 
Pope and Reynolds (1997, p. 269) 

Lovell and Kosten (2000) conducted a meta-analysis of 30 years of research 

pertaining to competencies associated with successful student affairs administrators. They 

found 91% (n=21) of studies referred to skills, 70% (n=16) addressed knowledge bases 

and only 48% (n=11) cited personal traits. While this study is useful in understanding 

previous research on professional competencies in student affairs, it also serves to 
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identify gaps in the literature and limitations in the research. For instance, competencies 

related to multiculturalism, diversity and internationalization are in need of further 

development. Moreover, 69% (n=16) of studies focused on graduate students and new 

professionals, which suggests further research is needed pertaining to mid-level and 

senior student affairs administrators.  

 More recent research is published on student affairs administrators in supervisory 

roles. A mail survey of 81 chief student affairs officers’ views of the level of preparation 

of new professionals revealed traits most critical for success include the ability to work 

with diverse populations (Herdlein, 2004). Another survey of 750 student affairs hiring 

officers attending a NASPA conference revealed a candidate’s personal commitment to 

diversity ranked fourth out of seventeen characteristics deemed important in the decision 

to interview for an open position (Kretovics, 2002). Although the study utilized a 

convenience sample and obtained a response rate of only 22% (n=168), the findings 

demonstrate a growing awareness of the need for student affairs professionals to be 

committed to supporting diverse populations.  

Kretovics (2002) suggests employers have a strong preference for candidates with 

a master’s degree related to student personnel, but the literature indicates disagreement 

over the ability of preparation programs to develop essential competencies for student 

affairs work. For instance, an early study by Hyman (1988) found the views of student 

affairs administrators (i.e., chief student affairs officers and directors of housing) differed 

substantially from those of preparation program faculty in terms of competencies deemed 

essential for new student affairs professionals. A more recent study by Kuk, Cobb and 
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Forrest (2007) asked chief student affairs officers, mid-level managers and preparation 

program faculty to rank the importance of 50 student affairs competencies identified in 

the literature. They found statistically significant differences in the importance placed on 

organizational administration, management, change and professional practice 

competencies by members of the preparation program faculty and administrator groups.  

In spite of the disparate priorities, professional development remains a key 

concern within the student affairs profession. For instance, a national survey of 6,815 

ACPA members revealed, “93% of respondents support an effort to develop a 

professional development curriculum based on core professional competencies” (Janosik, 

Carpenter, & Creamer, 2006, p. 134). According to the authors, the content areas of such 

a curriculum must include culture, diversity and multiculturalism (Janosik et al., 2006). A 

quantitative study of preferred methods of professional development revealed student 

affairs professionals preferred to learn about diversity issues through discussions with 

colleagues and professional conferences over other means (Roberts, 2007).  

Professional development is critical given the attrition rate, as high as 61% within 

the first six years (Holmes, Verrier, & Chisholm, 1983), in student affairs suggests very 

few new professionals will ever advance to leadership positions (Lorden, 1998). Research 

indicates institutional factors such as opportunities for professional development and 

perceptions of discrimination play a major role in affecting professionals’ satisfaction, 

morale and intent to leave (V. J. Rosser & Javinar, 2003). In a survey of more than 500 

student affairs professionals at the University and Massachusetts – Amherst, researchers 

found empowerment and inclusion to be two of the most important factors associated 
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with employee satisfaction (Malaney & Osit, 1998). As student affairs professionals are 

increasingly challenged to engage with the international dominions of their profession, 

university leaders must find ways to provide education and training to ensure a 

welcoming intercultural environment. 

Multiculturalism and Diversity in Student Affairs 

Wallace (2000) describes multiculturalism as, “existing or living in a condition or 

state where there are many or multiple cultural influences” (p. 1101).  Given the 

influences of increased domestic diversity and international mobility, multiculturalism is 

rapidly becoming the norm rather than the exception on many campuses. El-Khawas 

(2003) explains both background (e.g., race, religion and gender) and situational (e.g., 

online, degree objective and residence) factors contribute to student diversity. She argues 

such factors, not all of which fall within government protected categories, can have a 

profound impact on the barriers and opportunities students face. It is critical for student 

affairs administrators to develop a sophisticated understanding of diversity and its impact 

on the student experience.  

Contrary to multiculturalism is ethnocentric monoculturalism, which consists of five 

components: 

1. a strong belief in the superiority of one's groups cultural heritage, which 

includes doing things in the best way; 

2. a belief in the inferiority of all other groups cultural heritage; 

3. the dominant groups possessing the power to impose their standards and 

beliefs are less powerful groups, given unequal status relationships; 

4. ethnocentric values and beliefs manifested in the programs, policies, 

structures, and institutions of society, including chain of command 

systems, and management systems, as women and minorities may be 

oppressed; and 
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5. because people are all products of cultural conditioning, and they have a 

resulting worldview with values and beliefs that operate outside a level of 

conscious awareness-often resulting in the erroneous assumption that the 

nature of reality and truth are universally shared by everyone, regardless 

of race, culture, ethnicity, or gender.  

Sue et al. (1998, p. 16) 

Overcoming ethnocentric monoculturalism in higher education, in general, and in 

student affairs, in particular, presents a major challenge. The development of 

multicultural awareness, knowledge and skills requires a commitment to change at the 

personal, professional, and institutional levels.    

Multicultural Competence in Student Affairs 

Multicultural competence has long been an area of focus in the counseling 

literature, but only recently has it started to attract attention in the student affairs 

literature (Pope, Reynolds, et al., 2009).  Multicultural competence "involves an 

individual going beyond the mere possession of multicultural sensitivity to also obtain 

acceptable level of knowledge, sufficient shift in attitude, and the production of a 

repertoire of behaviors consistent with successfully interacting with diverse populations 

in multicultural settings"(Wallace, 2000, p. 1101). This concept is represented by several 

similar terms including: cross-cultural adaptation, cross-cultural adjustment, cross-

cultural effectiveness, cultural competence, global citizenship, global competence, global 

literacy, intercultural competence, intercultural sensitivity, international competence, and 

transcultural competence (Deardorff, 2004). 

In their comprehensive review of models of intercultural communication 

competence, Spitzberg and Changnon (2009) identify five categories present in the 
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literature: 1) compositional, 2) co-orientational, 3) developmental, 4) adaptational, and 5) 

causal. Within the student affairs literature, compositional models appear to be the 

dominant category with particular emphasis on the development of multicultural 

attitudes, knowledge and skills (Pope, Reynolds, et al., 2009). According to Wallace 

(2000) , “the ultimate goal of increasing knowledge and shifting attitudes and beliefs is 

the production of behavior that incorporates interpersonal and communication skills 

consistent with multicultural competence" (p. 1104). The absence of multicultural 

competence can have dire consequences on the effectiveness of student affairs 

administrators. 

While differences in beliefs across cultural groups may affect international 

students’ attitudes toward and willingness to utilize campus services (Komiya & Eells, 

2001; Mori, 2000), there is also a growing body of evidence that suggests the 

underutilization and early termination of services may be the result of unpleasant 

interactions with staff underprepared to serve diverse populations (Lee & Rice, 2007; D. 

W. Sue et al., 2007). Yet, this is not a new phenomenon. For instance, a classic study by 

Sue and others (D. W. Sue, Allen, & Conaway, 1978; D. W. Sue & McKinney, 1975; D. 

W. Sue, McKinney, Allen, & Hall, 1974) found that members of minority groups fail to 

persist with counseling treatment at a rate 20% higher than Caucasians. Another study, 

cited by Sue and Sue (1977), was conducted by Padilla, Ruiz and Alvarez (1975) on 

community services for Latinos in which they identified three major factors that hinder 

the client-counselor relationship: “(a) a language barrier that often exist between 

counselor and client, (b) class-bound values which indicate that counselors conduct 
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treatment within the value system of the middle class, and (c) culture-bound values used 

to judge normality an abnormality clients” (p.420). Clearly, the negative effects of these 

factors are not limited to client-counselor relationships or Latinos. 

Across professional domains, staff unaware of their own biases and prejudices 

may unintentionally disservice students whom they are charged to serve (D. W. Sue & 

Sue, 1977).  One common way in which this transpires is through racial 

microaggressions, which is a term first coined by Pierce (1970) to mean, “subtle, 

stunning, often automatic, and nonverbal exchanges which are ‘put downs’” (p. 66). 

These looks, gestures and tones are often directed toward people of color, automatically 

unconsciously (Solorzano et al. 2000). Sue et al. (2007) explain racial microaggressions 

as “brief, everyday exchanges that send denigrating messages to people of color because 

they belong to a racial minority group” (p. 273). Microagressions occur in four forms: 

Microassault: an explicit racial theory nation characterized primarily by verbal or 

nonverbal attack meant to hurt the intended victim through name-calling, avoiding 

behavior, or purposeful discriminatory actions. Referring to someone as "colored" or 

"Oriental," using racial epithets, discouraging interracial interactions, deliberately serving 

a white patron before someone of color, and displaying a swastika are examples.   

 

Microassaults are most similar to what has been called "old-fashioned" racism conducted 

on an individual level. They are most likely to be conscious and deliberate, although they 

are generally expressed in limited "private" situations (micro) that allow the perpetrator 

some degree of anonymity. In other words, people are likely to all notions of minority 

inferiority privately and will only display them publicly when they (a) lose control or (b) 

feel relatively safe to engage in a microassault. 

 

Microinsult: characterized by communications that convey rudeness and insensitivity in 

the mean a person's racial heritage or identity. Micro insults represent subtle snobs, 

frequently unknown to the perpetrator, but clearly convey it in insulting message to the 

recipient of color. When a white employer tells a prospective candidate of color, "I 

believe the most qualified person should get the job, regardless of race." Or when an 

employee of color is asked,"  How did you get your job?", the underlying message from 

the perspective of the recipients may be twofold: (a) people of color are not qualified, and 

(b) as a minority group member, you must have obtained the position through some 

affirmative action or quota program and not because of ability. 

 

Microinvalidation: micro validations are characterized by communications that exclude, 

negate, or nullify the psychological thoughts, feelings, or experiential reality of the 
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person of color. When Asian-Americans (born and raised in the United States) are 

complemented for speaking good English or are repeatedly asked where they are born, 

the effect is to negate their US American Heritage and to convey that they are perpetual 

foreigners. 

Sue et al. (2007, p. 274) 

 

Sue et al. (2007) have identified nine categories of micro-aggressions: alien in 

one's own land, ascription of intelligence, color blindness, criminality/assumption of 

criminal status, denial of individual racism, myth of meritocracy, pathologizing cultural 

values/communication styles, second-class status, and environmental invalidation. 

Allowed to fester, micro-aggressions create hostile campus environments at odds with the 

ideals of the student affairs profession. While scholars have primarily presented 

microaggressions within the multicultural literature to describe ways by which racial 

oppression is manifested during daily interactions, Table 3 demonstrates how 

microaggressions may affect campus services for international students.    

Table 3     Microaggressions Toward International Students 

Theme Micro-aggression Message 

Visible alien 

The foreign status of an 

international student is 

stressed because of 

appearance or accent 

A student is told she cannot receive a 

student ID card unless she removes her 

niqāb 

You do not qualify 

for mainstream 

services. 

Minimization 

Statements that indicate that a 

host national does not 

acknowledge difference 

A student discusses harassment issues 

with her counselor. The counselor 

replies, “Everyone experiences 

discrimination in one way or another” 

Your experiences 

with xenophobia are 

no different than my 

experiences 

Second class citizen  

A domestic student is given 

preferential treatment over 

an international student 

International students are discouraged 

from attending the university career fair 

because a career counselor believes 

employers won’t hire them. 

You don’t belong/ 

Only domestic 

students can succeed. 

 

Environmental micro-aggressions  

Macro-level microaggressions, 

which are more apparent on 

systemic and environmental 

levels 

Flags in the student union are outdated. 

 

A student affairs office is decorated with 

a Christmas tree, but no other religious 

artifacts are displayed. 

Your history is 

insignificant. 

 

 

Your religion is not 

recognized. 

Adapted from Sue et al. (2007) 
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Multicultural Organization Development 

Organization development (OD) is a top-down, planned change effort designed to 

affect the entire organization for the purpose of improving organization effectiveness and 

wellbeing through a variety of interventions (Beckhard, 2006). In his book chapter on 

theoretical contributions to OD, Burke (2006) asserts, “no single theory or conceptual 

model is representative or by itself encompasses the conceptual field or practice of OD” 

(p. 19). An OD strategy is defined as one that supports an adaptive coping cycle, is 

benchmarked against organizational goals and aims to positively affect an entire system 

(Beckhard, 2006). 

Multicultural-Organization Development (MCOD) theory is an extension of OD 

and focuses on the multicultural realities brought about by increased diversity within 

organizations. MCOD serves to confront the barriers, “expressed in conscious and 

unconscious behaviors, as well as routine practices, procedures, and bylaws,” that prevent 

members of minority populations from, “contributing the full breadth of their skills, 

ideas, and energies” (Marshak, 2006, p. 837). More specifically, MCOD “proposes a 

framework for large-scale, long-term multicultural-systems change and addresses social-

justice issues” (Pope, 1993, p. 202). 

Key to the theory is the belief that organizations develop along a continuum with 

monocultural and multicultural extremes (Jackson, 2006). The continuum consists of six 

developmental stages, which describe the organizational culture from a diversity 

perspective. These stages may be summarized as follows: 

1. The Exclusionary Organization: The organization’s mission, values, policies 

and practices serve to maintain the majority group’s dominance over others. 
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Membership within this organization is primarily homogenous and efforts to 

move the organization along the continuum are met with open hostility.  

2. The Club: This type of organization also serves to maintain the power of the 

majority group, but allows a token number of minorities into the group so long 

as they hold accepted views and credentials.  

3. The Compliance Organization: The compliance organization is more willing 

to address issues of social justice so long as this does not threaten the group’s 

traditions or cause displeasure among its majority employees. 

4. The Affirming Organization: This type of organization is also committed to 

addressing social injustices, but goes further than the compliance organization 

in that it actively supports members of minority groups and discourages 

oppressive behaviors. Diversity trainings may also be required of staff. 

5. The Redefining Organization: This type of organization has moved beyond 

managing diversity. Rather, this group recognizes the value of diversity and 

actively engages in a systemic effort to incorporate multicultural perspective 

throughout the organization.  

6. The Multicultural Organization: This represents the ideal organization where 

all cultural and social groups enjoy full privileges and participation. 

A multicultural organization, according to Jackson (2006), “has within its 

mission, goals, values, and operating system explicit policies and practices that prohibit 

anyone from being excluded or unjustly treated because of social identity or status” (p. 

142). According to Laker and Davis (2009), “fostering equitable international and 
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multicultural campus communities will require strategies that account for and address 

complexities related to individual developmental processes, epistemological frameworks 

that undergird professional practice, and often deeply embedded institutional policies and 

structures” (p. 243).  

In terms of serving international constituents, MCOD requires a concerted effort 

to sensitize staff to cultural differences, attitudes and values (Ashkenas, Ulrich, Jick, & 

Kerr, 2006). Yet, this is a challenge because, as Ashkenas et al. (2006) propose, many 

managers in the U.S. have, “a parochial outlook, little international exposure and 

experience, and a false sense that the world revolves around American habits” (p. 889). 

This increases the vulnerability of managers and their organizations to indecision, poor 

planning and inadequate sensitivity to cultural differences (Ashkenas et al., 2006). 

Ashkenas et al. (2006) propose planned organizational actions, such as cultural sensitivity 

training, increased staffing for diversity and global town meetings, can lead to mindsets 

and behaviors appropriate for a global, multicultural reality. 

Several instruments exist for assessing MCOD, but most are designed for 

businesses and corporations. The Multicultural Organizational Development Checklist 

(MODC) for Student Affairs, developed by Grieger (1996), applies the theoretical model 

to “the specifics of everyday pragmatic professional practice” (p. 564). This instrument 

assesses an institution’s current state of multicultural organization development via fifty-

eight items related to mission, leadership and advocacy, policies, recruitment and 

retention, expectations for multicultural competency, multicultural competency training, 
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scholarly activities, student activities and services, internships and field placements, 

physical environment, and assessment. 

Multicultural Organization Development theory provides an appropriate lens 

through which to examine views of campus services for international students among 

student affairs administrators.  

Factors Affecting Views of Campus Services for International Students 
 

 Based on a review of the literature, personal, professional and institutional factors 

appear to affect the views of campus services for international students among student 

affairs professionals. Specifically, research indicates such factors influence intercultural 

perspectives and competence. 

Personal Factors 

 

According to Collins (2009), student affairs professionals bring with them, 

“individual traits, personal beliefs and values, and cultural contexts that shape and color 

the experience of entering a new campus or position” (p. 3).  

Robinson-Stuart & Nocon (1996) utilized mixed methods research to examine 

culture-learning among university students enrolled in a foreign language course at San 

Diego State University. Their findings indicated that when students were required to 

conduct ethnographic interviews with native speakers of the target language, students 

developed a greater understanding of their own culture as well as the cultures of the 

interviewees. While the findings may not be generalized to a larger population as it is 

unlikely all foreign language instructors utilize ethnographic interviews in their 
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pedagogy, the study demonstrates foreign language courses, or at least intercultural 

contact, can promote culture-learning.  

A more recent tracer study of university graduates revealed those who were able 

to remember more courses in which faculty addressed cultural diversity issues 

demonstrated greater multicultural competence five years after graduation than graduates 

who recalled a lesser number of courses (Smith, Parr, Woods, Bauer, & Abraham, 2010). 

The same held true for students with primarily homogenous social networks. Though a 

fascinating correlation, it is also possible the students who remembered more 

multicultural courses did so because of a heightened interest in multicultural issues or an 

already elevated level of multicultural competence while an undergraduate. 

Prior intercultural contact is one of ten factors identified by Paige (1993) as 

affecting the psychological intensity of intercultural interactions. In this light, substantive 

intercultural experiences may lessen the psychological intensity by lowering expectations 

for performance while increasing the appropriateness of behaviors and mental clarity 

(Grove & Torbiorn, 1993). Yet, not all intercultural experiences are the same in terms of 

immersion and cultural learning. For instance, Engle and Engle (2003) focused on study 

abroad programs and found most fall within one of six distinct categories, which they 

referred to as levels, based on duration, language used and other characteristics.  

Other factors associated with intercultural perspectives include age (Mills, 2009; 

Pope & Mueller, 2005), gender (Kossek & Zonia, 2006), and cultural (Paige, 1993; Swift, 

1998), social and racial (Pope & Mueller, 2005) identities. 
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Professional Factors 

 

Professional factors also play an important role in the development of views 

among student affairs professionals. For instance, staff are influenced throughout their 

career by socialization processes resulting from interaction within their respective 

institutions (Hirt, 2009; Tierney, 2008), involvement in professional associations 

(Janosik, 2009), participation in graduate preparation programs (Kuk & Cuyjet, 2009), 

and changing student demographics (J. Freeman & Taylor, 2009). To this end, 

socialization shapes the views of student affairs professionals and this effect grows 

stronger over time (Tierney, 2008). 

Kuh (2009) argues factors such as student affairs functions, disciplinary 

perspectives and intervention theories and models also serve to shape the perspectives of 

student affairs professionals. In his view, student affairs professionals utilize different 

theory bases depending on whether their primary function is to provide auxiliary services 

(i.e., support services such as book stores, food services, parking, mail services and 

transportation), student services (i.e., services that support the instructional mission and 

assist students to overcome a variety of challenges) or promote student development(i.e., 

programs, services or activities that focus on developing students holistically).  Similarly, 

different academic disciplines contribute to student affairs work and the perspectives of 

student affairs professionals. For instance, cultural anthropology can provide insight into 

the college environment while political science can serve to illuminate how power and 

influence affect resource allocation. Lastly, Kuh (2009) argues, “theories and models that 

explain what student development is, how student development can be encouraged, and 
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how organizational functioning can be improved provide direction to staff activities” (p. 

534).  

In a survey of 60 randomly selected senior student affairs officers, 60 midlevel 

student affairs professionals and 60 student affairs preparation program faculty, Kuk, 

Cobb and Forrest (2007) discovered statistically significant differences across groups in 

terms of the importance they assigned to various entry-level competencies related to 

entry-level student affairs professionals. Although the size of the sample is relatively 

small in relation to the population of interest, this study demonstrates that views differ 

among student affairs professionals depending on placement within the organization.  

Mills (2009) proposes the role identity of student affairs professionals may be 

influenced by authority, accountability, responsibilities for supervision of staff, ability to 

contribute toward strategic planning, staff development opportunities, ethics and 

credibility, generational differences, communication skills and relationship with one’s 

supervisor. Other themes, emerging from a literature review conducted by Rosser and 

Javinar (2009), include: career support, recognition for competence, intradepartmental 

relations, external relations, working conditions, and perceptions of discrimination. 

Based on personal and professional factors, it is obvious that different stakeholder 

groups have unique needs and perceptions (R. E. Freeman, 1984). 

Institutional Factors 

Institutions of higher education in the United States differ significantly from one 

another as a result of unique histories and traditions, enrollment trends, setting, mission 

and other variables. While such factors are useful for categorizing institutions, Hurtado 
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(2003) suggests there exists a connection between the diversity of students and the 

diversity of institutions. For this reason one may expect certain factors to weigh more or 

less heavily on attracting and retaining international students as well as shaping the 

student experience. Similarly, such factors, all of which help mold the cultures of 

institutions, have a direct impact on the socialization of student affairs professionals 

(Hirt, 2009).  

 In the United States, the Carnegie Classification System serves as a valuable 

resource for comparing institutional differences. Moreover, the system provides a 

recognized listing of peer institutions based on shared characteristics, which can help 

researchers reduce the likelihood of sampling error caused by disturbance variables 

(Jaccard & Becker, 2002). Unfortunately, the system is sometimes misused by 

researchers and administrators as a ranking system, which has led to aspirations and 

efforts designed to more closely align institutions across categories particularly in terms 

of an emphasis on research over other priorities (Hurtado, 2003).  

 Enrollment trends also affect the character of institutions. For instance, larger 

enrollments by international and domestic minority students as a percentage of the total 

student body is a key indicator of a more diverse academic community (Hurtado, Milem, 

Clayton-Pederson, & Allen, 1999). Moreover, effective recruitment and retention efforts 

indicate a commitment toward multicultural organization development (Grieger, 1996). 

 The Council for the Advancement of Standards in Higher Education (CAS) is a 

consortium of 37 professional associations that aims to set standards and guidelines based 

on fourteen common criteria in addition to standards for each functional area within 
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higher education (Hammett & Bogen, 2009). These criteria include: mission, program, 

leadership, human resources, ethics, legal responsibilities, equity and access, diversity, 

organization and management, campus and external relations, financial resources, 

technology, facilities and equipment, and assessment and evaluation. While the CAS 

standards and guidelines typically serve to assist administrators in the design and 

assessment of a particular unit’s functioning, the CAS statements pertaining to 

international student programs and services serve as a benchmark by which to compare 

the views of student affairs administrators to professional standards. 

 Lastly, strategic planning for internationalization (Davies, 1992) and multicultural 

organization develop (Grieger, 1996), reviewed earlier in this chapter, represent 

important institutional factors that provide insight into the organization’s culture and 

priorities. These factors are important parts of the institution, but are also larger than the 

institution because they have the ability to usher in organizational change.  

Summary 

This chapter includes a review of the literature, which serves to frame the study. 

The chapter begins by defining the concepts of globalization and internationalization as 

well as implications associated with each. Presented next is literature pertaining to 

international student mobility, the needs of international students and trends associated 

with campus services designed to meet their needs. Finally, attention is given to the 

administration of student affairs and possible factors affecting their views of campus 

services for international students. 
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In writing this review, the author identified key concepts applied throughout the 

study. Kuh (1999) suggests that socialization to student affairs is influenced by roles, 

responsibilities and theory bases, which tend to vary significantly across professional 

domains. Kuh’s (1999) contribution to understanding student affairs work informs the 

study by proposing multiple perspectives that can help explain views of campus services 

for international students among student affairs administrators. Additionally, Davies’ 

(1992) work on strategic planning helps to frame the study as well as it holds important 

implications for how student affairs administrators and the services they provide to 

international students fit within efforts to institutionalize internationalization. Finally, 

Jackson and Holvino (1988) provide an additional lens for examining system influences 

on views of campus services for international students as well as identifying targets of 

change. The next chapter explains the research methodology used in this study.  
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CHAPTER THREE: METHODOLOGY 

Introduction 

In this study, the researcher examined the views of campus services for 

international students among student affairs administrators at five public universities. 

This chapter provides an overview of the rationale, context, research design, methods 

employed, data sources, data collection procedures, instrument development, data 

analysis techniques, and study limitations pertaining to the present study. 

Study Rationale and Context 

 This study takes place at five public universities in Ohio. Each institution enrolled 

between 1,000 and 2,000 international students during the fall semester of 2011. The 

institutional histories, settings and organizational structures are unique. Since the Great 

Recession began in 2007, the state of Ohio has experienced a significant economic 

decline as evidenced by a two-year deficit projected to be between six and eight billion 

dollars (Oliff, Mai, & Palacios, 2012). This impacted Ohio’s public universities via direct 

budget cuts and gave rise to the Enterprise University Plan, which allows university 

leaders to engage in greater entrepreneurial endeavors in exchange for less state funding 

(The University System of Ohio, 2011).  Specifically, the plan to create enterprise 

universities aims to eliminate enrollment caps, reduce legislative oversight of spending 

and investments, and allow boards of trustees greater protection from public inquiry 

(Bischoff, 2011).  

In 2008, the Chancellor of the University System of Ohio, the Board of Regents 

and executive officers of higher education institutions across the state produced a ten year 
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strategic plan for higher education that includes both international and global dimensions 

aimed at improving global competitiveness and sustainability. Among the key strategies 

identified in the plan is the recruitment of international students with a target of 

international students representing at least 5% of total enrollment at institutions across the 

state.  

 While the recruitment of international and other full pay students is a key strategy 

for offsetting dwindling state aid, higher education leaders in Ohio also recognize the 

importance of providing a positive educational experience. Concern over the welfare of 

international students is represented by the University System of Ohio’s use of the 

International Student Barometer (ISB), an international student satisfaction survey 

developed by i-Graduate group. The ISB is described as, “a risk management tool, 

enabling educators to track expectations against the experiences of international 

students....an insight into the motivations, aspirations, expectations and experiences of 

international students will help institutions to recruit, to manage expectations, to 

understand where the education experience excels as well as identifying those areas that 

would benefit from additional resources” (University System of Ohio, n.d.-b). 

 The ISB provides administrators with an understanding of international students’ 

perceptions of their academic experiences and the quality of campus services, but fails to 

examine the views of another key stakeholder group, the providers of campus services. 

This study fills a void by examining student affairs administrators’ views of campus 

services for international students as well as the various factors affecting their views. 

