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Title of project: The International Student’s Voice: can it make a difference? 
International Degrees - Enhancing the International Student Learning Experience  

SUMMARY 

Provide a short description of the project 

The project involved primarily the students and staff (academic and administrative) of the 
postgraduate School of International Studies (SIS) at Trento University, as well as administrative staff 
at all levels in many off the universities support services, from the International Office to the 
Information and Communication Office, from the office responsible for QA to the Accommodation 
Office. 

The project, which had the overarching aim of improving the integration and experience of 
international students and thereby improving that of local students, operated on two different levels, 
both formal and informal QA and QE processes. 

On the formal level the project focused on the actions, effectiveness and impact of the newly 
instituted Student-Teacher Committee (Commissione Paritetico), which counted the very first 
international student representative at the University of Trento among its members. The actions of 
this Committee impact directly on the learning experience of all students at the SIS. 

On the informal level, a series of workshops and projects with international and local students 
produced a series of concrete outcomes (some still a work in progress) which were presented to 
other stakeholders (academic staff and administrators) which are having considerable impact at all 
levels.  
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BACKGROUND/CONTEXT  

Why was this project chosen for implementation (out of the potential projects initiatives 
identified by your institution in the SPEAQ first year activities)? 

As the university has no policy regarding internationalisation and international Master’s and no 
language policy, each degree course deals with (the problems of) the integration of international 
students in an ad hoc way. This project aimed to identify actions and outcomes which move towards 
enhancing the experience of international students both initially and during their whole period at 
Trento. 

By disseminating the outcomes of the project to the competent administrative offices within the 
broader university context, it is hoped the university will start introducing policy which will be 
beneficial to all students, not only international.  

What immediate needs did the project answer? 

International students have expressed difficulty in integrating into the Italian education system from 
the point of view of degree structure and organisation, understanding what is required of them and 
also what is expected of them. Moreover, their initial expectations of studying on an ‘international’ 
degree are not always met. Much of this misunderstanding can be traced back to a lack of 
transparency and clarity in and even availability of information in English or even in Italian. 
 

OBJECTIVES  

Indicate aims (as bullets) 

The project’s original aims (as stated in the SPEAQ poster)  were to “enhance the learning experience 

of International Students at the University through formal and informal QA and QE mechanisms. We 

aim to do this by: 

• producing study guidelines for International Students to promote swifter and improved integration 

into the new learning context 

• inviting and, wherever possible, acting upon suggestions regarding all aspects of the learning 

experience including information/communication channels, student support and services, formal and 

informal QA channels and processes and classroom learning. 

• helping shape policy decisions regarding international students/internationalisation 

By enhancing the learning experience of international students, it is hoped that the home students will 

also benefit from any changes introduced”. 

The Project Implementation Plan also stated as aims: 

 ‘sensitising professors to the problems international (and home) students face. Introducing and 

promoting the idea of a multicultural classroom’. 

Developing an environment where the student voice (international and home) is actually listened to 

and more importantly acted upon through the appropriate channels.’ 

In line with a reflective approach to QA&E (see Lanqua model), while the aims at the more formal 

level remained the same, the project adapted its aims at the more informal level. 

Regarding more informal mechanisms, in light of the outcomes of workshops with international and 

later also national students, the project changed its focus to accommodate some of the issues raised. 

More specifically, rather than focus (only) on study guidelines, the project shifted its focus to 

improving information and communication channels in general, not only for prospective international 

students but more importantly (from their view) with the outside world in general via the website and 

other online media. The question of enhancing the School’s visibility and image were perceived as a 

major priority and thus became the main aim at this level. 
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Were the objectives set achieved? If not, why not? 

Regarding the (revised) immediate objectives of improving information and communication 
channels the objectives have definitely been achieved. 
Regarding the more general objective of having an impact on policy, it is rather early to say, 
but the indications from the highest levels are that the project has had wide-reaching impact. 
Regarding the general objective of giving the students a voice and acting on what they say then both 
on a formal and informal level this objective has definitely been achieved. 
Regarding the aim of sensitising professors to the implications of international programmes and 
introducing and promoting the  idea of a multicultural classroom there are indications some progress 
has been made, but only in individual cases. Administrators were more sensitive to proposals for 
facilitating integration into the Italian academic world and broader culture.  

ACTIONS/ACTIVITIES 
Describe the actions completed and provide photos from any of the activities, if available. 

The more formal QA processes have provided a forum for discussion and have increased, to a 
certain extent, the academic staff’s awareness of some of the issues involved and resulted in 
moves towards addressing some of the issues. The informal processes, driven by the students, 
have focused on concrete outcomes which meet many of the failings of the pre-existing 
communication and information channels. More specifically: 
 
At the formal level several actions have resulted from QA processes, in particular the Student-
Teacher Committee but also during official meetings with the Academic Senate and other high 
level administrators: 

 To help address the great disparities in knowledge and understanding at the beginning of the 
degree course (graduates from different disciplines are admitted to the multidisciplinary 
course in international studies), core discipline professors have written a self evaluation test 
and produced a recommended reading list and recommendations to prepare for study on the 
degree course. These were posted online in May. After the admissions procedure is 
completed in July, students who may have certain weaknesses will be contacted individually 
and encouraged to address these weaknesses before starting the course. 

 Students calls for more opportunities to study abroad (despite Trento offering more 
opportunities than any other Italian university) have been met with the institution of a 
double degree with Prague University and possible new partnerships with universities in 
Asia, North America and Europe. 

 Problems relating to the timetabling of language lessons at the Language Centre and 
guaranteeing courses at B2 in all languages (hitherto not always on offer at the Language 
Centre) have been resolved 

 Measures have been taken to increase contacts with employers in the private sector and not 
only the public and NGO sectors 

 
Meetings with various administrators in the International Office have also been fruitful. The 
Welcome Office has redesigned its Welcome Package (relating to practical issues such as Residence 
permits, bus passes, student cards, etc) to make it simpler and more effective. From a file of printed 
paper it has become a brightly colour coded chart printed in leaflet form. The Welcome office has 
embraced the idea of having ‘international tutors’ similar to those available to help first year 
students understand how the university system works. This idea would need approval at the level of 
the Academic Senate and is currently still only a proposal. 

At the informal level, several actions have resulted in concrete outcomes (deliverables), these 
actions included: 
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 Informal meetings with the student representatives on the Student-Teacher Committee to 
discuss feedback from student meetings and plan strategies for discussions in the formal 
forum 

 Interactive workshop with international students – brainstorming sessions and group 
activities (Invitation to the workshop Annex 1, Poster Annex 2) 

 Project workshops – following on from interactive