Thus, this study provides a valuable contribution to the academic and professional 
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literatures pertaining to international students and holds implications for university 

administrators invested in the recruitment and retention of international students. 

Statement of Study Purpose 

The purpose of this study is to determine factors affecting student affairs 

administrators’ views of campus services for international students. 

Research Questions 

1) In what ways are campus services provided to international students by student 

affairs administrators? 

2) In what ways should campus services be provided to international students by 

student affairs administrators? 

3) What are factors affecting student affairs administrators’ views of campus 

services for international students? 

Study Methodology and Rationale 

This study employs a mixed methods research design. According to Creswell and 

Plano Clark (2010), “mixed methods research collects and analyzes persuasively and 

rigorously both qualitative and quantitative data” (p. 5).  A major advantage of mixed-

methods research is, “the limitations of one method can be offset by the strengths of the 

other method and the combination of quantitative and qualitative data provide a more 

complete understanding of the research problem than either approach by itself” (p. 8). 

Patton (1999) refers to the mixing of methods as a form of triangulation. Similar to how a 
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global positioning system utilizes multiple satellites to pinpoint the location of a 

coordinate on the ground, triangulation utilizes different methods and data sources to 

more precisely identify the phenomenon being studied. Thus, a mixed methods research 

design is less vulnerable to errors and biases associated with any one particular method 

by providing “cross-data validity checks” (M. Patton, 1999).  

Research Paradigm 

Suitable to mixed methods research is a pragmatic worldview or paradigm. 

Pragmatists utilize multiple approaches to examining the research problem (J. Creswell, 

2009). Such flexibility, according to Creswell (2009), “opens the door to multiple 

methods, different worldviews, and different assumptions, as well as different forms of 

data collection and analysis” (p. 11). Creswell and Plano Clark (2010) describe 

pragmatism as, “pluralistic and oriented toward ‘what works’ and practice” (p. 41). They 

indicate over one dozen authors support pragmatism as the preferred worldview for 

mixed methods research (J. Creswell, & Plano Clark, V., 2010; Tashakkori, 2003).  

Research Design 

Of the various mixing strategies discussed in the literature, this study employs a 

sequential explanatory research design (Creswell, 2009).  In a sequential explanatory 

research design the researcher expands on the findings of one method using findings of a 

second method (Creswell, 2010). In the current study, the qualitative findings are used to 

further explain the quantitative data. Thus, qualitative data collection followed 

quantitative data analysis. This strategy is appropriate because the study includes research 

questions that are both quantitative and qualitative in nature. The data were collected over 
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the 2011/12 academic year. Table 4 demonstrates the sequencing of data collection and 

analysis following an initial pilot: 

Table 4     Research Design 

 Stage One Stage Two 

Quantitative data 
collection 

 Internet survey  

Quantitative data analysis  Analyze responses for 
differences and 
similarities 

 Verify statistical 
significance 

 Identify willing 
interview participants 

 

Qualitative data collection   Interviews 

Qualitative data analysis   Seek elaboration on 
survey responses 

 Solicit additional data 
not included in 
survey 

 Explain statistical 
variation 

 

 

As indicated above, the research design consists of two distinct stages. The first 

stage included quantitative data collection and analysis. The purpose of this stage was to 

provide answers to the study’s research questions as well as to identify participants 

willing to engage in follow-up interviews. The second stage included qualitative data 

collection and analysis. The purpose of this stage was to provide additional insight into 

the quantitative findings as well as identify additional data not obtained from the survey.  

In a sequential explanatory research design, the researcher typically gives 

preference to quantitative data while later utilizing qualitative data in a supporting role 

(Creswell, 2009). In this study, the researcher gave preference to the internet survey, 
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which was later supported by semi-structured interviews. During the final analysis, the 

qualitative data helped explain the quantitative findings (J. Creswell, & Plano Clark, V., 

2010). Additional details regarding data collection and analysis are provided later in this 

chapter. 

Methods and Rationale 

In addition to triangulating methods, this study incorporates the triangulation of 

data sources. Patton (1999) explains, “consistency in overall patterns of data from 

different sources, and reasonable differences in data from divergent sources, contribute 

significantly to the overall credibility of the study” (p. 1195). 

Internet Survey 

This study utilized an internet survey instrument created using Survey Monkey to 

analyze student affairs administrators’ views of campus services for international 

students. Survey research is an efficient means for assessing people’s opinions and 

internet surveys typically elicit better open-ended responses than paper surveys (Dillman, 

2009). Moreover, survey research has been used historically for studies of international 

student services (Barakat, 1988; Boyd, 2008; Porter, 1993; Wong, 1991). Thus, survey 

research is appropriate for the study of views of campus services for international 

students.  

Interviews 

Follow-up interviews were conducted with managers of student services offices 

and their associates in order to obtain additional data. Although a large number of 
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participants is often required for quantitative analysis, Creswell and Plano-Clark (2010) 

explain a large sample size is not necessary for qualitative analysis. 

The qualitative researcher identifies and recruits a small number that will provide in-

depth information about the central phenomenon or concept explored in the study. The 

qualitative idea is not to generalize from the sample (as in quantitative research) but to 

develop an in-depth understanding of a few people-the larger the number of people, the 

less detail that typically can emerge from any one individual. (p. 174) 

 

 A total of nine interviews were conducted to gather data for qualitative analysis. 

While the researcher sought to interview one manager and one associate from each of the 

five institutions included in the study, this was not possible based on the profiles of 

participants who agreed to be interviewed. Additional details pertaining to sampling 

strategies and limitations are discussed later in this chapter. 

The format of the interviews was semi-structured as is the case in most qualitative 

research (Merriam, 2009). This allowed the researcher to obtain specific information 

from each interviewee while at the same time providing flexibility to elicit more detailed 

responses and respond to new opportunities. According to Merriam (2009) , a semi-

structured interview maintains focus on the respondents’ perspectives rather than forcing 

them to respond to preconceived notions. Moreover, this type of interview provides 

greater flexibility in situations where respondents may not share a common vocabulary or 

interpret questions differently. 

In an effort to ensure quality interviews were conducted during the study, pilot 

interviews were conducted with selected members of the International Student & Scholar 

Integration Committee at Kent State University. This group was selected because of their 

varied backgrounds and commitment to serving international students. Merriam (2009) 

explains: 
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Pilot interviews are crucial for trying out your questions. Not only do you get some 

practice in interviewing, but you also quickly learn which questions are confusing and 

need rewording, which questions yield useless data, and which questions, suggested by 

your respondents, you should have thought to include in the first place (p. 95).    

 

While the structure of the interview is important, it is not the only factor 

considered while writing the research questions. Because different questions lead 

to different data, it is important to settle on specific types of questions to ask. 

Patton (2002) recommends six types of interview questions: 

1. Experience and behavior questions 

2. Opinion and values questions 

3. Feeling questions 

4. Knowledge questions 

5. Sensory questions 

6. Background/demographic questions 

Strauss, Schatzmann, Bucher, Ehrlich and Sabshin (1981) identify four additional 

types of questions deemed useful in interviews:  

1. The hypothetical question is used to round out the interviewee’s responses 

without the challenge imposed by a devil’s advocate question. 

2. The devil’s advocate question confronts the interviewee with the arguments of 

opponents. 

3. The ideal position question consists of two techniques. The first requires the 

respondent to describe the ideal situation, work conditions, student affairs 

professional or international student. The second presents an ideal to a 

response already given. 
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4. The interpretive question seeks to clarify the interviewee’s responses by 

sharing deductions made by the interviewer. This allows the respondent an 

opportunity to clarify or reinforce their responses. 

Each of these recommendations was taken into consideration by the researcher 

while writing the interview questions and protocol. 

The last type of questions included in the interviews was probes. Such questions 

are used to obtain additional details or request clarification from respondents.  While 

probes are sometimes included on semi-structured interview guides, Merriam (2009) 

cautions, “it is virtually impossible to specify these ahead of time because they are 

dependent on how the participant answers the lead question” (p. 100). While it was 

expected that the pilot interviews would provide the researcher with a better sense of 

where probes may become necessary, there was little consistency in practice. Thus, the 

researcher used probes as needed during each interview based on individual responses. 

Sampling Strategies 

Sample Population 

The population from which the sample for this study was drawn is student affairs 

administrators employed at public universities in Ohio with international student 

enrollments reported to be between 1,000 and 2,000 for the fall semester of 2011. This 

limited the study to five institutions. The characteristics of these institutions are presented 

in Table 5. 
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Table 5     Characteristics of Institutions Included in the Study 

Institution Student Population International Student 

Population 

Percentage of 

International Students 

Cleveland State 

University (CSU) 

17,204 1,235 7.17% 

Kent State University 

– Kent Campus 

(KSU) 

25,848 1,503 5.81% 

Ohio University - 

Athens Campus (OU) 

21,508 1,627 7.56% 

The University of 

Akron – Main 

Campus (UA) 

27,245 1,142 4.19% 

The University of 

Toledo (UT) 

23,085 1,324 5.73% 

 

The projected sample included 50 purposefully selected managers of student 

services offices and 100 randomly selected associates, which provided a maximum 

projected sample of 150 student affairs professionals. It was presumed managers of 

student service offices would be information rich and a highly salient class of 

stakeholders based on their level of responsibility. However, managers, as a result of their 

leadership positions, may be removed from direct day-to-day interaction with students. 

Thus, associates who represent a moderately salient class of service practitioners were 

included as well. While a minimum of 30 respondents is necessary to conduct 

correlational statistics (J. Creswell, 2008), a 70% survey response rate, or 105 

respondents, was set as ideal for this study based on the sampling procedures employed 

(Dillman, 2007). Of these survey respondents, nine participated in follow-up interviews. 

Specifics pertaining to quantitative and qualitative sampling methods are provided later 

in this chapter. 
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To identify potential respondents, the researcher reviewed organizational charts of 

divisions of student affairs at each of the five universities. The researcher then created a 

list indicating which student services offices were located within divisions of student 

affairs at each of the institutions. Offices located within divisions of student affairs at 

three or more institutions were purposefully selected to include in the study. The final 

listing of targeted offices, which provides a broad representation of student affairs 

professionals, is as follows:    

1. Career Services 

2. Counseling Services 

3. Disability Services 

4. Health Services 

5. Judicial Affairs 

6. Legal Services 

7. Residence Services 

8. Student Organizations and Leadership 

9. Student Recreation Services 

10. Student Union 

 

Whereas not all universities have each of the above offices (e.g., legal services is 

only offered at three of the five institutions), not all offices consisted of at least three 

employees and some positions were vacant at the time of the study, there remained 204 

individuals from which managers were purposefully selected and associates were 

randomly selected using Research Randomizer 3.0 (Urbaniak & Plous, 2011). This 

resulted in 125 potential participants in this study.  

Sampling Method 

To achieve a large number of survey respondents, the researcher incorporated the 

procedures outlined by Dillman, Smyth and Christian (2009) for applying social 
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exchange theory to the Tailored Design Method. This approach increases trust and 

benefits while decreasing costs associated with the survey as summarized in Table 6. 

Table 6     Tailored Design Method 

Increasing Benefits Decreasing Costs Establishing Trust 

1. Provide information 

about the survey 

2. Ask for help or advice 

3. Show positive regard 

4. Say thank you 

5. Support group values 

6. Give tangible rewards 

7. Make the questionnaire 

interesting 

8. Provide social 

validation 

9. Inform people that 

opportunities to 

respond are limited 

 

1. Make it convenient to 

respond 

2. Avoid subordinating 

language 

3. Make the questionnaire 

short and easy to 

complete 

4. Minimize requests to 

obtain personal or 

sensitive information 

5. Emphasize similarity to 

other requests or tasks to 

which a person has 

already responded 

1. Obtain sponsorship by 

legitimate authority 

2. Provide a token of 

appreciation in 

advance 

3. Make the task appear 

important 

4. Ensure confidentiality 

and security of 

information 

 

(Dillman, Smyth & Christian, 2009, p. 23-28) 

The tailored design approach serves to minimize overall survey error by attending 

to coverage, sampling, measurement and nonresponse (Dillman, Smyth & Christian, 

2009).  

Tailored design involves customizing survey procedures for each particular survey 

situation based on knowledge about the topic and sponsor of the survey, the types of 

respondents who will be asked to complete the survey, and the proposed budget and time 

frame for reporting results. (p. 38) 

 
The researcher initially contacted chief student affairs officers at each of the five 

institutions to request their endorsement of the study of whom three agreed. These 

individuals were provided with a pre-notice letter (Appendix A), which they were asked 

to forward to members of the sample population affiliated with their institution. Within a 

few days of their message being sent, respondents received an email from the researcher 
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containing a copy of the IRB approval form, invitation letter (Appendix B) and link to the 

internet survey. 

Survey Monkey, an internet survey service, served as the launching pad for this 

study. The collector feature, which includes email analytics, allowed the researcher to 

schedule the delivery of personalized messages to participants and track responses. Non-

respondents received an email reminder (Appendix C) after two weeks. After a third 

week passed, phone calls were made to participants who had failed to respond. In many 

cases, the phone calls proved very successful as emails had either been automatically 

discarded by spam filters or overlooked by respondents.  

In total, 72 (57.6%) of 125 participants began the survey and 68 (54.5%) 

completed the survey. While this falls short of the ideal response rate of 70% identified 

by Dillman (2007), it is still much higher than the average response rate for internet 

surveys. In fact, a recent meta-analysis of 199 internet surveys found an average response 

rate of 32.52% and a median response rate of 26.45% (Hamilton, 2009).   

Of the 68 respondents who completed the survey, 15 agreed to participate in 

follow-up interviews from which the researcher purposefully selected ten based on two 

factors: 1) level within the organization (i.e., manager or associate) and 2) professional 

domain. Creswell (2009) explains, “the idea behind qualitative research is to purposefully 

select participants or sites (or documents or visual material) that will best help the 

researcher understand the problem and the research question” (p. 178).  

The researcher anticipated one manager and one associate from each of the five 

institutions would be selected for follow-up interviews based on personal and 
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professional factors that differentiate them from others. Furthermore, a representative 

from each of the ten targeted offices would have been included as well. Unfortunately, 

respondents from only four of the five institutions and nine of the ten targeted offices 

agreed to participate in follow-up interviews. Creswell and Plano-Clark (2010) suggest 

maximal variation sampling, or maximizing differences among participants, is one of the 

more common qualitative sampling strategies. In their view, diverse participants likely 

hold different perspectives, which will provide more comprehensive data. In spite of the 

limitations identified above, the researcher maximized differences to ensure as varied a 

sample as possible. 

Data Collection Strategies 

Stage One 

Data pertaining to demographics of participants and their views of campus 

services for international students were obtained via an internet questionnaire developed 

by the researcher and emailed to student affairs administrators. 

Stage Two 

After analyzing the survey results, the researcher conducted interviews with a 

purposefully selected sample of information rich participants. 

Instrumentation 

 An internet survey was developed and distributed to managers and associates 

willing to participate in the study. Also, follow-up telephone interviews were conducted 

in a semi-structured format with willing participants.   
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Scale Development 

 

The target of measurement was views of campus services for international 

students among student affairs administrators as evidenced through level of agreement 

with professional standards pertaining to the administration of services for international 

students. According to DeVellis (2012), there exist eight essential steps in the 

development of a measurement scale. These steps include:  

1. Determine clearly what it is you want to measure 

2. Generate an item pool 

3. Determine the format for measurement 

4. Have initial item pool reviewed by experts 

5. Consider inclusion of validation items 

6. Administer items to a development sample 

7. Evaluate the items 

8. Optimize scale length 

Measurement of Dependent Variables 

 

Views of campus services for international students served as the dependent 

variable for this study. Views were quantified based on participants’ responses to 

questions designed to measure agreement with professional standards for international 

student services as published by the Council for the Assessment of Standards in Higher 

Education (2009). For this purpose, the survey contained two scales: 1) Scale of Current 

Views and 2) Scale of Ideal Views. Scale totals were examined for variance. 

Secondly, views of campus services for international students were obtained 

through qualitative inquiry in the form of interviews. A semi-structured interview 

protocol guided the conversation. Transcripts were coded in a classical style. Themes 

emerged adding additional insight into participants’ views.    
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Measurement of Independent Variables 

 

 The use of scales is appropriate for the measurement of subject targets of inquiry, 

such as views. Given that this study aimed to measure independent variables identified by 

the research literature and categorized as institutional, personal and professional factors, 

the use of a multi-item scale is appropriate. 

Pilot Survey 

A total of 80 final items were generated and included in the pilot. While the initial 

quantity of items was substantial, DeVellis (2012) explains, “suffice it to say you want 

considerably more than you plan to include in the final scale…As the nature of the 

correlations among items is usually not known at this stage of scale development, having 

lots of items is a form of insurance against poor internal consistency.” (p. 80). He further 

asserts that it is not uncommon for the number of items in an initial scale to be three or 

four times larger than that of the final scale.  

A pilot survey was conducted in December 2011, in order to assess the reliability 

of survey questions, and to check whether the means of administration of the survey 

would solicit a desirable response rate. The pilot sample consisted of 70 student affairs 

administrators at a large, public university located outside of Ohio.  

 Participants each received an initial email from a respected faculty member at 

their institution encouraging them to participate in the pilot. Two days later a formal 

email invitation was sent to them via Survey Monkey. Each participant’s email included a 

personal link to the survey, which allowed the researcher to track responses. This initial 

invitation resulted in 11 responses. One week later, a reminder email was sent to 
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participants who had not yet responded. This increased the number of responses to 31 for 

a total response rate of 44.28%. However, only 25 of the 31 surveys were fully 

completed. The researcher, where appropriate, replaced missing values with expected 

values. 

 Whereas, a pilot study provides an opportunity to test a survey instrument prior to 

the actual study, the researcher included a text box at the bottom of each page asking 

participants to comment on questions they found to be problematic (e.g., ambiguous or 

difficult), navigation problems, illogical question order, etc.  A separate question was 

included at the end of the survey asking participants for any additional suggestions for 

improving the survey. Based on the feedback elicited by these questions, it was made 

clear that participants failed to answer questions because they did not understand 

terminology (e.g., internationalization) or they lacked a sufficient understanding of the 

question to answer adequately. Items were subsequently reworded to increase 

understanding, a definition of internationalization was added and “don’t know” was 

included as a fifth response option.  

Reliability 

Scale reliability is defined as, “the proportion of variance attributable to the true 

score of the latent variable” (DeVellis, 2012, p. 27). According to Creswell (2008), 

reliability means, “that scores from an instrument are stable and consistent” (p. 169). A 

common method for determining scale reliability is to calculate Cronbach’s (1984) 

coefficient alpha. An alpha score indicates level of reliability. Creswell (2008) suggests 
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researchers interested in examining the reliability of an instrument utilize one or more of 

five techniques displayed in Table 7. 

Table 7     Reliability Considerations 

Form of Reliability Number of Times 

Instrument 

Administered 

Number of Different 

Versions of the 

Instrument 

Number of 

Individuals Who 

Provide 

Information 

Test-retest reliability Twice at different time 

intervals 

One version of the 

instrument 

Each participant in 

the study completes 

the instrument twice 

Alternate forms 

reliability 

Each instrument 

administered once 

Two different 

versions of the same 

concept or variable 

Each participant in 

the study completes 

each instrument 

Alternate forms and 

test-retest reliability 

Twice at different time 

intervals 

Two different 

versions of the same 

concept or variable 

Each participant in 

the study completes 

each instrument 

Interrater reliability Instrument 

administered once 

One version of the 

instrument 

More than one 

individual observes 

behavior of the 

participants 

Internal consistency 

reliability 

Instrument 

administered once 

One version of the 

instrument 

Each participant in 

the study completes 

the instrument 

(Creswell, 2008, p. 170) 

Of the five procedures described by Creswell (2008), the researcher examined the 

internal consistency reliability using SPSS (Cronbach, 1984). In most social science 

research, a coefficient alpha of .70 or above is considered a target level of internal 

consistency, but an alpha score of .50 is arguably acceptable as well. Analysis of the data 

from the pilot survey resulted in an alpha score of .71 for the Scale of Current Views and 

an alpha score of .73 for the Scale of Ideal Views. These scores suggest the survey items 

on both scales are highly correlated. The researcher used SPSS to identify questions 

within the pilot that lowered the alpha score. These were removed prior to launching the 

actual study. 
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Validity 

Creswell (2008) explains validity to mean, “the individual’s scores from an 

instrument make sense, are meaningful, and enable you, as the researcher, to draw good 

conclusions from the sample you are studying to the population” (p. 169). As presented in 

Table 8, he explains three standard forms of validity. 

Table 8     Validity Considerations 

Types of 

Validity 

What is Measured? What Evidence is Obtained to 

Substantiate it? 

Content 

Validity 

How well do the questions represent all of 

the possibilities of questions available? 

Ask experts if the questions are 

representative of the area of interest. 

Criterion

-related 

How well do the scores on the instrument 

relate to an outcome? 

How well do the scores on the instrument 

predict a future outcome? 

Select an outcome and correlate or 

relate the scores to it. 

Select a future outcome and correlate 

the scores with it. 

Construct 

Validity 

What do the scores on the instrument 

mean or signify? 

What is the intended purpose or use for 

the scores from the instrument? Can we 

safely generalize from them? 

Use statistical procedures, such as 

correlating scores with other scores; 

examine the correlation among 

questions on an instrument; or test a 

theory against the scores. 

Use nonstatistical procedures, such as 

examining the values inherent in the 

interpretation of the scores; assess the 

relevance of the scores for the 

purpose of the study; or consider the 

likely social consequences. 

(Creswell, 2008, p. 172) 

Content Validity  

Content validity is commonly achieved by requesting professionals who are 

familiar with the survey’s content to examine proposed questions and make 

recommendations regarding whether items should be added, revised or excluded. In this 

study, the researcher chose to consult with professors and administrators holding 

expertise in international education and student affairs. Based on their suggestions, 

questions were added, revised or excluded.   
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Criterion-related validity   

Criterion-related validity serves to verify whether or not the instrument is 

measuring what it claims to measure by demonstrating the statistical strength between 

variables (Field, 2009). Such validity may be predictive, concurrent or postdictive, but 

DeVellis (2012) asserts, “the most important aspect of criterion-related validity is not the 

time of the relationship between the measure in question and the criterion whose value 

one is attempting to infer but, rather, the strength of the empirical relationship between 

the two events” (p. 62). For the purpose of this study, the survey responses serve to 

demonstrate, at least hypothetically, the correlation between views of campus services for 

international students and independent variables categorized as personal, professional or 

institutional.  

Construct Validity 

Construct validity is typically assessed using Common Factor Analysis (CFA). Construct 

validity was assessed using procedures described by Creswell (2008) in consultation with 

a statistics consultant from the Research and Evaluation Bureau at Kent State University. 

Survey Questionnaire  

 The literature suggests views of campus services for international students are 

influenced by many factors. These factors are categorized as institutional, personal and 

professional as explained in chapter two. Specific factors, rationales for their inclusion, 

and relevant scholarly citations are presented in Tables 9, 10 and 11.  
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Institutional Factors 

Table 9     Institutional Factors 

Factor Rationale for Inclusion Citation Survey Question 

Assessment Ongoing assessment is 

critical to the organizational 

development change process. 

(Grieger, 1996; 

Pope, 1993) 

My unit conducts 

ongoing 

assessment of 

services, programs 

or activities 

provided for 

international 

students. 

 

Enrollment 

Trends  

Larger enrollments of 

international and domestic 

minority students, as a 

percentage of total 

enrollments, signify a more 

diverse academic community. 

(Grieger, 1996; 

Hurtado et al., 

1999) 

N/A 

Expectations 

for 

Intercultural 

Competency 

If staff members are expected 

to demonstrate intercultural 

competency, then views of 

services for international 

students may be more 

favorable. 

(Grieger, 1996) Staff in my unit is 

expected to 

demonstrate 

intercultural 

competency in 

their interactions 

with students. 

 

Leadership 

and 

Advocacy 

Organizational change 

requires a commitment from 

leaders. 

(Grieger, 1996) As a group, senior 

administrators at 

my institution are 

supportive of staff 

development of 

intercultural 

competencies. 

Intercultural 

Competency 

Training 

The availability of training 

opportunities signifies 

institutional commitment to 

diversity. 

(Grieger, 1996) I am satisfied with 

the intercultural 

training 

opportunities 

offered at my 

institution. 

 

Recruitment Multicultural organizations (Grieger, 1996) Managers of 
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and 

Retention 

actively seek to diversify 

community membership. 

student workers in 

my unit actively 

pursue 

international 

students for open 

positions. 

 

Strategic 

Plan 

Multicultural organization 

development must be planned 

and systemic. 

(Pope, 1993) The development 

of intercultural 

competency 

among staff is 

included in my 

unit’s strategic 

plan. 

Strategic 

Plan 

Multicultural organization 

development must be planned 

and systemic. 

(Davies, 1992) I am aware of the 

internationalization 

strategy at my 

institution. 

Strategic 

Plan 

Multicultural organization 

development must be planned 

and systemic. 

(Davies, 1992) My unit is 

included in the 

efforts to 

internationalize the 

campus. 

Strategic 

Plan 

Multicultural organization 

development must be planned 

and systemic. 

(Davies, 1992) International 

activities at my 

institution lack a 

strategic focus. 

Strategic 

Plan 

Multicultural organization 

development must be planned 

and systemic. 

(Davies, 1992) There exists a 

dedicated structure 

to support 

international 

activities at my 

institution. 

Student 

Activities 

and Services 

Institutions where 

multiculturalism and 

diversity thinking permeate 

the core functions of student 

affairs are presumed to be 

more developed.  

(Grieger, 1996) My unit 

coordinates 

programs 

specifically 

designed for 

international 

students. 

Amount of 

International 

Activities 

Institutions where 

multiculturalism and 

diversity thinking permeate 

the core functions of student 

(Davies, 1992) International 

activities at my 

institution are 

increasing. 
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affairs are presumed to be 

more developed.  

Institution Knowing the institution is 

critical to analyzing 

differences. 

N/A N/A 

 

Personal Factors 

Table 10     Personal Factors 

Factor Rationale for 

Inclusion 

Citation Survey Question 

Level of 

Education 

Graduates who took 

courses in which 

faculty discussed 

ethnic and cultural 

diversity displayed 

higher levels of 

multicultural 

competence five years 

after graduation.  

(Robinson-

Stuart & Nocon, 

1996; Smith et 

al., 2010) 

What is your highest 

degree completed? 

a. High school 

diploma 

b. Bachelor’s 

c. Master’s 

d. Doctorate 

e. Other (please 

specify) 

Foreign 

Language 

Proficiency 

Foreign language 

study may facilitate 

culture-learning and 

affect views. 

(Robinson-

Stuart & Nocon, 

1996) 

How many semesters of 

college-level foreign 

language courses have 

you completed? 

Foreign 

Language 

Proficiency 

Foreign language 

study may facilitate 

culture-learning and 

affect views. 

(Robinson-

Stuart & Nocon, 

1996) 

Including your mother-

tongue, in how many 

languages are you 

conversant? 

Age Newer professionals 

have often had greater 

exposure to 

multicultural issues 

than their senior 

colleagues. 

(Mills, 2009; 

Pope & 

Mueller, 2005) 

What is your age? 

Cultural 

Identity 

Cultural distance 

impacts the 

psychological 

intensity of cross-

cultural encounters 

and affects cultural 

affinity. Moreover, 

individuals who 

(Paige, 1993; 

Swift, 1998) 

(Pope & 

Mueller, 2005) 

How do you define your 

cultural identity? 
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identify themselves as 

members of an 

oppressed group tend 

to score higher in 

intercultural 

competency.  

Gender Females tend to have 

more positive views 

toward diversity 

initiatives than males. 

(Kossek & 

Zonia, 2006) 

What is your gender? 

Prior 

International 

Experience  

(type and 

duration) 

Substantive 

international 

experience may lessen 

the psychological 

intensity of cross-

cultural encounters, 

which could impact 

views. 

(Engle & Engle, 

2003; Paige, 

1993) 

How many times have 

your traveled outside of 

the USA? 

Prior 

International 

Experience  

(type and 

duration) 

Substantive 

international 

experience may lessen 

the psychological 

intensity of cross-

cultural encounters, 

which could impact 

views. 

(Engle & Engle, 

2003; Paige, 

1993) 

How many countries 

have you visited other 

than the USA? 

Prior 

International 

Experience  

(type and 

duration) 

Substantive 

international 

experience may lessen 

the psychological 

intensity of cross-

cultural encounters, 

which could impact 

views. 

(Engle & Engle, 

2003; Paige, 

1993) 

What is the longest 

period, in months, you 

have been outside the 

USA at one time? 

Prior 

International 

Experience  

(type and 

duration) 

Substantive 

international 

experience may lessen 

the psychological 

intensity of cross-

cultural encounters, 

which could impact 

views. 

(Engle & Engle, 

2003; Paige, 

1993) 

What were the primary 

purposes of your travel? 

a. Pleasure 

b. Study 

c. Work 

d. Other (please specify) 
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Professional Factors 

Table 11     Professional Factors 

Factor Rationale for 

Inclusion 

Citation Survey Question 

Position  

(i.e., distance 

from president) 

Views of essential 

competencies for 

student affairs 

professionals differ 

among mid-level 

and senior student 

affairs 

administrators. 

(Kuk et al., 

2007) 

How many degrees of 

separation exist between 

your position and that of the 

President? For instance, if 

you report directly to the 

President, then there exists 

one degree of separation. If 

your direct supervisor reports 

to the President, then there 

exist two degrees of 

separation.  

 

Position  

(i.e., distance 

from president) 

Views of essential 

competencies for 

student affairs 

professionals differ 

among mid-level 

and senior student 

affairs 

administrators. 

(Kuk et al., 

2007) 

In terms of authority, are you 

the most senior employee 

(e.g., director) within your 

department? 

Professional 

Domain  

(i.e., functional 

area of 

responsibility) 

Stakeholder groups 

have different needs, 

perceptions and 

willingness to 

expend resources. 

(R. E. 

Freeman, 

1984) 

What is your primary 

professional domain? 

a. Career Services 

b. Counseling Services 

c. Disability Services 

d. Health Services 

e. Judicial Affairs 

f. Legal Services 

g. Residence Services 

h. Student Organizations 

i. Student Recreation 

Services 

j. Student Union 

Years at 

Institution 

Different 

organizations 

espouse unique 

values and missions. 

Organizational 

(Hirt, 2009; 

Tierney, 

2008) 

How many years have you 

worked at your institution? 
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socialization is 

greater over time.    

Years in 

Profession 

Senior professionals 

tend to have 

different views and 

values than new 

professionals.  

(Kuk et al., 

2007; Mills, 

2009) 

How many years have you 

worked in student services? 

Definition of 

an 

International 

Student 

This factor reflects 

that the survey 

respondent 

understands the 

target population. 

N/A How do you define an 

international student? 

Student Affairs 

Function 

 (Kuh, 1999) Which of the following best 

describes the primary 

function of your unit: 

1. To provide a campus 

support service such as 

book stores, food 

services, parking, mail 

services and 

transportation. 

2. To provide services that 

support the instructional 

mission and assist 

students to overcome a 

variety of challenges. 

3. To provide programs, 

services or activities that 

focus on developing 

students holistically.  

Views 

For the purpose of this study, a view is defined as an opinion. Table 12 presents 

statements developed by the author regarding the respondent’s views of campus services 

for international students. The survey questions are based on acceptable professional 

standards for international student programs and services developed by the Council for 

the Advancement of Standards (CAS) to aid with assessment (Hammett & Bogen, 2009). 
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The CAS standards serve as an appropriate benchmark for assessing views held by 

student affairs professionals. Respondents answered questions using a Likert-type scale. 

See Appendix D for a copy of the survey instrument. 

Table 12     Rationales for Inclusion of Survey Questions 

Survey Question Rationale for Inclusion 

The institutional responsibility to support 

international students must be shared by all 

student affairs units.   

Agreement with this statement 

indicates an inclusive view toward 

campus services for international 

students. 

Student affairs programs for student learning 

and development must be sensitive to the 

needs of international students.   

Such a view recognizes international 

students as a diverse population with 

unique needs. 

Services for international students are better 

centralized in one highly specialized unit. 

(reverse coding) 

Agreement with this statement 

indicates an exclusive view toward 

campus services for international 

students. 

Student affairs staff cannot be expected to be 

responsive to the many unique needs of 

international students (reverse coding) 

Such a view supports business as 

usual and fails to recognize diverse 

populations. 

It is important for my department to be 

involved in the orientation of international 

students 

Agreement with this statement 

indicates an inclusive view toward 

campus services for international 

students. 

The University administration is paying too 

much to provide specialized services to 

international students (reverse coding) 

Such a view supports business as 

usual and fails to recognize diverse 

populations. 

International students should make do with the 

same services offered to American students 

Agreement with this statement 

indicates the respondent holds a 

negative view towards the provision 

of specialized services for 

international students. 

It is more difficult for staff in my department 

to serve an international student than it is to 

serve an American student (reverse coding) 

Agreement with this statement makes 

the case for professional 

development. 

All student affairs staff should be expected to 

adapt traditional services to meet the unique 

needs of international students 

Such a view recognizes international 

students as a diverse population with 

unique needs. 

Departmental policies must address the unique 

needs of international students 

Such a view recognizes international 

students as a diverse population with 

unique needs. 
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Student affairs leadership should support 

coordinated efforts to promote sensitivity 

toward international students 

Agreement with this statement makes 

the case for professional 

development. 

Campus services must adapt to meet the needs 

of international students from diverse 

backgrounds 

Such a view recognizes international 

students as a diverse population with 

unique needs. 

I do not believe most student affairs staff at my 

institution are adequately prepared to meet the 

needs of international students (reverse coding) 

Agreement with this statement makes 

the case for professional 

development. 

International students would most effectively 

be served by a “one-stop-shop” staffed by 

individuals who understand their concerns 

(reverse coding) 

Agreement with this statement 

indicates an exclusive view toward 

campus services for international 

students. 

I am interested in attending training programs 

pertaining to serving international students 

Agreement with this statement makes 

the case for professional 

development. 

The needs of international students are often 

more complicated than the needs of American 

students (reverse coding) 

Such a view recognizes international 

students as a diverse population with 

unique needs. 

I believe that being an international student at 

my institution presents certain challenges in 

accessing services that domestic students do 

not have to face 

Such a view recognizes international 

students as a diverse population with 

unique needs. 

Interviews 

Follow-up interviews provide richer data pertaining to respondents’ views. Table 

13 presents the ten interview questions, created by the researcher, along with 

corresponding rationales for inclusion. A copy of the interview protocol is included as 

Appendix E. 
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Table 13     Interview Questions 

Interview Question Rationale for Inclusion 

Please tell me about your responsibilities 

with regards to providing services for 

international students.  

 

This question provides the opportunity 

to obtain descriptive data pertaining to 

the interviewee’s personal experiences. 

It may also serve to reveal potential 

biases. 

What do you believe are the major needs of 

international students in terms of campus 

services? 

 

This question helps to determine 

whether the student affairs 

professionals’ views of international 

students’ needs match those identified in 

the literature review. 

In what ways has your unit responded to 

meeting the needs of international students? 

This question provides the opportunity 

for the identification of best practices. 

What are the most critical issues impacting 

the effectiveness of campus services for 

international students at your institution? 

This question provides depth to 

understanding the professional domain 

of the interviewee. 

In your opinion, what factors influence how 

a student affairs administrator views his or 

her role and responsibility in serving 

international students? 

This question allows the interviewee to 

elaborate on critical issues, which may 

reveal common themes across units and 

professionals. 

How supportive is senior administration at 

your institution of providing adequate 

services to international students? 

This question has implications for 

training and staff development. 

How would an increase in international 

student enrollment impact your department?  

This question shifts the role of the 

beneficiary to the respondent.  

Some argue the responsibility to provide 

services for international students should be 

restricted to a single office staffed by 

international education specialists while 

others call for this responsibility to be 

shared across all student affairs units. What 

is your position on this issue? 

Again, common themes may be 

identified. These themes may prove 

useful to administrators aiming to create 

welcoming campus environments for 

international students. 

In the ideal situation, how might student 

affairs administrators be better prepared to 

serve international students? 

 

This question requires the respondent to 

describe the ideal and may have 

implications for staff training and 

resource allocation. 

Is there anything else you would like to add 

regarding your experiences providing 

services for international students? 

This question allows the interviewee to 

add information not obtained by other 

interview questions. 



 

 120 

Data Analysis Strategies 

 Although this study includes quantitative and qualitative data, the two types of 

data were analyzed separately. The researcher used basic qualitative research to examine 

the qualitative data while existing theories highlighted in the concept map in Chapter One 

guided the analysis of the quantitative and descriptive data. Patton (1999) asserts, “the 

point of theory triangulation is to understand how findings are affected by different 

assumptions and fundamental premises” (p. 1196). Triangulation adds to the overall 

credibility of the study. 

Quantitative Analysis 

The quantitative and descriptive data explain different views and factors affecting 

those views. The effect of each item on current and ideal views was closely measured 

using correlational statistics (Utts, 2006). This consisted of entering data into SPSS 

statistical software and running analyses using Pearson Product Moment Correlation, 

Spearman Correlation and Multiple Regression. Relationships between nominal variables 

and views, as measured by score on the two scales developed for this study, were 

examined using boxplots. A qualified statistical consultant provided guidance during the 

quantitative analysis. 

Qualitative Analysis 

The qualitative data expand on the quantitative findings by further illuminating 

views of campus services for international students. Comparing results allows qualitative 

themes to support statistical trends (J. Creswell, 2008).  
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In this study, qualitative data were analyzed using basic qualitative research. 

According to Merriam (2009), basic qualitative research is a generic term for the most 

common type of applied qualitative research. She explains:  

Qualitative research conducting a basic qualitative study would be interested in (1) how 

people interpret their experiences, (2) how they construct their worlds, and (3) what 

meaning they attribute to their experiences. The overall purpose is to understand how 

people make sense of their lives and their experiences (p.23).  

 

In basic qualitative research, the researcher analyzes data by identifying trends 

and patterns that provide meaning. Such meaning represents the researcher’s 

understanding of how participants view the phenomenon under study.  

Study Limitations 

This study includes the following limitations: 

 

1. This study is limited to student affairs administrators. 

2. This study is limited to four-year, public institutions in Ohio with reported 

international student enrolments between 1,000 and 2,000 during the fall 2010 

semester.   

3. The sample size, while large enough to conduct correlational statistics on the 

group, is not large enough to permit correlation statistics to be performed on 

subgroups (e.g., male and female). 

Summary 

 In this study, the researcher examines the views of campus services for 

international students among student affairs administrators at five public universities. 

This chapter included an overview of the rationale, context, research design, methods 
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employed, data sources, data collection procedures, instrument development, data 

analysis techniques, and study limitations pertaining to the present study. The next 

chapter contains an analysis of the study’s findings. 
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CHAPTER FOUR: Results 
 

Introduction 
 

This study investigates views of campus services for international students among 

student affairs administrators. Two types of data were collected for this study: survey and 

interview. The survey data consist of demographics, participants’ views of current 

campus services for international students and participants’ views of ideal campus 

services for international students. The interview data delve more deeply into 

participants’ personal experiences administering campus services to international students 

including challenges and recommendations for improvement.  

In this chapter, the researcher presents the results and findings from the internet 

survey and follow-up interviews. To start, descriptive statistics are introduced to offer a 

detailed profile of the student affairs administrators who participated in the study. Next, 

univariate, bivariate and multivariate statistical analyses are employed to answer the 

study’s three research questions: 1) In what ways are campus services provided to 

international students?, 2) In what ways should campus services be provided to 

international students? and 3) What are factors affecting student affairs administrators’ 

views of campus services for international students? Finally, inductive analysis of the 

interview transcripts is performed to highlight themes expanding upon the quantitative 

findings in an effort to triangulate data and more thoroughly answer the three research 

questions.  
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Descriptive Statistics 

Profile of Participants 

The participants in this study are student affairs administrators, or, more precisely, 

they are student services professionals employed in offices primarily located within 

divisions of student affairs at one of five public universities in Ohio. All respondents 

were promised confidentiality by the researcher in exchange for their participation in this 

study. Therefore, responses are reported in a manner that makes the respondents 

unidentifiable. Table 14 summarizes the institutional affiliation of respondents.  

Table 14     Participants by Institutional Affiliation 

Institutional Affiliation 

 n Percent 

Valid Cleveland State University 10 13.9 

Kent State University 25 34.7 

Ohio University 9 12.5 

The University of Akron 14 19.4 

The University of Toledo 14 19.4 

Total 72 100.0 

 

Clearly, a majority of the student affairs administrators who participated in this 

study are affiliated with Kent State University. This is to be expected given that the 

researcher was employed at this institution at the time of the study and a high level of 

trust already existed between the researcher and participants.   

In addition to institutional affiliation, participants indicated their primary student 

affairs function based on descriptions created by Kuh (1999). As demonstrated in Table 

15, most participants identify the focus of their work pertains to student services and 
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student development. Only 11.1% (n=8) most closely identified with auxiliary services 

and 6.9% (n=5) failed to provide a response to this question. 

Table 15     Participants by Student Affairs Function 

Student Affairs Function 

 n Percent 

Valid To provide a campus support service such as book 

stores, food services, parking, mail services and 

transportation. 

8 11.1 

To provide services that support the instructional 

mission and assist students to overcome a variety of 

challenges. 

31 43.1 

To provide programs, services or activities that focus 

on developing students holistically. 

28 38.9 

Total 67 93.1 

Missing System 5 6.9 

Total 72 100.0 

 

Taking the analysis one step further, the researcher grouped participants into one 

of ten professional domains based on procedures described in the previous chapter. Like 

student affairs functions, each professional domain has unique roles, responsibilities and 

theory bases (Kuh, 1999). Table 16 contains a summary of the primary professional 

domains of participants in this study. Professional domains with the largest representation 

are disability services (n=12, 16.7%) and student recreation services (n=11, 15.3%). 

Surprisingly, these professional domains also had the lowest participation rates in follow-

up interviews. Unfortunately, very few student affairs administrators from health services 

(n=4, 5.6%), legal services (n=5, 6.9%), student organizations and leadership (n=5, 

6.9%), and student union (n=5, 6.9%) responded to the survey in spite of repeated 

attempts to solicit their participation. 
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Table 16     Participants by Professional Domain 

Professional Domain 

 n Percent 

Valid Career Services 7 9.7 

Counseling Services 7 9.7 

Disability Services 12 16.7 

Health Services 4 5.6 

Judicial Affairs 7 9.7 

Legal Services 5 6.9 

Residence Services 9 12.5 

Student Organizations and Leadership 5 6.9 

Student Recreation Services 11 15.3 

Student Union 5 6.9 

Total 72 100.0 

 

 

Another critical distinction in this study is between managers and associates. 

Managers accounted for 31.9% (n=23) and associates accounted for 68.1% (n=49) of 

participants in this study. Beyond that, participants indicated the degrees of separation 

from their position and that of the president of their institution (Figure 6). Many (33.3%, 

n=24) participants indicated three degrees of separation between their position and that of 

the president at their institution. The next largest group (27.8%, n=20) reported four 

degrees of separation. The remaining participants reported one (1.4%, n=1), five (5.6%, 

n=4) and six (4.2%, n=3) degrees of separation. 

At the time of the survey, the number of years that participants had worked at 

their institution averaged eleven years with a range from one year to 35 years. The 

number of years that participants had worked within student services averaged twelve 

years with a range from less than one year to 34 years.  



 

 127 

In terms of personal variables, a total of 68.1% (n=49) of respondents identified 

themselves as female and 30.6% (n=22) identified themselves as male. The ages of 

participants ranged from 24 to 63. A total of 59.7% (n=43) of participants hold a master’s 

degree, 25% (n=18) hold a doctorate, 9.7% (n=7) hold a bachelor’s degree, 1.4% hold an 

associate’s degree (n=1), 2.8% (n=2) hold a high school diploma and 1.4% (n=1) failed to 

report highest academic degree obtained.  

When asked about prior study of a foreign language, 26.4% (n=19) indicated they 

had never completed a semester of college-level foreign language study. A slightly 

smaller number (23.6%, n=17), had completed four semesters of college-level foreign 

language study. The third largest group, 13.9% (n=10) had completed two semesters of 

college-level foreign language study. Accordingly, 69.4% (n=50) of participants 

indicated that they are monolingual, 18.1% (n=13) stated they are bilingual and 1.4% 

(n=1) trilingual.  

Participants were also asked to provide information pertaining to their prior 

international travel experiences. A total of 4.2% (n=3) had never traveled outside of the 

United States, but 58.3% (n=42) had traveled outside of the United States between one 

and five times. While this latter statistic indicates that most participants have prior 

international travel experience, it is important to note that Ohio shares Lake Erie with 

Canada and most participants would only be a short drive from the border crossings at 

Niagara Falls or Detroit. Therefore, it was equally important to inquire about the longest 

period of time spent out of the United States during any one trip. This is because a tourist 

crossing the Friendship Bridge in Niagara Falls to take morning photos would hardly 
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have as intense of an intercultural experience as someone who had studied abroad for an 

entire semester. When presented with this question about the longest duration of an 

international experience, 69.5% (n=60) of participants indicated they had spent less than 

one month abroad during any one sojourn.  

Lastly, participants were asked to indicate the purposes of their international 

travel. An overwhelming majority (81.9%, n=59) traveled for pleasure while only 8.3% 

(n=6) participated in a study abroad program. Other reasons cited included travel for 

work (n=6, 8.3%), voluntary participation in humanitarian endeavors such as mission 

trips (n=2, 2.8%) and family obligations such as having a parent stationed overseas at a 

U.S. military base (n=3, 3.2%).  

Descriptive statistics are summarized in Table 17 and presented in full in 

Appendix F. This includes measures of fit, such as variance and standard deviation, 

which provide information about the accuracy of the mean and the shape of the 

distribution. The variance is, “the average error between the mean and observations 

made” (Field 2009, p. 37). Utts and Heckard (2006) describe the standard deviation as, 

“roughly the average values fall from the mean” (p. 40). When the standard deviation is 

small relative to the value of the mean, then the mean is a good representation of the data 

(Field, 2009). Positive values of skewness indicate a disproportionate grouping of low 

scores within the distribution while negative values suggest a concentration of higher 

scores (Field, 2009). Positive values of kurtosis indicate, “a pointy and heavy-tailed 

distribution” while negative values suggest, “a flat and light-tailed distribution” (Field, 
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2009 p. 138). When data are distributed normally, values of skewness and kurtosis reflect 

a zero value. 

Table 17     Descriptive Statistics of Independent Variables 

Descriptive Statistics 

 N Mean Std. Deviation Median Range 

Degrees of Separation 63 3.38 1.05 4.00 5 

Total Enrollment 72 23839.33 3272.61 25848.00 10041 

Int’l Enrollment as Percent 72 5.8871 1.0777 5.81 3.37 

Int’l Enrollment 72 1376.28 166.72 1324.00 485 

Amount of international activity 69 2.17 .57 2.00 2 

Strategic alignment of international 

activity 

68 1.82 .60 2.00 2 

Student Affairs Function 67 2.30 .68 2.00 2 

Level of Education 71 4.04 .82 4.00 4 

Age 63 44.32 10.69 44.00 39 

Trips Out of U.S. 62 5.31 5.08 4.00 25 

Longest Period Out of U.S. 54 2.12 7.37 .38 48 

Countries Visited 64 3.86 3.37 2.50 16 

Type of Services Provided 66 1.50 .73 1.00 2 

      

Valid N (listwise) 48     

Reliability 
 

Because the pilot study consisted of a small sample (n < 30), the researcher 

reexamined the internal consistency reliability using Cronbach’s (1984) coefficient alpha. 

Analysis of the data from the survey resulted in an alpha score of .72 for the Scale of 

Current Views and an alpha score of .78 for the Scale of Ideal Views. Clearly, the alpha 

scores for both instruments demonstrate an increase over alpha scores obtained during the 

pilot study. This strongly supports the rationale for conducting a pilot study. These final 

scores suggest the items on both scales are highly correlated. See Appendix G for 

reliability statistics pertaining to both scales. 
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Quantitative Data Analysis 

Research Question One: In what ways are campus services provided to international 

students by student affairs administrators? 

 

The first research question aims to describe participants’ views of the current state 

of campus services for international students. As described in the previous chapter, the 

internet survey included sections examining the participants’ institutions, departments 

and personal backgrounds based on factors identified in the literature review.  To begin, 

participants’ scores on the Scale of Current Views are presented followed by a more 

detailed examination of responses to individual survey questions. 

Scores on the Scale of Current Views ranged from 37 to 78 out of a total of 100 

possible points. As responses were weighted based on the extent to which they aligned 

with professional standards for international student programs and services (Council for 

the Assessment of Standards in Higher Education, 2009), it is appropriate to infer that 

higher scores signify views that are more closely aligned with professional standards 

while lower scores signify views less aligned with professional standards.  

Most participants scored between 49 and 62 points with a median score of 57, but 

the distribution of these scores is skewed to the right. A pile-up of scores to the right 

indicates a negative value of skewness (Field, 2009). Negative values of skewness are 

caused by a build-up of high scores within the distribution (Field, 2009). The distribution 

of scores on the Scale of Current Views is presented in the form of a histogram (Figure 

4), which is one of several common techniques for graphing frequency distributions. A 

distribution curve is included as a visual aid.  
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Figure 4     Histogram of Scores on Scale of Current Views 

 

Institution 

 

When asked to describe the current state of campus services for international 

students at their institution, 44.4% (n=32) agreed and 19.4% (n=14) strongly agreed that 

services for international students are primarily provided by the international office at 

their institution. Taking that into consideration, a total of 54.1% (n=39) of participants 

still felt that student services staff are adequately prepared to meet the needs of 

international students and 68% (n=49) indicated that current services meet the needs of 

international students. However, 50% (n=36) of participants did not feel that adequate 

training programs are offered to better prepare staff to serve international students and 

73.2% (n=52) indicated that being an international student at their institution presents 

certain challenges in accessing services that domestic students do not face. While some 

data may appear contradictory, additional insights surfaced during the interviews, which 
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are discussed later in this chapter. Table 18 summarizes responses to questions pertaining 

to this section. 

Table 18     Responses to The Current Situation: My Institution 

The Current Situation:  

My Institution 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

Most student services staff at my 

institution are adequately prepared 

to meet the needs of international 

students. 

1.4% (1) 36.1% (26) 47.2% 

(34) 

6.9% (5) 8.3% 

(6) 

72 

Campus services offered at my 

institution meet the needs of 

international students. 

1.4% (1) 20.8% (15) 61.1% 

(44) 

6.9% (5) 9.7% 

(7) 

72 

Too much of the University budget 

is allocated to supporting 

international student services. 

11.1% (8) 72.2% (52) 1.4% 

(1) 

0.0% (0) 15.3

% 

(11) 

72 

Adequate training programs are 

offered at my institution to better 

prepare staff to serve international 

students. 

6.9% (5) 43.1% (31) 31.9% 

(23) 

4.2% (3) 13.9

% 

(10) 

72 

As a group, senior administrators at 

my institution support staff 

development of intercultural 

competencies. 

1.4% (1) 15.3% (11) 51.4% 

(37) 

18.1% 

(13) 

13.9

% 

(10) 

72 

Being an international student at my 

institution presents certain 

challenges in accessing services that 

American students do not have to 

face. 

2.8% (2) 11.3% (8) 56.3% 

(40) 

16.9% 

(12) 

12.7

% (9) 

71 

At my institution, services for 

international students are primarily 

provided by the international office. 

1.4% (1) 25.0% (18) 44.4% 

(32) 

19.4% 

(14) 

9.7% 

(7) 

72 

Department 

 

Describing views of services provided to international students by their respective 

departments, 63.6% (n=42) of participants stated the services provided by their 

department for international students are no different than services provided to domestic 

students. In fact, only 13.6% (n=9) indicated that their department offers special services 

to meet the diverse needs of international students as part of an integrated, campus-wide 

international enrollment strategy. Nonetheless, 40.3% (n=29) agreed and 6.9% (n=5) 

strongly agreed that it is more difficult for staff to serve an international student than it is 
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to serve a U.S. American student. Such difficulty may be due to a lack of training as 

37.7% (n=26) indicated that staff in their department were not properly trained to be 

aware of and sensitive to the problems faced by students in a foreign environment. 

In terms of direct engagement, a total of 61% (n=44) of participants do not 

participate in pre-departure orientation activities, 61.1% (n=44) participate in post-arrival 

orientation of international students and 68.1% (n=49) do not prepare international 

students for reentry. While 60.8% (n=42) of participants indicated that staff in their 

department coordinate programs specifically designed for international students and 

80.6% (n=58) of participants agreed that international students are well served by the 

staff in their department, nearly half (47.8%, n=28) indicated that services, programs or 

activities provided for international students are not included in ongoing assessment 

practices of their department. A summary of all responses to questions in this section is 

available in Table 19. 
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Table 19     Responses to The Current Situation: My Department 

The Current Situation:  

My Department 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

It is more difficult for staff in my 

department to serve an international 

student than it is to serve an American 

student. 

5.8% (4) 40.6% (28) 42% (29) 7.2% (5) 4.3% 

(3) 

69 

The development of intercultural 

competency among staff is included in 

my department's strategic plan. 

2.9% (2) 39.1% (27) 44.9% (31) 8.7% (6) 4.3% 

(3) 

69 

Staff in my department are expected to 

demonstrate intercultural competency 

in their interactions with students. 

1.4% (1) 10.1% (7) 66.7% (46) 18.8% 

(13) 

2.9% 

(2) 

69 

Managers of student workers in my 

department actively pursue 

international students for open 

positions. 

2.9% (2) 39.1% (27) 30.4% (21) 7.2% (5) 20.3% 

(14) 

69 

Staff in my department coordinate 

programs specifically designed for 

international students. 

5.8% (4) 27.5% (19) 42.0% (29) 18.8% 

(13) 

5.8% 

(4) 

69 

Staff in my department conduct 

ongoing assessment of services, 

programs or activities provided for 

international students. 

7.2% (5) 40.6% (28) 34.8% (24) 10.1% (7) 7.2% 

(5) 

69 

Staff in my department provide 

information to international students 

before they depart from their home 

countries. 

14.5% 

(10) 

49.3% (34) 21.7% (15) 2.9% (2) 11.6% 

(8) 

69 

Staff in my department are involved in 

the post-arrival orientation of 

international students. 

2.9% (2) 29.4% (20) 47.1% (32) 17.6% 

(12) 

2.9% 

(2) 

69 

Staff in my department are properly 

trained to be aware of and sensitive to 

the problems faced by students in a 

foreign environment. 

2.9% (2) 34.8% (24) 50.7% (35) 11.6% (8) 0.0% 

(0) 

69 

Staff in my department provide 

services to the spouses and children of 

international students. 

27.5% 

(19) 

47.8% (33) 13.0% (9) 2.9% (2) 8.7% 

(6) 

69 

Staff in my department assist 

international students to prepare for 

returning to their home country after 

graduation. 

17.4% 

(12) 

53.6% (37) 15.9% (11) 4.3% (3) 8.7% 

(6) 

69 

Services for international students are 

included in assessment and evaluation 

practices within my department. 

5.8% (4) 39.1% (27) 36.2% (25) 7.2% (5) 11.6% 

(8) 

69 

International students are well served 

by the staff in my department. 

0.0% (0) 13.0% (9) 66.7% (46) 17.4% 

(12) 

2.9% 

(2) 

69 
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International Activities 

 

Participants were provided with Knight’s definition of internationalization and 

asked questions about the current state of internationalization at their institution. 

Surprisingly, only 36.8% (n=25) stated they were aware of the internationalization 

strategy at their institution and 16.2% (n=11) indicated they didn’t know if they were 

aware of the strategy or not. Accordingly, 43.4% (n=30) indicated their unit is not 

included in efforts to internationalize the campus and 15.9% (11) weren’t sure. While an 

overwhelming majority (73.5%, n=50) indicated that internationalization is increasing at 

their institution, respondents were split over whether or not there exists a strategic focus. 

When asked about the existence of a specific support structure for internationalization 

activities at their institution, 43.5% (n=30) felt such a structure existed while 23.2% 

(n=17) indicated a structure was lacking and 33.3% (n=23) weren’t sure. A summary of 

responses to questions pertaining to the current state of international activities follows 

(Table 20). 

Table 20     Responses to The Current Situation: International Activities  

The Current Situation: 

International Activities 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

I am aware of the 

internationalization strategy at my 

institution. 

5.9% (4) 41.2% 

(28) 

35.3% 

(24) 

1.5% (1) 16.2% 

(11) 

68 

My unit is included in the efforts 

to internationalize the campus. 

7.2% (5) 36.2% 

(25) 

34.8% 

(24) 

5.8% (4) 15.9% 

(11) 

69 

Internationalization is increasing 

at my institution. 

0.0% (0) 5.9% (4) 60.3% 

(41) 

13.2% 

(9) 

20.6% 

(14) 

68 

Internationalization at my 

institution lacks a strategic focus. 

2.9% (2) 26.1% 

(18) 

26.1% 

(18) 

2.9% (2) 42.0% 

(29) 

69 

There exists a specific structure to 

support internationalization 

activities at my institution. 

2.9% (2) 20.3% 

(14) 

37.7% 

(26) 

5.8% (4) 33.3% 

(23) 

69 
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Finally, participants were asked to rate both the amount of international activity 

and strategic alignment of international activity at their institution using one of three 

scores: low, medium and high. It is important to note that while questions pertaining to 

the current state of international activities included a “don’t know” response option, these 

last two questions forced respondents to choose a rating. While most chose a neutral 

response (see Appendix H), the distributions (Figure 5) are skewed to the right for views 

of the amount of international activity while views of strategic alignment of international 

activity are skewed to the left. Data from follow-up interviews, discussed later in this 

chapter, provide additional insight into respondents’ views of international activities.  

Figure 5     Histograms of Amount and Strategic Alignment of International Activity 
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Research Question Two: In what ways should campus services be provided to 

international students by student affairs administrators? 

 

The second research question aims at describing participants’ views of the ideal 

state of campus services for international students. To begin, participants’ scores on the 

Scale of Ideal Views of Campus Services for International Students are presented 

followed by a more detailed examination of responses to individual survey questions. 

Scores on the Scale of Ideal Views of Campus Service for International Students 

ranged from 23 to 83 out of a total of 96 possible points. As responses were weighted 

based on the extent to which they aligned with CAS Standards for International Student 

Programs and Services, it is appropriate to infer that higher scores signify views that are 

more closely aligned with professional standards while lower scores signify views less 

aligned with professional standards. Most participants scored between 57 and 72 points 

with a median score of 66, but the distribution (Figure 6) of these scores is clearly 
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skewed to the left. The reason for this is several respondents used the “don’t know” 

response, which was assigned a zero value, rather liberally. Nonetheless, this is a finding 

in itself and will receive additional attention later in this chapter. 

Figure 6     Histogram of Scores on Scale of Ideal Views 

 

Institution 

 

When asked whether or not a greater portion of the university budget should be 

allocated to the support of international student services, 34.3% (n=23) agreed and 7.5% 

(n=5) strongly agreed. Only 1.5% (n=1) strongly disagreed with this statement. An 

overwhelming majority (98.5%, n=66) felt that student services staff should be 

adequately prepared to meet the needs of international students of whom 89.6% (n=60) 

specifically expressed a desire for more training programs offered at their institution. 
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Only 14.9% (n=10) felt it was too much to ask all student services staff to accommodate 

the unique needs of international students.  

Table 21     Responses to The Ideal Situation: My Institution 

The Ideal Situation:  

My Institution 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

A greater portion of the University 

budget should be allocated to the 

support of international student 

services. 

1.5% (1) 25.4% 

(17) 

34.3% 

(23) 

7.5% (5) 31.3% 

(21) 

67 

There should be more training 

programs offered at my institution 

to better prepare student services 

staff to serve international students. 

0.0% (0) 3.0% (2) 65.7% 

(44) 

23.9% 

(16) 

7.5% 

(5) 

67 

All student services staff should be 

adequately prepared to meet the 

needs of international students. 

0.0% (0) 0.0% (0) 71.6% 

(48) 

26.9% 

(18) 

1.5% 

(1) 

67 

It is more important for student 

services staff to understand issues of 

domestic diversity (i.e., diversity 

issues in the USA) than issues of 

global diversity. 

10.4% (7) 67.2% 

(45) 

11.9% 

(8) 

4.5% (3) 6.0% 

(4) 

67 

The responsibility to support 

international students should be 

shared by all student services staff. 

0.0% (0) 3.0% (2) 71.6% 

(48) 

25.4% 

(17) 

0.0% 

(0) 

67 

Programs for student learning and 

development must be sensitive to 

the needs of international students. 

0.0% (0) 1.5% (1) 76.1% 

(51) 

20.9% 

(14) 

1.5% 

(1) 

67 

Services for international students 

are better when centralized in one 

highly specialized unit, such as an 

international student office, than 

when distributed among multiple 

units.  

3.0% (2) 35.8% 

(24) 

31.3% 

(21) 

11.9% (8) 17.9% 

(12) 

67 

All student services staff should be 

adequately prepared to meet the 

needs of international students. 

0.0% (0) 0.0% (0) 68.7% 

(46) 

31.3% 

(21) 

0.0% 

(0) 

67 

It is too much to ask all student 

services staff to accommodate the 

unique needs of international 

students. 

13.4% (9) 62.7% 

(42) 

14.9% 

(10) 

0.0% (0) 9.0% 

(6) 

67 

 

Most, 77.6% (n=52), of participants did not feel it was more important for staff to 

understand issues of domestic diversity than issues of global diversity, but 16.4% (n=11) 

felt otherwise and 6.0% (n=4) weren’t sure. A total of 97.0% (n=65) of participants 
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expressed a view that the responsibility to support international students should be shared 

by all student services staff and an equal percentage felt programs for student learning 

and development must be sensitive to the needs of international students. However, when 

asked if it is better to centralize services for international students within one highly 

specialized unit, such as an international student office, rather than distribute services 

among multiple units, only 31.3% (n=21) agreed with the statement and 11.9% (n=8) 

strongly agreed. While this appears to contradict the views regarding shared 

responsibility, clarification was obtained during the interviews and is shared later in this 

chapter. Responses received to questions pertaining to the ideal situation at participants’ 

institutions are summarized in Table 21.  

Department 

 

 When asked about their department, 97.0% (n=63) felt that serving international 

students should be their responsibility, but a smaller number (83.3%, n=55) viewed their 

unit’s participation in international student orientation activities as being important. A 

majority (53%, n=35) of participants indicated that staff should create new services or 

modify existing services to support international students. A similar question pertained to 

whether or not staff should consider the needs of international students when establishing 

and implementing policies and procedures to which 75.8% (n=50) agreed and 9.1% (n=6) 

strongly agreed. A total of 83.3% (n=55) expressed a desire for more training 

opportunities to prepare current staff in their department for interacting with international 

students and 63.7% (n=42) felt international experience should be considered when hiring 

new staff.  
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 A total of 92.4% (n=61) of participants indicated that staff in their department 

should be expected to understand the cultures represented by international students, but a 

notable few (4.5%, n=3) strongly opposed such an expectation. Similarly, 93.9% (n=62) 

felt that staff in their department should be able to demonstrate a high degree of 

intercultural sensitivity when providing services to international students, but when asked 

about international students with limited English proficiency, a somewhat smaller 

percentage (83.3%, n=55) felt staff in their department should be expected to serve this 

population. A summary of all responses pertaining to this section of the survey are 

displayed in Table 22. 
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Table 22     Responses to The Ideal Situation: My Department 

The Ideal Situation: My 

Department 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

Staff in my unit need to create new 

services or modify existing 

services to support international 

students. 

1.5% (1) 39.4% 

(26) 

48.5% 

(32) 

4.5% (3) 6.1% 

(4) 

66 

There should be more training 

opportunities available to better 

prepare staff in my unit for 

interacting with international 

students. 

0.0% (0) 12.1% (8) 71.2% 

(47) 

12.1% (8) 4.5% 

(3) 

66 

Professional staff in my unit 

should not be expected to have an 

understanding of the cultures 

represented by international 

students. 

18.2% 

(12) 

74.2% 

(49) 

0.0% 

(0) 

4.5% (3) 3.0% 

(2) 

66 

International experience should be 

considered when hiring new staff 

members in my unit. 

1.5% (1) 27.3% 

(18) 

56.1% 

(37) 

7.6% (5) 7.6% 

(5) 

66 

Professional staff in my unit 

should consider the needs of 

international students when 

establishing and implementing 

policies and procedures. 

0.0% (0) 9.1% (6) 75.8% 

(50) 

9.1% (6) 6.1% 

(4) 

66 

It is important for staff in my unit 

to play a role in orienting 

international students to the 

institution. 

1.5% (1) 12.1% (8) 60.6% 

(40) 

2.7% (15) 3.0% 

(2) 

66 

Staff in my unit should be able to 

demonstrate a high degree of 

intercultural sensitivity when 

providing services to international 

students. 

0.0% (0) 4.5% (3) 63.6% 

(42) 

30.3% 

(20) 

1.5% 

(1) 

66 

Staff in my unit should not be 

expected to serve international 

students who have limited English 

proficiency.  

24.2% 

(16) 

59.1% 

(39) 

10.6% 

(7) 

1.5% (1) 4.5% 

(3) 

66 

Serving international students 

should not be the responsibility of 

my unit. 

36.4% 

(24) 

59.1% 

(39) 

3.0% 

(2) 

0.0% (0) 1.5% 

(1) 

66 

International Activities 

A total of 84.8% (n=56) of participants in this study indicated a desire to know 

more about the internationalization strategy at their institution and 51.5% (n=34) 

expressed an interest in having their department be more involved in efforts to 
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internationalize their campus. Only 1.5% (n=1) expressed a view that internationalization 

should receive less attention and 6.2% (n=4) did not feel that efforts should be made to 

increase the level of internationalization at their institution. Finally, 59.1% (n=39) of 

participants felt that internationalization at their institution requires greater strategy while 

50% (n=33) felt there should be a more dedicated structure to support internationalization 

activities.  

These findings suggest that senior international officers interested in 

comprehensive internationalization may find a large number of previously untapped 

stakeholders in divisions of student affairs. Table 23 summarizes responses to questions 

pertaining to this section of the survey instrument. 

Table 23     Responses to The Ideal Situation: International Activities 

The Ideal Situation: 

International Activities 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

n 

I would like to know more 

about the internationalization 

strategy at my institution. 

0.0% (0) 9.1% (6) 74.2% 

(49) 

10.6% 

(7) 

6.1% 

(4) 

66 

I wish my unit had more 

involvement in the efforts to 

internationalize the campus. 

0.0% (0) 31.8% 

(21) 

42.4% 

(28) 

9.1% (6) 16.7% 

(11) 

66 

Internationalization at my 

institution should receive less 

attention. 

12.1% (8) 69.7% 

(46) 

1.5% (1) 0.0% (0) 16.7% 

(11) 

66 

Internationalization at my 

institution requires greater 

strategy. 

0.0% (0) 9.1% (6) 53.0% 

(35) 

6.1% (4) 31.8% 

(21) 

66 

There should be a more 

dedicated structure to support 

internationalization activities at 

my institution. 

0.0% (0) 15.2% 

(10) 

47.0% 

(31) 

3.0% (2) 34.8% 

(23) 

66 

Efforts should be made to 

increase the level of 

internationalization at my 

institution. 

0.0% (0) 6.2% (4) 56.9% 

(37) 

4.6% (3) 32.3% 

(21) 

65 

Research Question Three: What are factors affecting student affairs administrators’ 

views of campus services for international students? 
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The third and final research question aims to analyze factors affecting 

participants’ views of both the current and ideal state of campus services for international 

students. As previously described, the internet survey included sections examining the 

participants’ institutions, departments and personal backgrounds based on factors 

identified in the literature review. This section reviews and categorizes factors as 

nominal, ordinal or scale. Due to limitations associated with sample size, nominal and 

ordinal variables are analyzed using boxplots, a non-parametric model, while scale 

variables are analyzed using correlational statistics. 

Overview of Independent Variables and Analytical Techniques 

Categories of variables, variable names, types of variable and analytical 

techniques employed are displayed in Table 24.  

Table 24     Overview of Independent Variables and Analytical Techniques 

Category Independent Variable Variable Type Analytical Technique 

Institutional Total enrollment Scale Pearson Correlation 

Institutional International enrollment Scale Pearson Correlation; 

Spearman Correlation; 

Multiple Regression 

Institutional International enrollment as percentage 

of total 

Scale Pearson Correlation 

Institutional Institutional Affiliation Nominal Boxplot  

Institutional Amount of international activity Ordinal Boxplot; 

Spearman Correlation 

Institutional Strategic alignment of international 

activity 

Ordinal Boxplot; 

Spearman Correlation  

Personal Level of Education Ordinal Boxplot; 

Spearman Correlation  

Personal Semesters of college-level foreign 

language courses completed 

Scale Pearson Correlation; 

Spearman Correlation; 

Multiple Regression 

Personal Number of languages spoken Scale Pearson Correlation; 

Spearman Correlation 

Personal Age Scale Pearson Correlation 

Personal Gender Nominal Boxplot  

Personal Frequency of travel outside of U.S. Scale Pearson Correlation; 

Spearman Correlation; 
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Multiple Regression 

Personal Number of countries visited other 

than the U.S. 

Scale Pearson Correlation 

Personal Longest duration of international 

travel 

Scale Pearson Correlation 

Professional Position Nominal Boxplot  

Professional Degrees of separation from the 

President 

Ordinal Boxplot; 

Spearman Correlation  

Professional Professional Domain Nominal Boxplot  

Professional Years at institution Scale Pearson Correlation 

Professional Years in student services Scale Pearson Correlation; 

Spearman Correlation; 

Multiple Regression 

Professional Student affairs function Nominal Boxplot  

Professional Type of services provided Nominal Boxplot  

Nominal Variables and Views 

 Due to limited sample size, statistical analysis of nominal variables is somewhat 

limited in this study. Therefore, in this section of the analysis the researcher expands on 

descriptive statistics. Specifically, the researcher juxtaposes data pertaining to scores 

obtained by participant groups based on nominal variables. While tables are data rich, 

they can also prove to be data dense. Therefore, the researcher includes a graphical 

representation of each table in the form of boxplots (Appendix I).    

A boxplot, also known as a box-whisker diagram, is an efficient way to display 

nominal data (Field, 2009). As the name suggests, a boxplot displays data within a boxed 

format. Categories appear along the x-axis and scores show along the y-axis. Each 

category contains a unique box, which represents the range of data for participants 

assigned to that category. A bold line located within the box represents the median score. 

The top and bottom of the box demonstrate the interquartile range in which 50% of 

observances lie. Extending from the box on both ends are two whiskers. The ends of 

these whiskers indicate the most and least extreme scores that are not outliers. Finally, 

boxplots contain circles and asterisks representing mild and severe outliers, respectively. 
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When outliers in the current study were deemed problematic, the researcher reduced their 

impact using procedures described by Field (2009).  

The primary nominal variable categorized as an institutional factor is institutional 

affiliation. As demonstrated in Table 25, participants affiliated with Ohio University 

achieved the highest median scores on both scales while participants affiliated with the 

University of Akron achieved the lowest median scores. Nonetheless, the number of 

responses from each of the five institutions ranges from 9 to 25. Thus, it is problematic to 

make comparisons and inferences due to limitations associated with this small sample.  

Table 25     Scores by Institutional Affiliation 

 

Institutional Affiliation 

Cleveland State Kent State 

Ohio 

University 

University 

of Akron 

University 

of Toledo 

Score on 

Scale of 

Current 

Views 

Mean 55 57 53 51 56 

Median 53 57 59 50 59 

Mode 52 56 15 44 54 

Maximum 73 74 77 73 78 

Minimum 41 43 15 22 16 

Range 32 31 62 51 62 

Standard Deviation 9 8 19 12 15 

Total N 10 25 9 14 14 

Score on 

Scale of 

Ideal 

Views 

Mean 63 66 70 61 60 

Median 64 67 73 60 63 

Mode 64 66 73 60 61 

Maximum 77 79 83 78 79 

Minimum 50 48 57 43 23 

Range 27 31 26 35 56 

Standard Deviation 9 9 8 11 17 

Total N 10 25 9 14 14 
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A second nominal variable is gender, which is categorized as a personal factor. As 

demonstrated in Table 26, male and female participants achieved a similar median score 

on the Scale of Current Views. On the Scale of Ideal Views, females achieved a median 

score of 66 and males achieved a median score of 65.  

Table 26     Scores by Gender 

 
Gender 

female male 

Score on 

Scale of 

Current 

Views 

Mean 54 56 

Median 56 57 

Mode 50 51 

Maximum 77 78 

Minimum 15 42 

Range 62 36 

Standard Deviation 14 9 

Total N 49 22 

Score on 

Scale of 

Ideal 

Views 

Mean 65 63 

Median 66 65 

Mode 70 63 

Maximum 83 78 

Minimum 35 23 

Range 48 55 

Standard Deviation 11 12 

Total N 49 22 

 

 Position represents a professional factor, which categorizes participants as either 

managers or associates. Managers represent the most senior staff members in their 

respective units while associates represent employees located elsewhere within the 

organizational structure. Table 27 summarizes scores by position. 
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Table 27     Scores by Position 

 
Position 

Manager Associate 

Score on 

Scale of 

Current 

Views 

Mean 59 53 

Median 58 54 

Mode 48 54 

Maximum 77 78 

Minimum 42 15 

Range 35 63 

Standard Deviation 10 13 

Total N 23 49 

Score on 

Scale of 

Ideal 

Views 

Mean 64 64 

Median 65 66 

Mode 61 70 

Maximum 79 83 

Minimum 35 23 

Range 44 60 

Standard Deviation 10 12 

Total N 23 49 

 

Although the difference between managers and associates is minor and the sample 

size is small, managers demonstrate a more favorable view of campus services for 

international students as demonstrated by higher median scores on the Scale of Current 

Views. In terms of scores on the Scale of Ideal Views, the difference between groups is 

marginal.  

A second professional factor is professional domain, which indicates the type of 

student affairs office in which participants’ are employed. A look at how scores vary 

across professional domains (Table 28) reaffirms Kuh’s (1999) assertion that unique 

roles, responsibility and theory bases impact the views of student affairs administrators. 
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From the sample in this study, one can see that student affairs administrators in residence 

services achieved a median score of 68, the highest of any group, on the Scale of Current 

Views while participants working in legal services obtained a median score of 46, the 

lowest of any group. However, on the Scale of Ideal Views, both of these groups 

achieved a median score of 72, which is higher than any other group. Participants in nine 

of ten groups obtained median scores at least five points higher on the Scale of Ideal 

Views than they did on the Scale of Current Views. The exception is participants 

identified with the professional domain of student recreation services who only increased 

their group’s median score by one point.   

While differences across professional domains are apparent, it is impractical to 

make inferences given the limitation of sample size in this study. Additional information 

about study limitations and implications for future research is discussed in the next 

chapter.  
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Table 28     Scores and Professional Domain 

 

Professional Domain 

Career 

Services 

Counseling 

Services 

Disability 

Services 

Health 

Services 

Judicial 

Affairs 

Legal 

Services 

Residence 

Services 

Student 

Organizations 

and Leadership 

Student 

Recreation 

Services 

Student 

Union 

Score 

on 

Scale of 

Current 

Views 

Mean 63 57 51 55 53 50 59 56 55 50 

Median 60 57 53 57 53 46 67 52 54 51 

Mode 59 57 54 63 47 37 16 52 60 22 

Maximum 74 64 73 63 59 65 77 62 78 71 

Minimum 57 46 15 43 47 37 16 50 41 22 

Range 17 18 58 20 12 28 61 12 37 49 

Standard Deviation 7 6 15 10 4 11 19 6 10 18 

Total N 7 7 12 4 7 5 9 5 11 5 

Score 

on 

Scale of 

Ideal 

Views 

Mean 65 66 63 68 66 68 72 70 53 64 

Median 65 70 63 70 66 72 72 69 55 65 

Mode 57 70 61 53 43 57 77 67 49 55 

Maximum 75 78 76 79 83 74 77 74 73 70 

Minimum 57 50 48 53 43 57 66 67 23 55 

Range 18 28 28 26 40 17 11 7 50 15 

Standard Deviation 6 10 8 12 15 7 4 3 14 7 

Total N 7 7 12 4 7 5 9 5 11 5 
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As demonstrated in Table 29, median scores across student affairs functions do 

not appear to vary as much as was initially expected. While this may change with a larger 

sample size, the results of this study indicate that student affairs function is not a major 

factor affecting views of campus services for international students. 

Table 29     Scores by Student Affairs Function 

 

Student Affairs Function 

To provide a 

campus support 

service such as 

book stores, foo 

To provide 

services that 

support the 

instructional 

mission a 

To provide 

programs, 

services or 

activities that 

focus on de 

Score on 

Scale of 

Current 

Views 

Mean 56 56 54 

Median 59 56 55 

Mode 60 54 50 

Maximum 71 74 77 

Minimum 43 37 16 

Range 28 37 61 

Standard Deviation 11 10 11 

Total N 8 31 28 

Score on 

Scale of 

Ideal 

Views 

Mean 65 66 64 

Median 67 66 65 

Mode 55 66 49 

Maximum 77 83 79 

Minimum 53 43 35 

Range 24 40 44 

Standard Deviation 9 9 10 

Total N 8 31 28 

 

Finally, the type of services provided (Table 30) demonstrates that participants 

who indicated their departments provide the same services to international students as 

they do to domestic students obtained lower median scores than administrators in 
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departments where services are intentionally enhanced to meet the needs of international 

students. 

Table 30     Scores by Type of Services Provided 

 

Type of Services Provided 

Services 

provided by my 

department for 

international 

student 

My department 

offers special 

services for 

international 

stud 

My department 

offers special 

services to meet 

the diverse ne 

Score on 

Scale of 

Current 

Views 

Mean 53 62 63 

Median 52 63 61 

Mode 54 57 53 

Maximum 78 73 74 

Minimum 37 46 53 

Range 41 27 21 

Standard Deviation 9 8 8 

Total N 42 15 9 

Score on 

Scale of 

Ideal 

Views 

Mean 62 69 65 

Median 61 70 68 

Mode 57 70 66 

Maximum 79 79 72 

Minimum 23 60 43 

Range 56 19 29 

Standard Deviation 12 6 9 

Total N 42 15 9 

Ordinal Variables and Views 

 

This study includes four ordinal variables: strategic alignment of international 

activity, amount of international activity, level of education and degrees of separation 

from the president. The tables that follow display trends regarding scores and rankings.  
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Participants who reported a high level of strategic alignment obtained higher 

scores on the Scale of Current Views, but lower scores on the Scale of Ideal Views as 

evidenced by Table 31. 

Table 31     Scores by Strategic Alignment of International Activity 

 
Strategic alignment of international activity 

Low Medium High 

Score on 

Scale of 

Current 

Views 

Mean 53 57 67 

Median 54 57 73 

Mode 50 57 59 

Maximum 63 77 78 

Minimum 41 37 54 

Range 22 40 24 

Standard Deviation 7 10 9 

Total N 19 42 7 

Score on 

Scale of 

Ideal 

Views 

Mean 67 64 58 

Median 73 65 63 

Mode 55 70 23 

Maximum 79 78 83 

Minimum 35 43 23 

Range 44 35 60 

Standard Deviation 12 8 20 

Total N 19 42 7 

 

Examining the second variable, amount of international activity, it is clear that 

while respondents reporting a high level tend to score higher on the Scale of Current 

Views, a similar pattern does not appear regarding scores on the Scale of Ideal Views 

(Table 32). Rather, participants reporting medium levels of activity achieved the highest 

scores on the Scale of Ideal Views while participants reporting high levels of activity 

obtained lower scores. Participants reporting low levels of activity scored lowest. 
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Table 32     Scores by Amount of International Activity 

 
Amount of international activity 

Low Medium High 

Score on 

Scale of 

Current 

Views 

Mean 50 56 60 

Median 48 56 59 

Mode 48 60 59 

Maximum 62 77 78 

Minimum 42 37 41 

Range 20 40 37 

Standard Deviation 8 8 12 

Total N 6 45 18 

Score on 

Scale of 

Ideal 

Views 

Mean 60 65 62 

Median 61 67 65 

Mode 61 70 57 

Maximum 62 79 83 

Minimum 56 35 23 

Range 6 44 60 

Standard Deviation 2 10 14 

Total N 6 45 18 

 

The third variable is level of education. As indicated in Table 33, a clear 

relationship does not appear to exist between level of education and scores on either 

scale.  
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Table 33     Scores by Level of Education 

 

Level of Education 

High School 

Diploma Associate's Bachelor's Master's Doctorate 

Score on 

Scale of 

Current 

Views 

Mean 55 50 53 55 53 

Median 55 50 53 56 57 

Mode 49 50 37 54 57 

Maximum 60 50 70 78 69 

Minimum 49 50 37 15 16 

Range 11 0 33 63 53 

Standard Deviation 8 . 10 13 12 

Total N 2 1 7 43 18 

Score on 

Scale of 

Ideal 

Views 

Mean 61 53 61 64 66 

Median 61 53 61 66 67 

Mode 60 53 72 70 63 

Maximum 61 53 72 83 78 

Minimum 60 53 43 23 48 

Range 1 0 29 60 30 

Standard Deviation 1 . 10 12 9 

Total N 2 1 7 43 18 

 

The last ordinal variable to be considered is degrees of separation from the 

president. Findings (Table 34) support the notion that more senior student affairs 

administrators, such as managers, tend to hold more favorable views of campus services 

for international students as assessed by the Scale of Current Views. A similar pattern 

emerges when examining degrees of separation and scores on the Scale of Ideal Views. 
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Table 34     Scores by Degrees of Separation 

 
Degrees of Separation 

1 2 3 4 5 6 

Score on 

Scale of 

Current 

Views 

Mean 37 63 57 53 56 48 

Median 37 63 58 52 59 43 

Mode 37 73 54 57 59 41 

Maximum 37 77 74 64 59 60 

Minimum 37 46 42 42 49 41 

Range 0 31 32 22 10 19 

Standard Deviation . 10 9 6 5 10 

Total N 1 11 24 20 4 3 

Score on 

Scale of 

Ideal 

Views 

Mean 57 70 63 65 63 58 

Median 57 71 66 64 60 57 

Mode 57 71 66 60 49 55 

Maximum 57 79 77 78 83 61 

Minimum 57 50 35 52 49 55 

Range 0 29 42 26 34 6 

Standard Deviation . 9 11 8 15 3 

Total N 1 11 24 20 4 3 

 

While a comparison of descriptive statistics can provide a general sense of trends, 

statistical tests are required for deeper understanding. Thus, to analyze the direction and 

strength of the correlation between ordinal variables and scores on each of the 

instruments, the researcher employed Spearman’s correlation coefficient, a non-

parametric statistic appropriate for examining ordinal data (Field, 2009). Results of the 

Spearman’s rho test are summarized in Table 35. For full correlations matrices, see 

Appendix J.  
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Table 35     Spearman’s Correlation: Ordinal Variables and Scores 

  Current Score Ideal Score 

Amount of International Activity Spearman Correlation 

Sig. (2-tailed) 

N 

.24 

.05 

69 

.04 

.76 

67 

Strategic Alignment of International 

Activity 

Spearman Correlation 

Sig. (2-tailed) 

N 

.34** 

.00 

68 

-.21 

.10 

66 

Degrees of Separation from the president Spearman Correlation 

Sig. (2-tailed) 

N 

-.31* 

.01 

63 

-.24 

.06 

63 

Level of Education Spearman Correlation 

Sig. (2-tailed) 

N 

.02 

.87 

71 

.21 

.10 

67 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

Based on the Spearman’s rho, two factors demonstrate a statistically significant 

correlation with score on the Scale of Current Views. However, none of the ordinal 

factors proved to have a statistically significant correlation with score on the Scale of 

Ideal Views. 

Strategic alignment of international activity revealed a highly significant 

correlation (r = .34, p = .00) with score on the Scale of Current Views. A second factor, 

degrees of separation, also revealed a strong, albeit negative, correlation (r = -.31, p = 

.01). Amount of international activity, though not a statistically significant correlation to 

score on the Scale of Current Views, also warrants mention as results (r = .24, p = .05) 

trend in the direction of statistical significance.  

Scale Variables and Views 

Pearson Product Moment Correlation 

A Pearson Product Moment Correlation was performed to examine the 

relationship between each of the proposed factors and scores on the Scale of Current 
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Views and the Scale of Ideal Views (see Appendix K). While most factors failed to reveal 

a statistically significant correlation (p < .05), three factors (Table 36) were strongly 

correlated to scores on the Scale of Current Views.  

The number of semesters of college-level foreign language courses completed 

was found to have a statistically significant (r = .28, p = .02) relationship to positive 

views of the current situation. A similar variable, number of languages spoken, also 

showed a statistically significant (r = .26, p = .04) relationship.  

Table 36     Pearson’s Correlation: Scale Variables and Scores 

  Current Score Ideal Score 

Int’l Enroll Pearson Correlation 

Sig. (2-tailed) 

N 

.10 

.38 

72 

.26* 

.04 

67 

Lang Course Pearson Correlation 

Sig. (2-tailed) 

N 

.28* 

.02 

64 

.15 

.25 

64 

Lang Spoken Pearson Correlation 

Sig. (2-tailed) 

N 

.26* 

.04 

64 

.14 

.28 

64 

Trips Out of U.S. Pearson Correlation 

Sig. (2-tailed) 

N 

.19 

.37 

54 

.31* 

.01 

62 

Yrs in Stu Srv Pearson Correlation 

Sig. (2-tailed) 

N 

.24 

.05 

67 

.08 

.54 

67 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

A third factor, number of years participants have worked in student services, did 

not meet the threshold for statistical significance (p < .05), but trends in that direction (r = 

.24, p = .05). The fact that more senior administrators hold different views and values 

than less experienced professionals is well documented (Kuk, et al., 2007; Mills, 2009). 

Therefore, higher scores on the Scale of Current Views by more experienced 

professionals may indicate that these individuals have had more time to develop the 
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required knowledge, skills and attitudes necessary for serving diverse populations 

(Jackson & Holvino, 1988).   

 On the Scale of Ideal Views of Campus Services for International Students, only 

international enrollment (r = .26, p = .04) and prior trips out of the U.S. (r = .31, p = .01) 

demonstrated a statistically significant relationship to total score. It is important to note, 

however, that international enrollment lacks a normal distribution since only five 

institutions were included in this study. Therefore, like other institutional factors, 

international enrollment may not necessarily be a reliable indicator of scores on the Scale 

of Ideal Views. Nonetheless, the number of prior trips out of the U.S. is highly significant 

and includes a broad distribution albeit skewed somewhat to the right, which is likely due 

to Ohio’s close proximity to Canada and the presence of expats within the sample.   

Spearman’s Correlation Coefficient 

The researcher utilized a Pearson’s Correlation to pave the way for a later test of 

parametric regression, but not all data were normally distributed (see Appendix F). This 

proved to be problematic since the assumption of normality is a requirement for 

Pearson’s Correlation. When the assumption of normality is not met, Pearson’s 

Correlation can incorrectly estimate relationships between variables. Thus, the researcher 

reexamined the data using Spearman’s Correlation Coefficient (Appendix L). This non-

parametric statistic is useful when data have violated parametric assumptions (Field, 

2009; Gignac, 2011b).   

 As summarized in Table 37, the Spearman output reveals the same factors to be 

statistically significant and positively correlated. In the current study, the Pearson’s 
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Correlation statistic provided a more conservative estimation of correlation. Given the 

exploratory nature of the current study, the Pearson’s output is preferred for purposes of 

reporting and analysis since it provided a more conservative estimation of correlation.  

Table 37     Spearman’s Correlation: Scale Variables and Scores 

 Current 

Score 

Ideal 

Score 

Int’l Enroll        Spearman Correlation 

                          Sig. (2-tailed) 

                          N 

.14 

.23 

72 

.28* 

.02 

67 

Lang Course      Spearman Correlation 

                          Sig. (2-tailed) 

                          N 

.29* 

.02 

64 

.16 

.21 

64 

Lang Spoken     Spearman Correlation 

                          Sig. (2-tailed) 

                          N  

.30* 

.02 

64 

.13 

.31 

64 

Yrs in Stu Srv    Spearman Correlation 

                          Sig. (2-tailed) 

                          N 

.23 

.06 

67 

.07 

.59 

67 

Trips Out of       Spearman Correlation 

 U.S.                  Sig. (2-tailed) 

                          N 

.08 

.56 

62 

.26 

.05 

62 

*. Correlation is significant at the 0.05 level (2-tailed). 

Multiple Regression Analysis 

 Based on outputs of the Pearson’s Product Moment Correlation, four factors were 

identified as significant independent variables, which is an appropriate number given this 

study’s sample size (Brace, Kemp, & Snelgar, 2006). Specifically, the factors identified 

were the number of semesters of college-level language courses completed, years in 

student services, number of times outside of the U.S. and international enrollment. In an 

attempt to understand how these independent variables interact to influence the expected 

score of an individual on the Scale of Current Views, the researcher conducted Multiple 

Regression Analysis. While Multiple Regression Analysis is a parametric test, it is 
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reasonably robust to violations of normality (Field, 2009), which makes it appropriate for 

analyzing data in the current study. 

 As demonstrated in Table 38, the multivariate regression of the four chosen 

variables presents an R2 of .214, which means that the selected variables account for 

21.4% of the variation in scores on the Scale of Current Views. The adjusted R2 provides 

a more conservative estimate of the success of the model. Accordingly, confidence in the 

model’s ability to predict scores on the Scale of Current Views, when applied to the 

population rather than the sample, is reduced to 16%. The Durbin-Watson tests for the 

presence of autocorrelation. Ideally, the Durbin-Watson value should be close to two 

(Field, 2009). In this study, the Durbin-Watson value is 1.79, which is close enough to 

two to satisfy the test. 

Table 38     Model Summary for Score on Scale of Current Views 

Model Summary for Score on Scale of Current Views 

Model R R
2
 

Adjusted 

R
2
 

Std. Error 

of the 

Estimate 

Change Statistics 

Durbin-Watson 

R
2 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .46 .21 .16 8.57 .21 3.74 4 55 .01 1.79 

  

Table 39 contains an analysis of variance (ANOVA) based on the above model. 

The F value is 3.74, which is above the critical F value of 2.53 indicating the model is 

accurate (Field, 2009). The p value is less than .01, which indicates high statistical 

significance. 
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Table 39     ANOVA for Score on Scale of Current Views 

ANOVA 

Model SS df Mean Square F Sig. 

1 Regression 1098.97 4 274.74 3.74 .01 

Residual 4042.44 55 73.50   

Total 5141.40 59    

 

Table 40 indicates the Standardized Beta Coefficients, providing an indication of 

how each variable contributes to the model as a whole (Gignac, 2011a). The best 

predictors of score on Scale of Current Views are number of semesters of college-level 

foreign language courses completed (β =.30) and years in student services (β =.28). As 

can be expected, both of these variables had high statistical significance. The other two 

variables, trips out of US and international enrollment, show much smaller Beta scores 

and fail to meet the threshold of statistical significance since the p-value exceeded .05.  

Table 40     Coefficients for Score on Scale of Current Views 

Coefficients 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 34.28 9.44  3.63 .001 

Lang Course 1.15 .49 .28 2.36 .02 

Yrs in Stu Srv .33 .14 .30 2.42 .02 

Trips Out of US .09 .23 .05 .41 .68 

Int’l Enroll .01 .01 .19 1.57 .12 

 

Tables 41-43 present a stepwise regression of factors affecting scores on the Scale 

of Current Views. The model required two steps prior to termination. The model began 
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with years in student services in step one and added number of college-level foreign 

language courses completed in step two. Two factors, trips out of the U.S. and 

international enrollment, were removed from the model. The stepwise method resulted in 

a smaller adjusted R
2 

(.15), but higher F value (6.13) and greater significance (p < .01).  

Table 41     Stepwise Model for Score on Scale of Current Views 

Stepwise Model Summary
 
for Score on Scale of Current Views 

Model R R
2
  

Adjusted 

R
2 

Std. Error 

of the 

Estimate 

Change Statistics 

Durbin-Watson 

R
2
 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .31
a
 .09 .08 8.96 .09 6.01 1 58 .02  

2 .42
b
 .18 .15 8.62 .08 5.75 1 57 .02 1.80 

a. Predictors: (Constant), yrs_stusvc 

b. Predictors: (Constant), yrs_stusvc, lang_course 

 
Table 42     Stepwise ANOVA for Score on Scale of Current Views 

ANOVA 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 482.34 1 482.34 6.01 .02
a
 

Residual 4659.07 58 80.33   

Total 5141.40 59    

2 Regression 909.45 2 454.72 6.13 .00
b
 

Residual 4231.96 57 74.25   

Total 5141.40 59    

a. Predictors: (Constant), yrs_stusvc 

b. Predictors: (Constant), yrs_stusvc, lang_course 

 

 

 

 

 

 

 

 



 

 164 

Table 43     Coefficients for Stepwise Regression for Score on Scale of Current Views 

Coefficients 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 52.06 2.01  25.85 .00 

yrs_stusvc .33 .14 .31 2.45 .02 

2 (Constant) 48.86 2.35  20.77 .00 

yrs_stusvc .35 .13 .32 2.67 .01 

lang_course 1.17 .49 .29 2.40 .02 

  

As demonstrated in Table 44, this time the multivariate regression of the four 

chosen variables presents an R2 of .20, which means that the selected variables account 

for 20% of the variation in scores on the Scale of Ideal Views. The adjusted R2 is .14, 

which reduces confidence in the ability to predict scores to 14%. The Durbin-Watson 

value is 1.89, which is close enough to two to satisfy the test. 

Table 44     Model Summary for Score on Scale of Ideal Views 

Model Summary for Score on Scale of Ideal Views 

Model R R
2
 

Adjusted 

R
2
 

Std. Error 

of the 

Estimate 

Change Statistics 

Durbin-Watson 

R
2 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .45 .20 .14 9.04 .20 3.48 4 55 .01 1.89 

  

Table 45 contains an analysis of variance (ANOVA) based on the above model. 

The F value is 3.48, which is above the critical F value of 2.53, indicating the model is 

accurate (Field, 2009) and statistically significant (p < .05). 
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Table 45     ANOVA for Score on Scale of Ideal Views 

ANOVA 

Model SS df Mean Square F Sig. 

1 Regression 1139.38 4 284.84 3.48 .01 

Residual 4497.36 55 81.77   

Total 5636.73 59    

 

Based on the Standardized Beta Coefficients, Table 46, the best predictors of 

score on Scale of Ideal Views are trips out of the U.S. (β = .35) and international 

enrollment (β = .27). The former demonstrates higher statistical significance (p < .01) 

than the latter (p < .05). While current and ideal views are assessed using different 

scales, opposite pairs of factors prove to be dominant within the two regression models.  

Table 46     Coefficients for Score on Scale of Ideal Views 

Coefficients 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 39.38 9.96  3.36 .00 

Lang Course .69 .51 .16 1.34 .19 

Yrs in Stu Srv -.08 .14 -.07 -.57 .57 

Trips Out of US .67 .240 .35 2.80 .01 

Int’l Enroll .02 .01 .27 2.22 .03 

 

Tables 47-49 present a stepwise regression of factors affecting scores on the Scale 

of Ideal Views. The model required two steps prior to termination. The model began with 

trips out of the U.S. in step one and added international enrollment in step two. Two 

factors, number of semesters of college-level foreign language courses completed and 

years in student services were eliminated in subsequent steps. The stepwise method 
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resulted in nearly the same adjusted R
2 

(.14) as the Enter method, but the F value 

increased to 5.87 and the model demonstrated high statistical significance (p < .01).  

Table 47     Stepwise Model Summary for Score on Scale of Ideal Views 

Stepwise Model Summary for Score on Scale of Ideal Views 

Model R R
2 

Adjusted 

R
2 

Std. 

Error of 

the 

Estimate 

Change Statistics 

Durbin-Watson 

R
2
 

Change 

F 

Change df1 df2 

Sig. F 

Change 

1 .31
a
 .01 .08 9.37 .01 6.25 1 58 .02  

2 .41
b
 .17 .14 9.06 .07 5.04 1 57 .03 1.77 

 
Table 48     ANOVA of Stepwise Regression for Score on Scale of Ideal Views 

ANOVA 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 548.56 1 548.56 6.25 .02
a
 

Residual 5088.17 58 87.73   

Total 5636.73 59    

2 Regression 962.19 2 481.10 5.87 .01
b
 

Residual 4674.54 57 82.01   

Total 5636.73 59    

a. Predictors: (Constant), out_of_US 

b. Predictors: (Constant), out_of_US, Int_enroll 

 
Table 49     Coefficients for Stepwise Regression for Scores on Scale of Ideal Views 

Coefficients
a
 

Model 

Unstandardized Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 62.05 1.76  35.32 .00 

out_of_US .59 .24 .31 2.50 .02 

2 (Constant) 40.21 9.87  4.08 .00 

out_of_US .61 .23 .32 2.67 .01 

Int_enroll .02 .01 .27 2.25 .03 

a. Predictors: (Constant), out_of_US 

b. Predictors: (Constant), out_of_US, Int_enroll 
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Qualitative Data Analysis 

 Nine respondents were interviewed individually using a semi-structured interview 

protocol specifically developed for this study (Appendix E). Overall, participants 

expressed concern over the welfare of international students and felt they and their 

colleagues lacked the training required to adequately serve this population. Their 

responses, organized by category and theme, are discussed in the following sections. 

Categories and Themes: 

Interview transcripts were coded using a variation of the classic analysis strategy 

(Krueger & Casey, 2009). During the analysis seven themes emerged, which were later 

grouped into one of three categories based on shared characteristics. 

Communication Barriers 
- Culture 

- Language 

Preparation 
- Training of Staff 

- Orientation of Students 

Strategic Leadership 
- Administration 

- Collaboration 

- Intentionality 

Communication Barriers 

Most interviewees described communication with international students as the 

greatest barrier to providing services. Specifically, cultural differences and low levels of 

English language proficiency among international students were described as two major 

sources of frustration for staff who wanted to assist, but didn’t feel adequately prepared 

to serve this unique population of students. While some interviewees expressed an 
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optimistic view and shared specific examples of ways they had made adaptations to 

address these challenges with or without the help of outside units, most explained their 

interactions with international students as disproportionately taxing on staff time and 

other departmental resources when compared to serving other populations. 

Culture 

 Many interviewees recognized that international students bring with them 

worldviews very different from their own as noted by an associate working in an office of 

student organizations and leadership.  

We have people coming to our campus, who in their home country, is it not appropriate 

to live with people of the opposite gender, in close proximity, if you are not married. 

Well, we have coed residence halls where it’s coed by room. So, your next-door neighbor 

could be someone of the opposite gender. So, there is a lot to consider in that regard and I 

guess I just think that small piece of campus life and kind of blow it up to kind of think 

about how that impacts students across the board. 

 

 These differences often create a dilemma for administrators seeking to balance 

existing policies and processes with cultural sensitivity. A manager within an office of 

residence services explained,  

It’s interesting because you work with staff for whom everything is either black or white 

policy. And, it’s just not going to work. So, we try to be culturally sensitive as we 

become aware of those things. 

 

The same manager went on to describe a specific incident involving an 

international student from a Middle Eastern country whose expressive style of 

communication caused great concern among residence hall staff unaccustomed with such 

difference. 

Culturally, it was very common – I guess I’m learning – for her to demonstrate her 

emotions in the way that she was demonstrating them, but for us, our policy says if 

somebody says that they are going to hurt themselves or someone else, then they have to 

go to Psychological Services for an evaluation. I ended up talking with her and just, I 

guess followed my gut and said she doesn’t need to go or at least not right now. And 

being able to recognize that is part of who she is and what she brings… Another piece of 
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that is from what she tells me, she is Muslim and in their culture, you know, seeing 

someone for counseling is just not acceptable. And so she had this intense aversion to that 

and the others that I was working with were, ‘well, we just have to send her.’ 

 

 A manager of a student union explained that cultural differences sometimes cause 

tension between student employees and their supervisors. For instance, not all 

international students are accustomed to taking direction from a supervisor who is of a 

different gender or sexual orientation than their own. While an appreciation for diversity 

is expected among all staff in the student union, the manager expressed concern over 

navigating the cultural divide. 

It’s very much a give and take kind of thing. And explain to them well that may by how 

you do things but, but at the same time we don’t want you to be uncomfortable, but they 

also have to get indoctrinated into the culture that way too.   

 

In total, nine of the nine interviewees made mention of challenges associated with 

communicating across the cultural divide.  

Language 

 All interviewees expressed concern over how to assist students with whom they 

do not share a common language. An associate working in a career services office shared 

how language barriers influence his ability to provide services to international students. 

The process might be a little slower than it is with a domestic student just because there 

be those communication barriers that have to be broken down. And so I might find that 

my initial contact with the international student might be just trying to get around those 

barriers before we get any substantive stuff done. I guess you certainly don’t want to… 

You don’t want to miss something important in those communications… In that 

communication because of any kind of language barriers, accents or anything like that.  

 

While most interviewees focused on the ability of international students to communicate 

in English, one administrator working in an office of student organizations and leadership 

took a different tact. 

The greatest challenge I face in working with international students, and the more there 

are of them the more I face this challenge, is often times the language barrier and having 
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them feel confident that they understand the protocols that are in place. I’m wondering if 

I am using language that makes sense. Am I using jargon? 

 

He went on to describe his interaction with a specific student over the past year. 

 
You know, there is one particular student who came to see me almost every week this 

past year, and I almost felt like each time she came in like I was getting worse at 

communicating with her.  It was one of those things where I just felt like we couldn't 

connect and so she kept coming back because she knew we weren't connecting and she 

knew there was some kind of information that she needed and I couldn't figure out how to 

share it with her.  So I guess that it’s for me always a concern. You know, I want to make 

sure that our students have what they need to succeed and in our realm most of that's 

about information.  Do you know how to do what you need to do?  Do you know what 

the next steps are?  And, are we making that as clear as we can to everybody? 

 

 Other interviewees explained how language barriers influence students’ lives off 

campus, which require staff to serve as advocates within the community. For instance, the 

managing attorney of a student legal services office explained that students with low 

levels of English language proficiency were not only draining departmental resources, but 

that local courts expressed frustration with the increased costs they incurred from having 

to provide interpreters for international students. Because her office provides students 

with legal representation, she felt that she had become seen as a liaison and frequently 

received complaints from prosecutors and judges alike regarding international students’ 

English language proficiency and understanding of local laws.  

 While it is obvious that both culture and language heavily influence the ability of 

student affairs administrators to provide campus services to international students, 

concern over cultural differences is vastly overshadowed by references to challenges 

associated with low levels of English language proficiency among international students. 

A possible explanation for this is while difficulties communicating in English are easily 

detectable, subjective cultural differences have a tendency to operate under the radar. As 
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an associate in residence services stated, “you don’t know what you don’t know about 

individuals’ cultures and what they are bringing to the university.” 

Preparation 

Many interviewees indicated that they or other staff members in their departments 

play an active role in the post-arrival orientation of international students. Such programs 

typically occur a few days prior to the start of classes and while activities differ from 

institution to institution, each shares a goal of preparing international students to succeed 

both academically and socially within a foreign environment. Interviewees also expressed 

a desire for programs aimed at preparing staff to effectively interact with international 

students. Unfortunately, most felt such programs were lacking at their campuses. 

Orientation of Students 

Eight of the nine interviewees made statements pertaining to pre-departure and 

post-arrival orientation. Many of their anecdotes describe international students 

attempting to cope with culture shock, social isolation and regulations they don’t 

understand or don’t know exist. A managing attorney of a student legal services office 

explained,  

We always tended to see international students in disproportionate numbers, I would say, 

to their population here just because of their unfamiliarity with our legal structures and 

traffic laws and so forth.  

 

A manager of a student union who oversees conference services in the summer, 

expressed concern over students who came to her university for a short-term intensive 

English program, but were given no summer orientation. She explained that cleaning staff 

frequently found students leaving unrefrigerated food in their rooms. While it was 
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unclear whether the students simply didn’t know about the availability of refrigerators on 

the hall or things were done differently in their cultures, she and her staff were left with 

genuine concerns over the students’ safety. In her view, staff members have an obligation 

to encourage and welcome students, “along with the obligation of explaining to them, 

you know, in the refrigerator when you’re done.”  

In another instance, the same manager lamented how staff in the international 

office at her institution help students to open bank accounts on campus as part of the 

international student orientation program, but fail to teach students how to use banking 

services.  

I’ve gone to the bank and they don’t know how to use the ATM machine. They don’t 

understand how to get money out. Or, they have a card, but don’t know how to use that. 

It’s like they come here and you turn them loose, but you don’t give them a guide. You 

know, a disabled person has Student Accessibility Services, which can provide a 

companion at least for a little while, you know. So, when the kids first arrive they’re just 

overwhelmed with so many things. 

 

Other administrators cited concerns over international students adjusting to 

campus life. An associate in an office of residence services expressed concern regarding 

international students overcoming the initial transition to life in a new environment and 

reestablishing a social network. A manager of an office of student organizations and 

leadership explained that she tries to encourage staff to think of how they would struggle 

if they were, “dropped in the middle of Beijing.” She felt it was the same with 

international students arriving to her campus. This point was driven home by a manager 

of a student health clinic who commented, “I’m surprised how many questions I got last 

year of, ‘Where do I go to buy a toothbrush?’” In her view, international students are 

simply not aware of how to access health services in the community and students with 

dependents, such as a spouse or child, experience additional challenges.  
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In spite of these many challenges, the resiliency of international students is 

noteworthy as well. One administrator relayed the story of an international student who 

became involved with the student government on his campus and was elected Student 

Body President two years later. 

One of the things that is really interesting when I hear him talk is about the fact that he 

never for a second thought that something like that would be possible. He assumed that 

there would be roadblocks, you know, that it wouldn’t be possible for somebody that 

wasn’t a native of this country to essentially be three years in the key student leader on 

campus and the person who the dean of students and even the president of the university 

turn to for answers and support and so forth. And you know, the fact that the student 

himself was surprised resonates with me quite a bit and leads me to think that we 

probably have 800 other students who think the doors are probably not open for me here, 

the opportunities aren’t here. 

Training of Staff 

 

The need for training is ever present due to staff turnover and shifts in enrollment 

trends. Most of the participants in this study are experiencing significant increases in 

international student enrollment on their campuses and not all administrators feel 

prepared to cope with these changes.  

At this point, it is important to note that not all administrators share a common 

definition of an international student. While an official definition was provided for the 

purposes of the survey, participants were also asked to provide their own. Most 

participants focused on country of birth or country of residence (n=38) and citizenship or 

immigration status (n=17). Fewer participants focused on culture and ethnicity (n=7) or 

English language ability (n=2). One participant answered the question stating, “all 

students are international.” While definitions are varied, they provide insight into how 

student affairs administrators view international students. For instance, some of the 
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definitions would include domestic students. Others reflect an ethnocentric mindset that 

could impact the delivery of services.  

Nine of nine interviewees specifically referenced a need for further training, but 

not all were optimistic about the availability of such training at their institutions. For 

instance, an associate in an office of residence services felt that training is essential for 

her staff because they have so much direct student interaction. She stated that she would 

like to go beyond the standard training to provide staff with “some immersion 

experiences,” but didn’t feel the department could make such investments given that most 

hall directors only stay with the university for two or three years. 

 Some interviewees explained that even basic training simply isn’t available at 

their institution. A manager of a student union, a building she describes as “the living 

room of the campus,” explained the frustration experienced by her staff at the start of 

each semester. 

I think not knowing for sure where to send these children for help. They arrive on 

campus. They are walking around [the student union] with their luggage. They don’t 

know where to go. When we call [the international office] for assistance to try and help 

we’re told they went to orientation or they got that in writing. Everybody’s restricted and 

they don’t have the staffing, but the first couple of weeks of school those poor 

receptionists get slammed and they want to be able to help out then they get stonewalled 

by the very people who should truly be responsible for helping these students. And, we 

don’t have a problem helping, but give us the tools. 

 

At another institution, an associate in an office of student organizations and 

leadership shared similar concerns. 

I don’t think other offices on campus have any kind of orientation or training towards 

working with international students. You know, the extent to which we are aware of their 

needs and concerns is more by happenstance than by any kind of intentional 

programming or training that we put together…. I think it would be helpful to have some 

kind of training or orientation. Just, you know, in terms of what to look out for, things to 

be aware of, resources at our disposal if we run into a challenging situation and I don’t 

think we’ve ever really done that on our campus. 
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In other instances, interviewees indicated that they had received training 

regarding international students, but it was not enough. A manager of an office of student 

organizations and leadership described the training her staff received as primarily 

focusing on enrolment numbers, but devoid of substantive material. While she felt it was 

beneficial for staff to know the demographics of the international student population, she 

wanted to see a greater emphasis on raising awareness of issues affecting those 

populations. 

A manager of a judicial affairs office wondered why the senior administration at 

his institution wasn’t doing more to prepare staff to serve a growing international student 

population. 

My opinion is that the more international students we have on campus, the more services 

we need and the more training other people really have to be aware and able to attend.  

And I have not, you know, in the last two years since our international student population 

has significantly risen, I have not seen nor heard anything from any other office besides 

[the international office]. I have not seen nor heard anything from human resources or 

offerings that allow other people to understand or to learn more about other places than 

doing it individually on your own.  I don't know if that means our higher ups do or don't 

support it more, I just know that I'm not seeing any programming elements for faculty or 

staff that we can take advantage of. 

 

In one instance, a lack of training resulted in an embarrassing situation for a 

career services office and an academic department. The manager of the department 

explained that a faculty member had requested for career counselors to speak with a 

cohort of students hoping to find jobs after graduation. However, the career services staff 

failed to realize that the students were all women hoping to secure jobs in their home 

country, Saudi Arabia. She explained the staff didn’t know the culture or the students’ 

expectations. They also weren’t sure whether or not women could work in Saudi Arabia 

or whether their U.S. degrees and licenses would be valid. While this created an 
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embarrassing situation for all parties involved, she explained this was an eye-opening 

experience and caused her staff to recognize the need for additional training.  

We need to kind of stay ahead of what is coming through the door because these 

populations do present some greater challenge just from a counselor preparation point of 

view. 

Strategic Leadership 

 A third category is that of strategic leadership. Interviewees shared challenges 

related to administration, expressed desires for collaboration with the international 

student office and made several references to being intentional about how they serve 

international students.  

Administration 

 The theme of administration arose from statements pertaining to infrastructure 

and strategic direction. Fewer interviewees provided elaborate responses for this theme, 

but this may be due to the researcher’s affiliation with Kent State. Thus, where such 

affiliation aided to increase the response rate from this institution, it is probable that 

respondents were not comfortable discussing administrative support and leadership. 

Nonetheless, the comments of respondents who did choose to share information on this 

theme are noteworthy given the impact that administration has on service delivery. 

 A manager within a student organizations and leadership office commented that 

services for international students are heavily affected by the extent to which student 

affairs administrators see them as a priority. She explained that some staff members view 

their role as performing a service while others view their role as programmatic. In her 

view, staff members who view their role as programmatic are more likely to attempt to 

engage students on a deeper level.  
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 When asked to comment on the level of support from senior administration for 

providing adequate services to international students, one administrator expressed 

concern over a lack of sensitivity from individuals above her.  

I’ve heard comments about… the way we reference students from other countries from 

folks who are higher administrators and I just, it’s just, kind of interesting at times. And if 

we are saying it, then it indirectly creates a ripple effect in how we provide services 

because I think in some regards there are folks who think that this is something that we 

have to, have to deal with, if you will, versus an environment that is embracing that as 

part of our, of what we do and therefore services are going to be impacted. 

 

Three administrators felt the desire to recruit international students was stronger 

than the desire to serve these students once they arrived on campus. An associate in an 

office of student organizations and leadership explained priorities often influence 

organizational structure. 

Well, for the first thirteen or fourteen years I was here, the director was this individual I 

was telling you about, who was my mentor, and his background was in student services, 

not in the faculty realm. And it was decided at one point that to legitimize the program 

they needed to have a faculty person be over the program and so they kind of plucked a 

faculty person out of the air and said, “you are the executive director.” So the other 

individual retained the title of director and moved it, the whole thing, into the academic 

realm. At one point, it was under a vice provost, and then it moved directly to reside 

under the Provost, and oddly, and now this is part of the dilemma of structure, but in the 

last couple of years the program has been moved under our vice provost for enrollment 

services, which nobody really seems to understand. It's almost one of those things where 

nobody really knows where it best fits so it keeps getting moved around. You know, first 

it was a student service thing, then it was an academic thing and now it's about 

enrollment… It seems like we continually move international students further and further 

away from student affairs. And the further it gets moved away from student affairs, the 

less likely we are to focus on that area. You know, and student affairs includes areas like 

our counseling and testing center, our health services area, areas that you naturally think 

would provide important services, and in the last couple of years that particular function 

of the university has been housed with the academic side of things and so it kind of is 

removed from all services, if you will.   

 

Other administrators noted similar concern regarding organizational structure. A 

manager of career services speculated that part of the disconnect between student affairs 

offices and the international student office at her institution had to do with that office 

residing in Academic Affairs. In her view, “student affairs practitioners are often where 
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the action happens.” She expressed a belief that services might be better intertwined if the 

senior international officer would attend directors’ meetings within her division.  

Collaboration 

 While most respondents to the online survey indicated that services for 

international students are better when centralized in one highly specialized office, all 

administrators who participated in the interviews expressed a strong interest in 

collaboration with the international student office at their institution. A manager of a 

career services office felt that assigning services to just one office, “seems to more 

segregate the population rather than integrate them.” However, because of the busy 

nature of her office, she felt it was critical that staff in the international student office be 

“a driver” of collaboration. 

An associate in a residence services office explained, “if everyone is not 

committed, then the area is not going to be effective.” In her view, international students 

are part of institutional diversity the same as multicultural students and LGBTQ students. 

They should be embraced and the responsibility for serving them should be shared across 

all units. This view was echoed by an associate in an office of student organizations and 

leadership. 

I like the idea of having a campus team of experts to kind of show the way for the rest of 

the campus, but I think it’s horribly inappropriate to say that one office can provide all 

services and all the support for any single segment of our campus population. I think it’s 

a responsibility of every service area, of every academic department and of every person 

in the classroom to be able to connect with and provide the right kind of support for all of 

our students. 

 

Several interviewees described the international student office as a conduit 

through which staff could channel concerns. A manager of an office of student 
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organizations and leadership described the office on her campus as, “an area of expertise” 

without which services would be compromised.  

Three administrators spoke positively about having a member of their staff serve 

on an advisory committee to the international student office. In all instances, these 

administrators expressed the value of raising awareness. As a manager of a student health 

clinic explained, 

I think it’s been important for us to be on the global studies advisory committee. We’ve 

certainly learned a lot, not just about the needs as they pertain to our department, but 

more the needs of the students on campus. So, I think that’s important to us.  

 

Another administrator explained how collaboration between his office and the 

international student office decreased on his campus after the unit was moved into 

another division, 

We continued to have a link with the office so that every time that our office met there 

would be a rep [from the international office] at the table so that they could hear about 

new opportunities, new initiatives and we could also hear about the same from their end. 

So it is kind of something I miss. 

 

Intentionality 

 The majority of interviewees recognized the need for intentionality and many 

shared examples of what they were doing in their departments to better service 

international students. For instance, two participants stated that they had translated 

departmental documents into the native languages of the largest groups of international 

students at their institutions. A manger of a student health clinic said she had recently 

made two international hires. “It’s been difficult,” she explained, “but we really have 

tried to have our staff be more reflective of the community we serve.”  
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A manager of a judicial affairs office expressed a goal to establish a corps of 

international student volunteers who could serve as interpreters for peers during judicial 

hearings and a manager of student organizations and leadership stated that international 

students had recently become one of three areas of focus for her office’s student 

engagement committee.     

 In some cases, student affairs administrators took it upon themselves to 

supplement the official international student orientation in a proactive effort to help 

students avoid future challenges. A managing attorney with a student legal services office 

explained how her staff had partnered with the intensive English program staff to provide 

presentations to students throughout the year.  

However, not all felt they were being as intentional as they should. An associate 

in a student organizations and leadership office explained, 

I think that from my perspective the most critical issue is that we don't intentionally focus 

on international students beyond what that one particular office [the international student 

office] does… The biggest challenge is that we don't talk about it very much. And 

because we don't talk about it very much, we don't intentionally address that segment of 

our population.  

Summary 
 

 In this chapter, the researcher presented an analysis of findings of the online 

survey and follow-up interviews. Descriptive and correlational statistics explained the 

quantitative findings, which were later elaborated on by the qualitative data. In the next 

chapter, the researcher discusses the implications of these findings. 
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CHAPTER FIVE: Implications and Conclusion 

Introduction 

 In the current study, the researcher examined views of campus services for 

international students among student affairs administrators at five public universities in 

Ohio. While the researcher was primarily concerned with issues pertaining to 

international and intercultural education, the literature on multiculturalism and diversity 

served to inform this study. Given the study’s exploratory nature, many factors were 

examined, which were later categorized as institutional, personal or professional. Results 

indicate that student affairs administrators’ views of campus services for international 

students are generally positive as determined by scores on two scales developed 

specifically for this study. However, views are negatively affected by serious, but not 

insurmountable, challenges at the institutional level. In this chapter, the researcher 

discusses the key findings of the data analysis presented in the previous chapter, suggests 

implications for policy and practice, discloses study limitations and presents 

recommendations for future research.  

Implications of Key Findings 

 The discussion of the implications of key findings is divided into three sections, 

which correspond to the study’s three research questions. In the first section, the 

researcher describes views of the current state of campus services for international 

students. Next, the researcher presents views of the ideal state of campus services for 
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international students. Finally, the researcher reviews factors found to influence these 

views based on the current study’s findings.  

Views of the Current State of Campus Services for International Students 

 Survey data revealed that student affairs administrators across five institutions 

held similar views of campus services for international students. In general, scores on the 

Scale of Current Views indicate that student affairs administrators who participated in 

this study hold views that mostly align with professional standards (Council for the 

Assessment of Standards in Higher Education, 2009) and much of the variation in scores 

pertains to a lack of training and intentionality. This suggests that in spite of the 

uniqueness of each institution, the experiences of student affairs administrators are more 

similar than they are different, which holds promise for the portability of organizational 

leadership strategies aimed at enhancing an institution’s ability to serve international 

students. 

Most (63.8%, n = 46) student affairs administrators view the international office 

as the primary provider of services for international students. While not necessarily a 

negative finding, this is something that should be monitored to ensure it does not lead to a 

culture of marginalization. Hammer (1992) suggests this could lead to international 

students being overly dependent on international student advisors and student affairs 

administrators could develop similar dependency relationships, which would feed the 

crisis under which international student offices function and prevent further advancement 

of the office’s mission.    



 

 183 

This view of the international office staff as the primary providers of services for 

international students manifests itself in other areas as well. For instance, the 

effectiveness of departmental services for international students is largely excluded from 

assessment and evaluation practices. Jackson and Holvino (1988) explain that 

organizations often need assistance moving toward multiculturalism. In their view, it is 

imperative to assess the current stage of development in order to initiate strategies to, 

“help eliminate or diminish the negative impact of monocultural characteristics” (p. 11). 

Clearly, the benefits of assessment and evaluation cannot be overstated. Such practices 

clarify our understanding of where we are, which is critical to determining where we 

wish to be. In the current study, a majority (71%, n = 49) of participants felt the needs of 

international students are met by existing campus services, but nearly the same number 

(73.2%, n = 52) admitted that being an international at their institution presents certain 

challenges in accessing services that American students do not have to face. The former 

suggests all is well while the latter indicates that international students are not as well 

served as their host-national peers. Such contradiction could be resolved through 

reflective practice. For instance, divisions of student affairs could commission a survey of 

students’ awareness, utilization and evaluation of campus services. If distributed to all 

students, such an evaluation could provide important comparative insights regarding how 

well specific units are serving the needs and meeting the expectations of special 

populations. Moreover, data from such a study could prove to be a useful advocacy tool 

for campus policy makers. 
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A major finding in this study is that internationalization is happening on the 

periphery of student affairs. Participants expressed a clear desire to learn more about the 

internationalization strategy at their institution and demonstrated a genuine interest in 

serving international students, which supports Pope’s (2009) assertion that student affairs 

administrators’ views of diversity are becoming more global. However, data from this 

study also show that the vision for internationalization is not communicated well by 

campus policy makers. According to Kotter (1996), failing to adequately communicate 

the vision is a common, but major error when attempting to implement organizational 

change.  

A second error common to organizational change efforts is the existence of 

fragmented silos. The fact that so many participants (63.3%, n = 43) were unaware of the 

internationalization strategy at their institution and more than half (59.3%, n = 41) did not 

feel their unit was included in campus internationalization efforts suggest collaboration is 

minimal.  

Thirdly, organizational change efforts fail because leaders offer too few positive 

rituals or ceremonies that bring people together. Orientation is a critical ceremony that 

welcomes new students and exposes them to the culture of the institution. A total of 

32.3% (n = 22) of participants indicated that staff in their department are not involved in 

orientation activities for international students. 

Another key finding from this study is a strong sentiment that while student 

affairs administrators are charged with providing essential services to all students, they 

are not receiving the training necessary to effectively serve international students. Such a 
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lack of preparedness may promote resistance to internationalization and create a toxic 

culture within student affairs units. Deal and Peterson (2009) explain a key characteristic 

of a toxic culture is when students are viewed as burdens. The fact that nearly half 

(49.2%, n = 34) of participants felt it is more difficult to serve an international student 

than a domestic student and 14.9% (n = 10) of participants in this study stated it is too 

much to ask all student services staff to accommodate the unique needs of international 

students suggests more needs to be done to prepare student affairs administrators for 

interacting with international students. 

Views of the Ideal State of Campus Services for International Students 
 

While a correlation between scores on the Scale of Current Views and scores on 

the Scale of Ideal Views was not established by this study, it is interesting to note that 

participants typically obtained higher scores on the Scale of Ideal Views. This suggests 

that participants share the ideals expressed by the CAS standards, but they may find 

difficulty incorporating them into existing services.  

 On the Scale of Ideal Views, training appears to be a major concern given that 

89.6% (n = 60) of participants in this study agreed that there should be more training 

programs at their institution to better prepare staff to serve international students. A 

manager of a judicial affairs office felt support for training needed to come from the top 

down. In his view, 

The senior leader of student affairs needs to say it's a priority, and either require directors 

or strongly urge directors and their subordinates to consider contacting an office that can 

help them with that [training].   
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In addition to training, 41.8% (n = 28) of participants indicated a greater portion 

of the university budget should be allocated to the support services for international 

students. Resource allocation serves as a fiscal representation of a university’s priorities, 

so questions remain regarding the level to which campus policy makers are committed to 

campus services for international students. A manager of a health services office 

described the situation at her institution by saying, “there is more of a commitment to 

recruiting international students and the recognition of support services, I think, lags 

behind the desire to recruit.” This view was echoed by a manager of a career services 

office who explained,  

Honestly, my perception is that they [senior leadership] kind of want to get them 

[international students] in the door and then we worry about the rest, and it’s really hard 

for us to worry about the rest without resources. 

 

 Dalton and Sullivan (2008) observe, “whether a study abroad experience is 

positive or negative is often determined by both the availability and the quality of these 

[student] services” (p. 12). In general, participants in the current study agree that 

improvements can be made to the way campus services are provided to international 

students. The fact that 84.8% (n = 56) of participants wish to know more about the 

internationalization strategy at their institution, 61.5% (n = 40) call for increasing the 

level of internationalization at their institution and more than half (52.3%, n = 34) wish 

their unit had more involvement in efforts to internationalize the campus indicates that 

student affairs administrators represent a largely untapped group of stakeholders within 

the university community. This finding is of use to senior international officers interested 

in locating pockets of support for international activities. Whether they serve as members 

of an advisory board, an international student welfare committee or other group, student 



 

 187 

affairs administrators should be part of the coalition that guides a campus’ 

internationalization efforts.  

Factors Affecting Views of Campus Services for International Students 
 

 In this study, the researcher examined several factors identified during the 

literature review as having a possible impact on the views of campus services for 

international students among student affairs administrators. Qualitative analysis 

demonstrated that strategic planning shaped participants’ views of campus services for 

international students. Analysis of quantitative data revealed six factors were correlated 

with participants’ views of campus services for international students. Each of these 

factors is discussed within the context of the broader academic discussion.  

Institutional Factors 

International Enrollment 

 A second factor found to be positively correlated (r = .26, p = .04) with scores on 

the Scale of Ideal Views is international enrollment. Specifically, student affairs 

administrators working on campuses with higher numbers of enrolled international 

students tend to demonstrate higher scores on the Scale of Ideal Views. There are two 

ways to interpret this finding.  

First, larger enrollments of culturally diverse students suggests a more diverse 

academic community (Grieger, 1996; Hurtado et al., 1999) in which members may enjoy 

greater contact with individuals from cultural groups other than their own. According to 

Allport (1979), intergroup contact reduces prejudice. He proposed four conditions, such 

as equal status, under which contact must occur in order for benefits to be realized. 
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However, more recent research by Pettigrew and Tropp (2005, 2006) found that 

intergroup contact reduces prejudice even when all of Allport’s (1979) conditions are not 

present.    

Still, if contact theory is to hold true for this study, then international enrollment 

as expressed as a percentage of total student enrollment, should also have closely 

correlated with score on the Scale of Ideal Views. Surprisingly, this was not the case. A 

possible explanation for why this did not occur is that only five institutions were 

presented in the study, so there was not a great amount of variance in terms of enrollment 

statistics.   

 A second interpretation of the observed correlation between international 

enrollment and score on the Scale of Ideal Views is derived from the follow-up 

interviews. Participants expressed frustration due to the lack of training opportunities 

relevant to serving international students and an under-communicated vision for 

internationalization. Since 2008, international enrollment across the five institutions has 

increased by an average of 34.8%. As this translates into hundreds of new international 

students on campus, the population’s utilization of campus services indubitably increases. 

Describing her view on these increases, a manager of a career services office explained,  

I’m glad to see there is growth, but I don’t know that it’s been with the 

infrastructure in place because you can’t be efficient and planful without 

taking five years to reach this goal. 

 

 She went on to share frustrations over not knowing how to help her staff to adapt 

to the changing demographics of the clientele they serve. She further explained that she 

often uses the internet to seek out resources to share with her staff. While she expressed a 
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desire to meet “reasonable expectations,” she felt, “we are not clear what are the 

expectations that have been set for these students.”  Given the enrollment increase at her 

institution, it is understandable that a student affairs administrator on a campus with a 

high number of international students would express views calling for improvement of 

the current situation. 

Strategic Alignment of International Activity 

 In the current study, strategic alignment of international activity positively 

correlated (r = .34, p = .00) with score on the Scale of Current Views and the strength of 

this correlation is very high (p > .01). While this could mean that higher levels of 

strategic alignment lead to more positive views of campus services for international 

students, it is important to note that correlation does not necessarily imply causation. For 

instance, participants with positive views of campus services may be predisposed to 

feeling that the level of strategic alignment of international activity at their institution is 

high. On the flipside, individuals aware of the institutional strategy may demonstrate 

more positive views or be less inclined to utilize a “don’t know” response option.  

Nonetheless, only seven participants indicated a high level of strategic alignment 

of international activity and distinct commonalities shared among these individuals were 

not observed. Thus, it is not possible to make inferences regarding strategic alignment of 

international activity based on the current study. Limitations associated with sample size 

are discussed later in this chapter. 
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Personal Factors 

Foreign Language Proficiency 

 

 The first personal factor that closely correlated with participants’ score on the 

Scale of Current Views is foreign language proficiency. This factor was represented by 

the number of semesters of college-level foreign language courses completed (r = .28, n = 

.02) and number of languages spoken (r = .26, p = .04). Specifically, participants who 

have had greater exposure to a foreign language demonstrated views of campus services 

for international students that more closely align with professional standards. While it is 

difficult to say with certainty that foreign language proficiency makes student affairs 

administrators more open to serving international students, the intercultural 

communication literature offers some insight into this phenomenon. For instance, Paige 

(1993) proposes that ten factors add to the psychological intensity of an intercultural 

encounter. These factors include cultural differences, ethnocentrism, cultural immersion, 

cultural isolation, language, prior intercultural experience, expectations, visibility and 

invisibility, status and lastly, power and control. While Paige’s (1993) theory is primarily 

applied to sojourners navigating new cultural environments, participants in this study 

often cited communication barriers as both a source of frustration and a barrier to serving 

international students.  

Paige and Goode (2009) argue the more critical a role language plays to 

functioning within a given situation, the greater will be the psychological intensity or 

stress for those unable to communicate in the target language. When communication 

between individuals is strained due to cultural or linguistic differences, then it is only 

natural for both parties to experience stress, discomfort and possible miscommunication 



 

 191 

as well. It is beyond the scope of the current study to assert whether or not students of 

foreign languages develop empathy and strategies for working with English language 

learners, but evidence from the field of applied linguistics does support such a notion 

(Brown, 2000; Robinson-Stuart & Nocon, 1996; Su, 2011; Washburn, 2008). 

Prior International Travel Experience 

 

 As previously described, Paige (1993) believes that prior intercultural experience 

is one of ten factors that have an effect on the psychological intensity of an intercultural 

encounter. In his view, prior intercultural experience provides, “the opportunity to 

acquire generalizable culture learning, adaptation, and intercultural communication 

skills” (p. 335).  

 In the present study, prior intercultural experience was assessed by the number of 

times participants had traveled outside of the United States. Data show a positive 

correlation (r = .31, p = .01) between the number of international trips and scores on the 

Scale of Ideal Views. This suggests the more international travel experiences a student 

affairs administrator has, the more likely they will view the ideal situation regarding 

campus services for international students in a manner consistent with professional 

standards.  

Professional Factors 

Degrees of Separation from the President 

 Degrees of separation from the president negatively correlates (r = -.31, p = .01) 

with score on the Scale of Current Views. This suggests that the lower a staff member’s 

position is on the organizational chart, the less favorable views this professional may 
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have toward campus services for international students. In the current study, participants 

who serve as the most senior employee in their unit were classified as managers. Other 

participants were classified as associates.  

Mills (2009) suggests that managers of student affairs units are typically found in 

the middle of the organizational structure. This requires them to balance the realities of 

direct student services with the vision and goals of senior leadership. According to Mills 

(2009), “they are the knowledge professionals of student affairs programs and have an 

important influence on each student’s development and that of staff members who will be 

the professional leaders of the next generation” (p. 396). Consequently, it is expected that 

the views of managers differ from those of entry-level staff.  

Years in Student Services 

 

The number of years a professional has worked within student services is 

correlated (r = .24, p = .05) with score on the Scale of Current Views. While the strength 

of the correlation is not statistically significant, it trends in this direction. As one might 

expect, less experienced professionals (i.e., professionals with less than ten years of 

experience) utilized a “don’t know” response, which has a zero value, more often than 

more experienced professionals (i.e., professionals with more than ten years of 

experience). In fact, this group of professionals utilized the “don’t know” response option 

27.4% more often than their peers and there were no clear outliers among the data. 

Clearly, time by itself does not likely account for the variance in scores. It is, therefore, 

appropriate, based on the analysis of existing literature, to interpret years in student 

services as a proxy for socialization to the profession. 
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Collins (2009) combines Thornton and Nardi’s (1975) socialization model with 

Hirt and Creamer’s (1998) four realms of professional practice to better explain the 

process by which professionals are socialized in student affairs. She explains that while 

new professionals are still adjusting to the demands and expectations of their position, 

more experienced professionals have already made this transition and have a tendency to 

take a more active role in their own continued development as opposed to relying on 

outside forces. Findings in the current study demonstrate that more experienced 

professionals express views that more closely align with professional standards. This 

suggests that socialization to the profession of student affairs plays an important role in 

shaping the views of student affairs administrators.  

Implications for Policy and Practice 

 The intended audience for this study includes international education 

professionals, student affairs administrators, faculty interested in higher education 

administration, and campus policy makers. In particular, the findings from this study 

should serve to raise awareness of an important group of stakeholders often excluded 

from the internationalization discussion.     

Strategic Planning 

 

According to Mestenhauser (2002), “there are disturbing signs that universities 

lack clear definitions of international education and have failed to institutionalize it” (p. 

165). In a study of strategic management of internationalization in the United Kingdom, 

Rudzki (1998) found that internationalization at most institutions occurs within an 

“adhocracy” (p. 47) and concluded, “such an approach will inevitably lead to increased 
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problems within institutions as the consequences of unplanned growth of activities are 

realized” (p. 48). The current study reports similar findings with regards to strategic 

planning as most student affairs administrators view internationalization on their 

campuses as an area of growth, but devoid of a unified strategy. This is problematic as 

several experts (de Wit, 2002; Ellingboe, 1998; J. Knight, 1999a; J. Knight & de Wit, 

1995; Paige, 2005) agree that the presence of support services for international students is 

a key indicator of internationalization.  

Davies (1995) describes one approach to internationalization as an ad hoc-high 

centrality strategy, “where a high level of activity may take place throughout the 

institution but it is not based on clear concepts and has an ad hoc character” (deWit, 

2002, p. 131). Davies (1995) asserts that in such an environment, “support services are 

often not geared to considerable international effort” (p. 16). In contrast, the ideal 

situation would have an institutional approach to internationalization consisting of a 

central-systematic strategy, which Davies (1995) portrays as follows, 

There is a large volume of international work in many categories, which 

reinforce each other and have intellectual coherence. The international 

mission is explicit and followed through with specific policies and 

supporting procedures (p. 16). 

 

Clearly, Davies’ (1995) depiction of a central-systematic strategy with, “a 

dedicated organizational structure” (p. 16) presents a sharp contrast to the descriptions 

provided by participants in this study. There is hope for improvement, but doing so 

requires rethinking approaches to leading internationalization strategy. 

Bennis and Townsend (1995) assert the importance of differentiation between 

managing and leading. In their view, leaders are concerned with vision and direction 
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while managers are interested in the how-to and the day-to-day. It is important for leaders 

to clearly communicate vision so that others know the purpose of their work. In fact, 

Childress (2009) argues that lack of campus-wide understanding of international 

education can hinder the implementation of internationalization plans. The large number 

of survey respondents who indicated they hadn’t knowledge of the internationalization 

strategy at their institution suggests communication by campus leaders can be improved.  

Collaboration 

 

Beyond communicating vision, a leader’s role is to bring members of a 

community together in support of a common goal (Bennis & Townsend, 1995). Data 

from this study reveal that student affairs administrators have a strong desire to be 

involved in internationalization efforts at their institutions. In fact, many spoke positively 

about their participation in advisory boards, international student welfare committees and 

other forms of partnership. Unfortunately, clear opportunities for involvement weren’t 

available at all institutions or to representatives from each of the professional domains 

included in this study.  

Given the important role that student affairs administrators play in serving 

inbound international students, as well as outbound domestic students, senior 

international officers should invite representatives from each of the professional domains 

identified in this study to take part in internationalization efforts. Hudzik (2011) observes, 

“although sometimes ignored, these offices and programs are in strategic positions on 

campus to either help or hinder (by omission or commission) facilitating and supporting 

comprehensive internationalization” (p.21).  
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The important role that collaboration plays in ensuring the success of change 

initiatives is well documented in the literature pertaining to leadership. Yukl (1999) 

describes collaborative leadership as, “a shared process of enhancing the collective and 

individual capacity of people to accomplish their work roles effectively” (p. 292). 

Spillane (2006) asserts the traditional, “Superman and Wonder Woman view of 

leadership” (p. 3) focuses on actions rather than interactions, positions rather than people 

and outcomes rather than practice. Moreover, once the heroic leader departs the 

organization, improvements dependent on the leader’s personality quickly unravel 

(Fullan, 2001). In contrast, Spillane (2006) calls for leadership to be distributed by 

recognizing, “leadership practice takes shape in the interaction of leaders, followers, and 

their situation” (p. 14). 

According to Bolman and Deal (2001), the responsibility of a leader is to create 

an environment that promotes authorship. In their view, authorship, “turns the 

organizational pyramid on its side” (p. 111) by empowering staff to feel a sense of 

efficacy over their work. Based on data from the current study, empowerment begins by 

providing student affairs administrators with the awareness, knowledge, skills and 

resources necessary to fully engage the international dimensions of their professional 

domains. 

Training and Development 

 

The culture has an important of culture on institutional policies and practices. At 

the organizational level, culture affects all aspects of educational institutions (Deal & 

Peterson, 2009) including how individuals are socialized to the profession and who 
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ultimately gets hired by the institution (Kotter, 1996). According to Rudzki (1998), 

“beliefs about how an organization operates and what activities are supported – either 

implicitly or explicitly – will affect the perception and behaviour of staff and students” 

(p. 48). While organizational culture differs from institution to institution, certain values, 

beliefs and traditions are generally found throughout the United States. Examples include 

the value of original ideas in terms of academic ethics, the belief that student records 

should be kept private and the tradition of commencement ceremonies. While each of 

these examples is relevant to the United States, they may not apply in the home cultures 

of international students. When cultural values conflict, international students and student 

affairs administrators can be left with feelings of confusion, frustration and inadequacy as 

expressed by participants in this study. 

Multicultural Organization Development (MCOD) is a useful framework for 

planning training and development opportunities aimed at improving staff views of 

campus services for international students and advancing an internationalization strategy. 

The MCOD model developed by Jackson and Holvino (1988) consists of three 

dimensions: 1) target of change, 2) types of MCOD interventions and 3) required skills.  

In the context of campus services for international students, change begins with 

student affairs preparation programs. Specifically, the curriculum of these programs 

should include coursework and experiential learning opportunities aimed at developing 

intercultural sensitivity in the student affairs administrators of tomorrow. In the current 

study, the frequency of travel outside of the United States proved to be positively 

correlated with scores on the Scale of Current Views. Thus, education abroad 
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opportunities should be offered, if not required, for graduate students intending to enter 

the student affairs profession as these individuals will inevitably encounter an 

increasingly diverse student body. If education abroad is not possible for whatever 

reason, then preparation program directors can look to Internationalization at Home 

strategies suggested by Nilsson (2003) and others (Mestenhauser, 1973; 2006; Paige, 

2003; Wächter, 2000) to ensure that all students have access to opportunities for 

international and intercultural learning. 

 Hiring managers should consider international and intercultural qualifications 

when selecting candidates for open positions. For example, foreign language proficiency 

could be added to vacancy announcements as a preferred qualification. Given that the 

results of this study indicate that foreign language proficiency is positively correlated 

with scores on the Scale of Current Views, then it is logical to presume that such 

individuals may be more inclined to implement organizational change initiatives (Kotter, 

1996) and ultimately improve campus services for international students. 

The development and maintenance of intercultural competence in staff needs to 

be deemed a strategic priority. According to Senge (1999), an organization’s culture is 

changed by shifting peoples’ basic attitudes and assumptions. As part of the socialization 

process for new hires, training opportunities should be provided to ensure they 

understand the vision for internationalization at their institution and how their position 

fits within that vision.  

Ongoing training opportunities should be provided to current staff as well. This 

may include revising academic mobility agreements with partner institutions to allow for 
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international exchange of staff in addition to students and faculty. Additionally, student 

affairs administrators could accompany short-term, faculty-led study abroad programs to 

assist with general administration and unexpected crises. Data from this study indicate 

that international travel experiences are correlated with favorable views of campus 

services for international students. Moreover, student affairs administrators’ knowledge 

of administrative processes and expertise in areas such as counseling could prove 

valuable to the group and mitigate risk to the institution in the event of a crisis.  

An action plan for providing sequenced and targeted training to all staff should be 

developed and ultimately anchored within the institution’s formal socialization practices. 

Ingraining change into the organizational culture ensures both sustainability and 

conformity (Deal & Peterson, 2009; Kotter, 2005). While staff development plans should 

be customized to fit the needs of each institution, it is reasonable to expect the sequencing 

of training to include culture general learning (i.e., basics of intercultural 

communication), culture specific learning (i.e., insights into the cultural values, beliefs 

and traditions of groups represented by international students) and application to campus 

services (e.g., a hands-on workshop where participants focus on how to apply their 

learning to practice). Table 50 presents suggestions for practical and culturally sensitive 

changes to selected campus services that could arise from such a training program. 
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Table 50     Suggestions for Adapting Selected Campus Services 

Professional Domain Target of Change Interventions 

Career Services System: Resources Provide resources on employment 

trends, resume format and interview 

customs outside of the USA. 

Counseling Services Students: Stigma Explain the normality of counseling 

in the USA, what it is and is not. 

Disability Services Students: Awareness Present to students about support 

services for which they may be 

eligible.  

Health Services System: Insurance 

Staff: Training 

Ensure policy meets requirements set 

by the U.S. Department of State and 

allows for flexible enrollment. 

Include add-ons for dental and vision 

care. Train staff on culturally-

sensitive medical practices. 

Judicial Services Staff: Training Train judicial officers on how 

academic ethics differ across 

cultures. 

Legal Services System: Language Translate brochures covering basic 

legal information and services into 

the languages of English Language 

Learners. 

Residential Services System: Policies Be sensitive to students’ dietary 

needs by diversifying dining options 

and labeling ingredients. Provide 

family and single-sex housing.  

Student 

Organizations and 

Leadership 

Students: Climate Ensure that international students are 

represented in student government.  

Student Recreation 

Services 

System: Structure Create single sex sections of fitness 

courses. 

Student Union System: Environment Designate a meditation room where 

students of all religious and spiritual 

beliefs are welcome. Display flags of 

students’ home countries in a 

culturally and politically appropriate 

manner. 

 

 At the systems level, targeting change might include reexamining how 

international students are both welcomed and oriented to the institution and the 
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community. Interviewees in this study described international students as being unaware 

of important cultural, social and legal norms. A more proactive, integrated approach to 

assisting international students to adjust to a foreign academic and cultural environment 

would not only better serve the students, but could also reduce future strain on student 

affairs staff and referrals to the international student office.      

 Finally, change initiatives should target the intervention between the institution 

and its environment. At this level, the goal is to, “promote multicultural perspectives in 

the larger community” (Jackson & Holvino, 1988, p. 7). Interviewees in this study 

described how services for international students spill over into the community, but 

community members, like student affairs administrators, are often unprepared to interact 

with this unique group of students. Therefore, community members should be included in 

internationalization efforts as well. Senior international officers should invite a few key 

leaders to serve on an internationalization advisory board or international student welfare 

committee. Additionally, gatherings may be held to develop intercultural sensitivity 

among local landlords, inform local employers of how visa regulations impact an 

international student’s ability to pursue a paid internship or simply solicit feedback on 

how the university might better assist community partners to meet the needs of an 

increasingly diverse clientele. In return, these stakeholders could prove to be valued 

advocates for international students within the community and help to facilitate 

Internationalization at Home (Nilsson, 2003). 
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Required Skills 

International education administrators charged with ensuring the welfare of 

international students on their campus require relevant knowledge and skills to 

institutionalize a culture of support. The leadership literature suggests effective leaders 

view issues from many different perspectives (Dalai Lama & van den Muyzenberg, 2009; 

Kezar, 2000), which is necessary to engage the various professional domains of student 

affairs. Also, effective leaders can skillfully employ a variety of leadership styles 

depending on the situation (Goleman, 2000). This too is essential given that international 

education is such a dynamic and complex field. Six other essential traits, based on 

reflections made during this study, include:  

1. Ability to recognize and willingness to confront inappropriate (e.g., 

xenophobic) behaviors (Jackson & Holvino, 1988).  

2. Knowledge of local, state, federal and international laws as they pertain to 

international students (Jackson & Holvino, 1988). 

3. Ability to assess relations between international students and host-nationals as 

well as between subgroups of international students (Jackson & Holvino, 

1988). 

4. Skill in navigating institutional politics in order to acquire necessary resources 

(Bolman & Deal, 2001). 

5. Skill in clarifying the vision and values associated with internationalization in 

general and campus services for international students in particular (Bennis & 

Nanus, 1985). 
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6. Knowledge of the system in which campus services take place as well as the 

interdependency of the subsystems that make its parts (Dalai Lama, 2001; 

Senge, 2006).  

Limitations of the Current Study 
 

 The primary limitation of this study pertains to sample size. While enough student 

affairs administrators participated in the study to provide an understanding of this group 

of professionals, it was not practical to conduct correlational statistics based on 

subgroups (e.g., institution and professional domain). The study consisted of only 72 

student affairs administrators while the total number of student affairs administrators in 

Ohio is much larger. 

A second limitation of this study is that it was restricted to five, four-year public 

universities in Ohio reporting 1,000 and 2,000 international students enrolled during the 

fall 2010 semester. The study did not include student affairs administrators from private 

institutions, two-year institutions or institutions outside of the University System of Ohio. 

Therefore, the sample in this study is not representative of the entire population of 

student affairs administrators in the United States. 

A third limitation of this study is that it is exploratory in nature. Thus, its purpose 

was to identify factors affecting views of campus services among student affairs 

administrators and future research is required to determine whether any of these factors 

are intervening variables.  

Finally, this study consisted of participants whose professional domains are 

associated with divisions of student affairs at a minimum of three of the five institutions 
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included in the study. Thus, while participants may take on roles traditionally found 

within student affairs, their office may be located in a division other than student affairs. 

Recommendations for Future Research 

 The current study serves to fill a gap in the literature by examining a group of 

stakeholders who are largely left out of the discussion of internationalization and 

international student services. Nonetheless, this is an exploratory study that has only 

scratched the surface of an important area of research. The two scales developed for this 

study need to be refined. This could be accomplished by testing each of the three 

subcomponents: 1) my institution, 2) my department and 3) international activities. Doing 

so would not only improve validity and reliability, but may provide additional insight 

regarding the role strategic planning plays in shaping views of campus services for 

international students.  

 Secondly, a pre-test/post-test could be performed using one or both of the scales. 

Specifically, a future study could have two groups complete the survey and then provide 

an intervention program (e.g., an intercultural training workshop) to one of the groups 

based on needs identified by the survey data. The survey could then be administered 

again to assess the impact of an intervention program on views of campus services for 

international students. Results from the control group would provide valuable 

information regarding test-retest reliability while results from the treatment group would 

help determine whether the scales can be used as tools for promoting multicultural 

organizational development. 
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 Thirdly, a study could be performed on the factors found to have a strong 

correlation with scores on each of the scales. Such analysis would build upon our 

understanding by explaining how and why the factors identified in the current study 

affect views of campus service for international students.     

 Finally, a larger sample size is necessary to conduct correlational statistics on 

important characteristics such as institution and professional domain. Thus, the study 

could be repeated with a much larger sample. One strategy for recruiting large numbers is 

to utilize professional associations like ACPA and NASPA to deepen the pool and 

increase the response rate of potential participants. 

Conclusion 
 

The primary objective of this study was to fill a gap within the existing literature. 

Specifically, the researcher sought to examine views of campus services for international 

students among student affairs administrators and then identify the factors affecting those 

views. While this study was primarily quantitative, qualitative results served to enrich 

quantitative findings by confirming and expounding results of the internet survey. 

Findings of this study indicate that many factors affect views of campus services for 

international students. Prior study of a foreign language and international travel 

experience are both logical influencers. Yet, the researcher also found that years of 

service in student affairs and the number of international students enrolled at a given 

institution carry sway as well. While the research goals for this study were accomplished, 

future research is necessary to build upon these preliminary findings. 
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The results of this study demonstrate that student affairs administrators typically 

maintain positive views toward international activities in spite of feeling disconnected 

from the internationalization strategy at their institution. This finding was both 

unintended and unexpected, yet it serves to highlight the need for a planned, collaborative 

approach to organizational change efforts such as internationalization.  

Hopefully, international education administrators will find it important to assess the 

extent to which they prepare student affairs administrators and other key constituents for 

the expected outcomes of internationalization. Doing so would likely not only reduce 

resistance to change, but more quickly advance the process. Data from this study suggest 

that at some institutions a greater emphasis is placed on recruiting international students 

than on ensuring the provision of adequate campus services. The U.S. American author 

Edward Abbey (1991) once wrote, “growth for the sake of growth is the ideology of the 

cancer cell” (p.183). While higher education institutions are facing difficult financial 

times, the act of increasing international student enrollment without first having the 

infrastructure in place to support growth can lead to many challenges as described in the 

current study.      
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Appendices 

Appendix A     Prenotice Letter 
 

Dear Colleague:  

I am a doctoral candidate in the Department of Organizational Leadership, Policy 

and Development at The University of Minnesota and an international education 

professional at Kent State University. I am writing to ask for your help in understanding 

views of campus services for international students at five public universities in Ohio. In 

the next few days you will receive a request to complete a brief internet survey.  

You were selected because of the position you hold at your institution. I would 

like to do everything I can to make it easy and enjoyable for you to participate in this 

study. I am writing to you in advance because many people like to know ahead of time 

that they will be asked to complete a questionnaire. My dissertation research can only be 

successful with the participation of professionals like you. 

In appreciation for your assistance, I will provide you with a copy of my 

dissertation, which will include the current study’s findings. I hope you will take 15 

minutes of your time to assist me. Most of all, I hope you take advantage of the 

opportunity to share your views on a topic that has until now received very little 

academic attention. 

 

Best Regards, 

 

David L. Di Maria 

Doctoral Candidate 

Organizational Leadership, Policy and Development 

University of Minnesota 



 

 230 

Appendix B     Letter of Invitation 
 

Dear Colleague:  

I am a graduate student in the Department of Organizational Leadership, Policy and 

Development at The University of Minnesota and an international education professional 

at Kent State University. I wish to ask for your help with completing research for my 

doctoral dissertation focused on views of campus services for international students at 

public institutions in Ohio.  

You were selected for participation in this study because of the unique position you hold 

at your institution. Your participation will be strictly confidential and any personally 

identifiable information will be excluded from publication. Below you will find complete 

details pertaining to procedures, confidentiality, the voluntary nature of this study, risks 

and benefits, and contact information. 

Procedures: 

I understand the busy and important nature of your work, but I feel my study would be 

incomplete without your input. If you agree to participate in this study, I would ask you 

to do the following things: 

1. Complete a brief internet survey 

2. Indicate whether or not you agree to participate in a follow-up interview 

Please complete the brief internet survey by clicking the link below or pasting the address 

into your web browser. This survey should take no more than fifteen minutes to 

complete. 

Survey URL: https://www.surveymonkey.com/s/MZ9DXTY  

https://www.surveymonkey.com/s/MZ9DXTY
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Confidentiality: 

The records of this study will be kept private. In any sort of report I may publish, I will 

not include any information that will make it possible to identify a subject. Research 

records will be stored securely and only I will have access to the records. Audio 

recordings of the telephone interviews will be destroyed after the study is completed. 

Voluntary Nature of the Study: 

Participation in this study is voluntary. Your decision whether or not to participate will 

not affect your current or future relations with the University of Minnesota or your home 

institution. If you decide to participate, you are free to not answer any question or 

withdraw at any time within affecting those relationships. 

Risks and Benefits of Participating in the Study:  

The primary risk associated with this study is the risk of personal disclosure. This means 

your answers to the survey questions will be known by someone other than yourself. 

Nonetheless, this risk is minimized as all personally identifiable data will be held in strict 

confidence by me, the researcher.  

The benefits of participating in this study include the opportunity to advance professional 

understanding of an under researched area of student services and a free copy of the 

completed dissertation. 

Contact Information:  

If you have questions about this study, you are encouraged to contact either myself or my 

co-advisors using the information provided below: 

Researcher: 

David L. Di Maria 



 

 232 

 

Co-advisors: 

R. Michael Paige 

Deanne Magnusson 

 

If you have any questions or concerns regarding this study and would like to talk to 

someone other than myself or my co-advisors, you are encouraged to contact the 

Research Subjects’ Advocate Line, D528 Mayo, 420 Delaware St. Southeast, 

Minneapolis, Minnesota 55455; (612) 625-1650. 

Thank you! 

David L. Di Maria 

Doctoral Candidate 

Organizational Leadership, Policy and Development 

University of Minnesota 
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Appendix C     Reminder Letter 
 

Dear Colleague:  

Recently you received an e-mail inviting you to participate in a study on views of 

campus services for international students at public institutions in Ohio. If you have not 

already taken the opportunity to access the survey, I again invite you to provide your 

input. The survey is only available to selected higher education professionals at five 

public universities in Ohio. Your voice is very important to ensuring the success of the 

study as you represent a key position within your institution. Your feedback is critical to 

the success of my dissertation research. 

The brief internet survey takes approximately fifteen minutes to complete. You 

can access the survey by visiting the link below. At the end of the survey, you will have 

an opportunity to enter your email address to receive a final copy of my completed 

dissertation. 

Survey URL: https://www.surveymonkey.com/s/MZ9DXTY 

Thank you in advance for your support of this study! 

 

David L. Di Maria 

  

https://www.surveymonkey.com/s/MZ9DXTY
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Appendix D     Survey Questionnaire 

Instructions 
 

Dear Colleague: 

 

Thank you for agreeing to complete this survey pertaining to views of campus services 

for international students. You were selected because of the unique leadership position 

you hold at your institution. 

 

Please note for the purpose of this study, an international student is defined as a 

nonresident alien engaged in educational activities at a postsecondary institution located 

outside his or her country of citizenship. 

 

To navigate through the survey, please click the next and previous buttons at the bottom 

of each page. Please allow for ten minutes to answer all of the questions. 

 

If you have any questions or concerns related to the survey or this study, please do not 

hesitate to contact me using the information below: 

 

David L. Di Maria 

Doctoral Candidate 

Organizational Leadership, Policy and Development 

University of Minnesota 
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The Current Situation: My Institution 

 

Please note the term "student services staff" refers to professionals who work in a unit that primarily provides services for student 

support, learning and development outside of the classroom. 

 
1. Please indicate the extent to which you agree or disagree with each of the following 

statements.2.  

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

Most student services staff at my institution are adequately prepared to meet the needs of 

international students. 

     

Campus services offered at my institution meet the needs of international students.      

Too much of the University budget is allocated to supporting international student 

services. 

     

Adequate training programs are offered at my institution to better prepare staff to serve 

international students. 

     

As a group, senior administrators at my institution support staff development of 

intercultural competencies. 

     

Being an international student at my institution presents certain challenges in 

accessing services that American students do not have to face. 

     

At my institution, services for international students are primarily provided by the 

international office. 
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The Current Situation: My Department 

2. Please indicate the extent to which you agree or disagree with each of the following 

statements. 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

It is more difficult for staff in my department to serve an international student than it is to serve an 

American student. 

     

The development of intercultural competency among staff is included in my department's strategic 

plan. 

     

Staff in my department are expected to demonstrate intercultural competency in their interactions 

with students. 

     

Managers of student workers in my department actively pursue international students for open 

positions. 

     

Staff in my department coordinate programs specifically designed for international students.      

Staff in my department conduct ongoing assessment of services, programs or activities provided 

for international students. 

     

Staff in my department provide information to international students before they depart from their 

home countries. 

     

Staff in my department are involved in the post-arrival 

orientation of international students. 

     

Staff in my department are properly trained to be aware of and sensitive to the problems faced by 

students in a foreign environment. 

     

Staff in my department provide services to the spouses and children of international students.      

Staff in my department assist international students to prepare for returning to their home country 

after graduation. 

     

Services for international students are included in assessment and evaluation practices within my 

department. 

     

International students are well served by the staff in my department.      
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3. Which of the following best describes services for international students provided by 

your department? 

 

o Services provided by my department for international students are no 

different than services provided to American students. 

o My department offers special services for international students, but these 

are not part of an integrated, campus-wide international enrollment 

management strategy. 

o My department offers special services to meet the diverse needs of 

international students as part of an integrated, campus-wide international 

enrollment management strategy. 

Jane Knight (2003) defines internationalization as a, “process of integrating an 

international dimension into the research, teaching and services functions of higher 

education” (p. 2). 

 

4. Based on the definition provided above, please indicate the extent to which you agree 

or disagree with each of the following statements. 

 Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

I am aware of the 

internationalization strategy at my 

institution. 

     

My unit is included in the efforts 

to internationalize the campus. 

     

Internationalization is increasing at 

my institution. 

     

Internationalization at my 

institution lacks a strategic focus. 

     

There exists a specific structure to 

support internationalization 

activities at my institution. 

     

 

5. Which of the following best describes your view of the current state of international 

activity at your institution? 

 Low Medium High 

Amount of international activity    

Strategic alignment of international activity    
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The Ideal Situation: My Institution 

 

Please note the term "student services staff" refers to professionals who work in a unit that primarily provides services for student 

support, learning and development outside of the classroom. 
 

6. Please indicate the extent to which you agree or disagree with each of the following 

statements. 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

A greater portion of the University budget should be allocated to the support of international 

student services. 

     

There should be more training programs offered at my institution to better prepare student 

services staff to serve international students. 

     

All student services staff should be adequately prepared to meet the needs of international 

students. 

     

It is more important for student services staff to understand issues of domestic diversity (i.e., 

diversity issues in the USA) than issues of global diversity. 

     

The responsibility to support international students should be shared by all student services staff.      

Programs for student learning and development must be sensitive to the needs of international 

students. 

     

Services for international students are better when centralized in one highly specialized unit, such 

as an international student office, than when distributed among multiple units. 

     

All student services staff should be adequately prepared to meet the needs of international 

students. 

     

It is too much to ask all student services staff to accommodate the unique needs of international 

students. 
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The Ideal Situation: My Department 

 

7. Please indicate the extent to which you agree or disagree with each of the following 

statements. 

Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

Staff in my unit need to create new services or modify existing services to support international 

students. 

     

There should be more training opportunities available to better prepare staff in my unit for 

interacting with international students. 

     

Professional staff in my unit should not be expected to have an understanding of the cultures 

represented by international students. 

     

International experience should be considered when hiring new staff members in my unit.      

Professional staff in my unit should consider the needs of international students when establishing 

and implementing policies and procedures. 

     

It is important for staff in my unit to play a role in orienting international students to the 

institution. 

     

Staff in my unit should be able to demonstrate a high degree of intercultural sensitivity when 

providing services to international students. 

     

Staff in my unit should not be expected to serve international students who have limited English 

proficiency. 

     

Serving international students should not be the responsibility of my unit.      
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The Ideal Situation: International Activities 

Jane Knight (2003) defines internationalization as a, “process of integrating an 

international dimension into the research, teaching and services functions of higher 

education” (p. 2). 

 

8. Based on the definition provided above, please indicate the extent to which you agree 

or disagree with each of the following statements. 

 

 Strongly 

Disagree 

Disagree Agree Strongly 

Agree 

Don’t 

Know 

I would like to know more about 

the internationalization strategy at 

my institution. 

     

I wish my unit had more 

involvement in the efforts to 

internationalize the campus. 

     

Internationalization at my 

institution should receive less 

attention. 

     

Internationalization at my 

institution requires greater 

strategy. 

     

There should be a more dedicated 

structure to support 

internationalization activities at 

my institution. 

     

Efforts should be made to increase 

the level of internationalization at 

my institution. 

     

 

Background Information: Professional 

 
9. Which of the following best describes the primary function of your unit? 

 

o To provide a campus support service such as book stores, food services, 

parking, mail services and transportation. 

o To provide services that support the instructional mission and assist students 

to overcome a variety of challenges. 
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o To provide programs, services or activities that focus on developing students 

holistically. 

 

10. What is your working title? 

 

11. In terms of authority, are you the most senior employee (e.g., director) within 

your department? 

o Yes 

o No 

 

12. How many degrees of separation exist between your position and that of the 

President? For instance, if you report directly to the President, then there exists 

one degree of separation. If your direct supervisor reports to the President, then 

there exist two degrees of separation. 

 

13. How many semesters of college-level foreign language courses have you 

completed? 

 

14. Including your mother-tongue, in how many languages are you conversant? 

 

15. How many years have you worked at your institution? 

 

16. How many years have you worked in student services? 

 

17. How do you define an international student? 

 

18. I typically refer an international student to the international student office when 

(check all that apply): 

 

o I have trouble understanding the student because of a heavy accent 

o I have trouble understanding the student because of a low level of English 

language proficiency 

o The student requires more time than I am able to provide 

o The student appears agitated 

o I do not know how to serve the student 

o I am uncertain of what service the student requires 

o Other (please specify)_______________________ 

 

19. What is your highest degree completed? 
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o High School Diploma 

o Bachelor’s 

o Master’s 

o Doctorate 

o Other (please specify)_____________________ 

 

20. What is your age? 

 

21. What is your gender? 

 

22. How do you define your cultural identity? 

 

23. How many times have you traveled outside of the USA? 

 

24. What is the longest period, in months, you have been outside of the USA at one 

time? 

 

25. How many countries have you visited other than the USA? 

 

26. What was the purpose of your international travel (check all that apply)? 

o Pleasure 

o Study 

o Work 

o I have not traveled outside of the United States. 

o Other (please specify)_____________________________ 

 

Additional Comments 

 

27. What are the major challenges you have experienced while serving international 

students? 

 

28. Please list some of the unique services your department provides to international 

students. 

 

29. In what ways do employees in your unit help bridge cultural differences when 

working with international students? 
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30. Is there anything else you would like to add about your view of campus services 

for international students? 

 

31. Are you willing to participate in a follow-up telephone interview? The interview 

would last no more than 30 minutes. 

o Yes 

o No 

 

32. If yes, please provide a telephone number where you can be reached for a follow-

up interview. 

 

33. If you would like to receive a copy of the study's findings, please enter your email 

address. 

Thank you for completing this survey! 
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Appendix E     Semi-structured Interview Protocol 
 

1. Please tell me about your responsibilities with regards to providing services for 

international students.  

2. What do you believe are the major needs of international students in terms of 

campus services? 

3. In what ways has your unit responded to meeting the needs of international 

students? 

4. What are the most critical issues impacting the effectiveness of campus services 

for international students at your institution? 

5. In your opinion, what factors influence how a student affairs administrator views 

his or her role and responsibility in serving international students? 

6. How supportive is senior administration at your institution of providing adequate 

services to international students? 

7. How would an increase in international student enrollment impact your 

department?  

8. Some argue the responsibility to provide services for international students should 

be restricted to a single office staffed by international education specialists while 

others call for this responsibility to be shared across all student affairs units. What 

is your position on this issue? 

9. In the ideal situation, how might student affairs administrators be better prepared 

to serve international students? 
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10. Is there anything else you would like to add regarding your experiences providing 

services for international students? 
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Appendix F     Descriptive Statistics 
 

Descriptive Statistics 

 
N Mean Std. Deviation Variance Skewness Kurtosis 

Statistic Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 

Degrees of Separation 63 3.38 1.054 1.11 .45 .30 .37 .60 

Total Enrollment 72 23839.33 3272.61 10709961.18 -.95 .28 -.20 .56 

Int’l Enrollment as Percent 72 5.8871 1.08 1.16 -.06 .28 -.70 .56 

Int’l Enrollment 72 1376.28 166.72 27795.47 -.06 .28 -1.38 .56 

Amount of international 

activity 

69 2.17 .57 .32 .02 .29 -.07 .57 

Strategic alignment of 

international activity 

68 1.82 .60 .36 .07 .29 -.29 .57 

Student Affairs Function 67 2.30 .68 .46 -.44 .29 -.76 .58 

Professional Domain 72 5.42 2.91 8.47 .03 .28 -1.35 .56 

Position 72 1.68 .47 .22 -.79 .28 -1.41 .56 

Level of Education 71 4.04 .82 .67 -1.53 .29 4.23 .56 

Age 63 44.32 10.69 114.29 .04 .30 -1.04 .60 

Gender 71 1.31 .47 .22 .84 .29 -1.33 .56 

Trips Out of U.S. 62 5.31 5.08 25.82 1.97 .30 4.24 .60 

Longest Period Out of U.S. 54 2.12 7.37 54.31 5.29 .33 30.29 .64 

Countries Visited 64 3.86 3.37 11.33 1.46 .30 2.05 .59 

Type of Services Provided 66 1.50 .73 .53 1.11 .30 -.20 .58 

Valid N (listwise) 48        
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Frequencies 

Institution 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Cleveland State University 10 13.9 13.9 13.9 

Kent State University 25 34.7 34.7 48.6 

Ohio University 9 12.5 12.5 61.1 

The University of Akron 14 19.4 19.4 80.6 

The University of Toledo 14 19.4 19.4 100.0 

Total 72 100.0 100.0  

 

Professional Domain 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Career Services 7 9.7 9.7 9.7 

Counseling Services 7 9.7 9.7 19.4 

Disability Services 12 16.7 16.7 36.1 

Health Services 4 5.6 5.6 41.7 

Judicial Affairs 7 9.7 9.7 51.4 

Legal Services 5 6.9 6.9 58.3 

Residence Services 9 12.5 12.5 70.8 

Student Organizations and 

Leadership 

5 6.9 6.9 77.8 

Student Recreation Services 11 15.3 15.3 93.1 

Student Union 5 6.9 6.9 100.0 

Total 72 100.0 100.0  
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Type of Services Provided 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Services provided by my 

department for international 

student 

42 58.3 63.6 63.6 

My department offers 

special services for 

international stud 

15 20.8 22.7 86.4 

My department offers 

special services to meet the 

diverse ne 

9 12.5 13.6 100.0 

Total 66 91.7 100.0  

Missing System 6 8.3   

Total 72 100.0   

 

 

 

Position 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Manager 23 31.9 31.9 31.9 

Associate 49 68.1 68.1 100.0 

Total 72 100.0 100.0  

 

 

 

Gender 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Female 49 68.1 69.0 69.0 

Male 22 30.6 31.0 100.0 

Total 71 98.6 100.0  

Missing System 1 1.4   

Total 72 100.0   
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Student Affairs Function 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid To provide a campus 

support service such as 

book stores, food services, 

parking, mail services and 

transportation 

8 11.1 11.9 11.9 

To provide services that 

support the instructional 

mission and assist students 

overcome a variety of 

challenges 

31 43.1 46.3 58.2 

To provide programs, 

services or activities that 

focus on developing 

students holistically 

28 38.9 41.8 100.0 

Total 67 93.1 100.0  

Missing System 5 6.9   

Total 72 100.0   

 

Amount of International Activity 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Low 6 8.3 8.7 8.7 

Medium 45 62.5 65.2 73.9 

High 18 25.0 26.1 100.0 

Total 69 95.8 100.0  

Missing System 3 4.2   

Total 72 100.0   
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Strategic Alignment of International Activity 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Low 19 26.4 27.9 27.9 

Medium 42 58.3 61.8 89.7 

High 7 9.7 10.3 100.0 

Total 68 94.4 100.0  

Missing System 4 5.6   

Total 72 100.0   

 

Degrees of Separation from the President 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid 1 1 1.4 1.6 1.6 

2 11 15.3 17.5 19.0 

3 24 33.3 38.1 57.1 

4 20 27.8 31.7 88.9 

5 4 5.6 6.3 95.2 

6 3 4.2 4.8 100.0 

Total 63 87.5 100.0  

Missing System 9 12.5   

Total 72 100.0   

 

Level of Education 

 
Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid High School Diploma 2 2.8 2.8 2.8 

Associate's 1 1.4 1.4 4.2 

Bachelor's 7 9.7 9.9 14.1 

Master's 43 59.7 60.6 74.6 

Doctorate 18 25.0 25.4 100.0 

Total 71 98.6 100.0  

Missing System 1 1.4   

Total 72 100.0   
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Histograms of Scale Variables 
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Appendix G     Reliability Statistics  
 

Reliability Statistics for Scale of Current Views 

 

Case Processing Summary 

 N % 

Cases Valid 66 91.7 

Excluded
a
 6 8.3 

Total 72 100.0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.72 .71 25 
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Item Statistics 

 

Item Statistics 

 Mean Std. Deviation N 

curr_inst1 2.41 .98 66 

curr_inst2 2.50 1.03 66 

curr_inst3R 2.64 1.17 66 

curr_inst4 2.06 1.09 66 

curr_inst5 2.64 1.19 66 

curr_inst6R 1.73 .95 66 

curr_inst7R 1.92 .90 66 

curr_dpt1R 2.36 .89 66 

curr_dpt2 2.55 .83 66 

curr_dpt3 2.95 .79 66 

curr_dpt4 2.03 1.20 66 

curr_dpt5 2.68 1.01 66 

curr_dpt6 2.38 .97 66 

curr_dpt7 1.97 .93 66 

curr_dpt8 2.77 .87 66 

curr_dpt9 2.74 .69 66 

curr_dpt10 1.71 .87 66 

curr_dpt11 1.94 .91 66 

curr_dpt12 2.21 1.07 66 

curr_dpt13 2.98 .75 66 

curr_int1 2.00 1.08 66 

curr_int2 2.09 1.13 66 

curr_int3 2.48 1.32 66 

curr_int4R 1.48 1.35 66 

curr_int5 1.83 1.39 66 

Summary Item Statistics 

 

Summary Item Statistics 

 
Mean Minimum Maximum Range 

Maximum / 

Minimum Variance 

N of 

Items 

Item Means 2.28 1.49 2.99 1.50 2.01 .17 25 

Item Variances 1.06 .47 1.93 1.46 4.09 .15 25 
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Item Total Statistics 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

curr_inst1 54.67 78.47 .39 .69 .70 

curr_inst2 54.58 80.31 .26 .73 .71 

curr_inst3R 54.44 82.71 .10 .38 .73 

curr_inst4 55.02 79.31 .29 .54 .71 

curr_inst5 54.44 78.96 .27 .47 .71 

curr_inst6R 55.35 79.52 .34 .61 .71 

curr_inst7R 55.15 79.92 .34 .53 .71 

curr_dpt1R 54.71 83.38 .12 .34 .72 

curr_dpt2 54.53 82.10 .22 .72 .72 

curr_dpt3 54.12 83.71 .12 .69 .72 

curr_dpt4 55.05 78.38 .30 .42 .71 

curr_dpt5 54.39 80.95 .23 .69 .71 

curr_dpt6 54.70 81.51 .21 .71 .72 

curr_dpt7 55.11 81.82 .21 .49 .72 

curr_dpt8 54.30 84.28 .07 .36 .72 

curr_dpt9 54.33 82.84 .23 .71 .72 

curr_dpt10 55.36 83.93 .09 .31 .72 

curr_dpt11 55.14 84.74 .03 .30 .73 

curr_dpt12 54.86 77.54 .39 .67 .70 

curr_dpt13 54.09 85.13 .03 .53 .73 

curr_int1 55.08 76.84 .43 .71 .70 

curr_int2 54.98 72.82 .62 .66 .68 

curr_int3 54.59 78.62 .25 .56 .71 

curr_int4R 55.59 72.58 .51 .64 .69 

curr_int5 55.24 77.26 .29 .48 .71 

 

Scale Statistics 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

57.08 86.13 9.28 25 
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Reliability Statistics for Scale of Ideal Views 

 

Case Processing Summary 

 N % 

Cases Valid 65 90.3 

Excluded
a
 7 9.7 

Total 72 100.0 

a. Listwise deletion based on all variables in 

the procedure. 

 

Reliability Statistics 

Cronbach's 

Alpha 

Cronbach's 

Alpha Based on 

Standardized 

Items N of Items 

.78 .79 24 
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Item Statistics 

Item Statistics 

 Mean Std. Deviation N 

ideal_inst1 1.86 1.38 65 

ideal_inst2 3.00 .98 65 

ideal_inst3 3.23 .61 65 

ideal_inst4R 2.69 .93 65 

ideal_inst5 3.22 .48 65 

ideal_inst6 3.14 .58 65 

ideal_inst7R 1.97 1.15 65 

ideal_inst8 3.31 .47 65 

ideal_inst9R 2.68 1.00 65 

ideal_dpt1 2.42 .85 65 

ideal_dpt2 2.85 .80 65 

ideal_dpt3R 2.98 .80 65 

ideal_dpt4 2.52 .94 65 

ideal_dpt5 2.82 .85 65 

ideal_dpt6 2.97 .83 65 

ideal_dpt7 3.20 .67 65 

ideal_dpt8R 2.95 .91 65 

ideal_dpt9R 3.28 .67 65 

ideal_int1 2.83 .86 65 

ideal_int2 2.26 1.19 65 

ideal_int3R 2.60 1.24 65 

ideal_int4 2.00 1.45 65 

ideal_int5 1.82 1.41 65 

ideal_int6 2.02 1.44 65 

Summary Item Statistics 

Summary Item Statistics 

 
Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 2.69 1.82 3.31 1.49 1.82 .23 24 

Item Variances .96 .22 2.09 1.88 9.68 .35 24 
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Item Total Statistics 

Item-Total Statistics 

 Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected Item-

Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

ideal_inst1 62.74 77.79 .52 .53 .76 

ideal_inst2 61.60 88.28 .17 .61 .78 

ideal_inst3 61.37 88.24 .33 .68 .78 

ideal_inst4R 61.91 89.18 .13 .34 .79 

ideal_inst5 61.38 90.21 .21 .60 .78 

ideal_inst6 61.46 88.63 .31 .55 .78 

ideal_inst7R 62.63 86.46 .22 .33 .78 

ideal_inst8 61.29 88.49 .42 .58 .78 

ideal_inst9R 61.92 83.01 .46 .67 .77 

ideal_dpt1 62.18 83.81 .51 .62 .77 

ideal_dpt2 61.75 88.22 .24 .40 .78 

ideal_dpt3R 61.62 91.65 .01 .66 .79 

ideal_dpt4 62.08 86.17 .31 .56 .78 

ideal_dpt5 61.78 86.42 .33 .53 .78 

ideal_dpt6 61.63 86.42 .34 .71 .78 

ideal_dpt7 61.40 89.18 .22 .56 .78 

ideal_dpt8R 61.65 89.55 .12 .58 .79 

ideal_dpt9R 61.32 87.25 .37 .58 .78 

ideal_int1 61.77 86.56 .32 .57 .78 

ideal_int2 62.34 82.20 .41 .67 .77 

ideal_int3R 62.00 81.56 .42 .63 .77 

ideal_int4 62.60 81.15 .35 .63 .78 

ideal_int5 62.78 78.95 .46 .68 .77 

ideal_int6 62.58 75.81 .58 .71 .76 
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Scale Statistics 

 

Scale Statistics 

Mean Variance Std. Deviation N of Items 

64.60 92.37 9.61 24 
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Appendix H     Strategic Planning for Internationalization by Institution 
 

 

Amount of International Activity and Strategic Alignment by Institution 

Count 

inst 

Strategic alignment of 

international activity 

Total Low Medium High 

Cleveland State Amount of international 

activity 

Medium 2 3 0 5 

High 1 3 1 5 

Total 3 6 1 10 

Kent State Amount of international 

activity 

Low 1 0 0 1 

Medium 5 11 0 16 

High 2 3 2 7 

Total 8 14 2 24 

Ohio University Amount of international 

activity 

Medium 2 4 0 6 

High 0 1 1 2 

Total 2 5 1 8 

University of 

Akron 

Amount of international 

activity 

Low 0 3  3 

Medium 3 6  9 

High 0 1  1 

Total 3 10  13 

University of 

Toledo 

Amount of international 

activity 

Low 1 1 0 2 

Medium 2 6 0 8 

High 0 0 3 3 

Total 3 7 3 13 

Total Amount of international 

activity 

Low 2 4 0 6 

Medium 14 30 0 44 

High 3 8 7 18 

Total 19 42 7 68 
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Appendix I     Boxplots of Scores and Nominal Variables 
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Appendix J     Spearman’s rho: Ordinal Variables 

Correlations 

 

Curr_T 

Amount of 

international activity 

Strategic alignment 

of international 

activity 

Degrees of 

Separation Level of Education 

Spearman's rho Score on Scale of 

Current Views 

Correlation Coefficient 1.00 .24 .34
**
 -.31

*
 .02 

Sig. (2-tailed) . .05 .00 .01 .87 

N 72 69 68 63 71 

Amount of international 

activity 

Correlation Coefficient .24 1.00 .34
*
 -.14 .07 

Sig. (2-tailed) .05 . .01 .29 .55 

N 69 69 68 63 68 

Strategic alignment of 

international activity 

Correlation Coefficient .34
**
 .34

*
 1.00 -.06 .01 

Sig. (2-tailed) .00 .01 . .65 .94 

N 68 68 68 63 67 

Degrees of Separation Correlation Coefficient -.31
*
 -.14 -.06 1.00 -.07 

Sig. (2-tailed) .01 .29 .65 . .60 

N 63 63 63 63 63 

Level of Education Correlation Coefficient .02 .07 .01 -.07 1.00 

Sig. (2-tailed) .87 .55 .94 .60 . 

N 71 68 67 63 71 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Correlations 

 

Ideal_T 

Amount of 

international activity 

Strategic alignment 

of international 

activity 

Degrees of 

Separation 

Level of 

Education 

Spearman's rho Ideal_T Correlation Coefficient 1.00 .04 -.21 -.24 .21 

Sig. (2-tailed) . .76 .10 .06 .10 

N 67 67 66 63 67 

Amount of international 

activity 

Correlation Coefficient .04 1.00 .34
*
 -.14 .07 

Sig. (2-tailed) .76 . .01 .29 .55 

N 67 69 68 63 68 

Strategic alignment of 

international activity 

Correlation Coefficient -.21 .34
*
 1.00 -.06 .01 

Sig. (2-tailed) .10 .01 . .65 .94 

N 66 68 68 63 67 

Degrees of Separation Correlation Coefficient -.24 -.14 -.06 1.00 -.07 

Sig. (2-tailed) .06 .29 .65 . .60 

N 63 63 63 63 63 

Level of Education Correlation Coefficient .21 .07 .01 -.07 1.00 

Sig. (2-tailed) .10 .55 .94 .60 . 

N 67 68 67 63 71 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Appendix K     Pearson Correlation 

 

 Current 

Score 

Total 

Enroll 

Int’l 

Enroll 

Prct 

Int’l 

Enroll 

Lang 

Course 

Lang 

Spoken 

Yrs at  

Inst 

Yrs in 

Stu 

Srv Age 

Trips 

Out of 

U.S. 

Time 

Out of 

U.S. Countries 

Current Score Pearson Correlation 1 -.02 .06 .11 .28
*
 .26

*
 .19 .24 .17 .12 .19 .16 

Sig. (2-tailed)  .88 .59 .38 .02 .04 .13 .05 .18 .37 .17 .22 

N 72 72 72 72 64 64 67 67 63 62 54 64 

Total Enroll Pearson Correlation -.02 1 -.81
**

 -.00 .10 -.18 -.10 -.11 .02 -.08 .14 .05 

Sig. (2-tailed) .88  .00 .98 .43 .15 .44 .39 .90 .55 .31 .68 

N 72 72 72 72 64 64 67 67 63 62 54 64 

Int’l Enroll 

Prct 

Pearson Correlation .06 -.81
**

 1 .58
**

 -.08 .28
*
 .15 .13 .06 .04 -.08 .07 

Sig. (2-tailed) .59 .00  .00 .53 .02 .23 .29 .66 .78 .57 .58 

N 72 72 72 72 64 64 67 67 63 62 54 64 

Int’l Enroll Pearson Correlation .11 -.00 .58
**

 1 .01 .21 .13 .04 .14 -.05 .06 .17 

Sig. (2-tailed) .38 .98 .00  .93 .10 .30 .76 .28 .70 .68 .18 

N 72 72 72 72 64 64 67 67 63 62 54 64 

Lang Course Pearson Correlation .28
*
 .10 -.08 .01 1 .33

**
 .03 -.09 -.07 -.06 -.02 -.04 

Sig. (2-tailed) .02 .43 .53 .93  .01 .82 .47 .59 .66 .88 .75 

N 64 64 64 64 64 64 64 64 61 60 53 62 

Lang Spoken Pearson Correlation .26
*
 -.18 .28

*
 .21 .33

*
 1 -.02 -.07 .02 .04 -.01 .13 

Sig. (2-tailed) .04 .15 .02 .10 .01  .90 .60 .86 .76 .92 .31 

N 64 64 64 64 64 64 64 64 61 60 53 62 

Yrs at Inst Pearson Correlation .17 -.01 .15 .13 .03 -.02 1 .40
**

 .46
**

 .14 -.13 .00 
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Sig. (2-tailed) .13 .44 .23 .30 .82 .90  .00 .00 .27 .37 .98 

N 67 67 67 67 64 64 67 67 63 62 54 64 

Yrs in Stu Srv Pearson Correlation .24 -.11 .13 .04 -.09 -.07 .40
**

 1 .40
**

 .27
*
 .32

*
 .19 

Sig. (2-tailed) .05 .39 .29 .76 .47 .60 .00  .00 .03 .02 .13 

N 67 67 67 67 64 64 67 67 63 62 54 64 

Age Pearson Correlation .17 .02 .06 .14 -.07 .02 .46
**

 .40
**

 1 .31
*
 .22 .18 

Sig. (2-tailed) .18 .90 .66 .28 .59 .86 .00 .00  .02 .11 .16 

N 63 63 63 63 61 61 63 63 63 61 53 63 

Trips Out of 

U.S. 

Pearson Correlation .12 -.08 .04 -.05 -.06 .04 .14 .27
*
 .31

*
 1 -.08 .48

**
 

Sig. (2-tailed) .37 .55 .78 .70 .66 .76 .27 .03 .02  .56 .00 

N 62 62 62 62 60 60 62 62 61 62 52 62 

Time Out of 

U.S. 

Pearson Correlation .19 .14 -.08 .06 -.02 -.01 -.13 .32
*
 .22 -.08 1 .18 

Sig. (2-tailed) .17 .31 .57 .68 .88 .92 .37 .02 .11 .56  .20 

N 54 54 54 54 53 53 54 54 53 52 54 54 

Countries Pearson Correlation .16 .05 .07 .17 -.042 .13 .00 .19 .18 .48
**

 .18 1 

Sig. (2-tailed) .22 .68 .58 .18 .75 .31 .98 .13 .16 .00 .20  

N 64 64 64 64 62 62 64 64 63 62 54 64 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
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 Ideal 

Score 

Total 

Enroll 

Int’l 

Enroll 

Prct 

Int’l 

Enroll 

Lang 

Course 

Lang 

Spoken 

Yrs at  

Inst 

Yrs in 

Stu 

Srv Age 

Trips 

Out of 

U.S. 

Time 

Out of 

U.S. Countries 

Ideal Score Pearson Correlation 1 -.00 .16 .26
*
 .15 .14 -.01 .08 -.13 .31

*
 -.01 .18 

Sig. (2-tailed)  .97 .19 .04 .25 .28 .96 .54 .32 .01 .94 .16 

N 67 67 67 67 64 64 67 67 63 62 54 64 

Total Enroll Pearson Correlation -.00 1 -.81
**

 -.00 .10 -.18 -.10 -.11 .02 -.08 .14 .05 

Sig. (2-tailed) .97  .00 .98 .43 .15 .44 .39 .90 .55 .31 .68 

N 67 72 72 72 64 64 67 67 63 62 54 64 

Int’l Enroll 

Prct 

Pearson Correlation .16 -.81
**

 1 .58
**

 -.08 .28
*
 .15 .13 .06 .04 -.08 .07 

Sig. (2-tailed) .19 .00  .00 .53 .02 .23 .29 .66 .78 .57 .58 

N 67 72 72 72 64 64 67 67 63 62 54 64 

Int’l Enroll Pearson Correlation .26
*
 -.00 .58

**
 1 .01 .21 .13 .04 .14 -.05 .06 .17 

Sig. (2-tailed) .04 .98 .00  .93 .10 .30 .76 .28 .70 .68 .18 

N 67 72 72 72 64 64 67 67 63 62 54 64 

Lang Course Pearson Correlation .15 .10 -.08 .01 1 .33
**

 .03 -.09 -.07 -.06 -.02 -.04 

Sig. (2-tailed) .25 .43 .53 .93  .01 .82 .47 .59 .66 .88 .75 

N 64 64 64 64 64 64 64 64 61 60 53 62 

Lang Spoken Pearson Correlation .14 -.18 .28
*
 .21 .33

**
 1 -.02 -.10 .02 .04 -.01 .13 

Sig. (2-tailed) .28 .15 .02 .10 .01  .90 .60 .86 .76 .92 .31 

N 64 64 64 64 64 64 64 64 61 60 53 62 

Yrs at Inst Pearson Correlation -.01 -.10 .15 .13 .03 -.02 1 .40
**

 .46
**

 .14 -.13 .00 

Sig. (2-tailed) .96 .44 .23 .30 .82 .90  .00 .00 .27 .37 .98 

N 67 67 67 67 64 64 67 67 63 62 54 64 
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Yrs in Stu Srv Pearson Correlation .08 -.11 .13 .04 -.09 -.070 .40
**

 1 .40
**

 .27
*
 .32

*
 .19 

Sig. (2-tailed) .54 .39 .29 .76 .47 .60 .00  .00 .03 .02 .13 

N 67 67 67 67 64 64 67 67 63 62 54 64 

Age Pearson Correlation -.13 .02 .06 .14 -.07 .02 .46
**

 .40
**

 1 .31
*
 .22 .18 

Sig. (2-tailed) .32 .90 .66 .28 .59 .86 .00 .00  .02 .11 .16 

N 63 63 63 63 61 61 63 63 63 61 53 63 

Trips Out of 

U.S. 

Pearson Correlation .31
*
 -.08 .04 -.05 -.06 .04 .14 .27

*
 .31

*
 1 -.08 .48

**
 

Sig. (2-tailed) .01 .55 .78 .70 .66 .76 .27 .03 .02  .56 .00 

N 62 62 62 62 60 60 62 62 61 62 52 62 

Time Out of 

U.S. 

Pearson Correlation -.01 .14 -.08 .06 -.02 -.01 -.13 .32
*
 .22 -.08 1 .18 

Sig. (2-tailed) .94 .31 .57 .68 .88 .92 .37 .02 .11 .56  .20 

N 54 54 54 54 53 53 54 54 53 52 54 54 

Countries Pearson Correlation .18 .05 .07 .17 -.04 .13 .00 .19 .18 .48
**

 .18 1 

Sig. (2-tailed) .16 .68 .58 .18 .75 .31 .98 .13 .16 .00 .20  

N 64 64 64 64 62 62 64 64 63 62 54 64 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Appendix L     Spearman’s rho: Scale Variables 
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*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 



 

 285 

 
 



 

 286 

 
 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 
 

 

 

 


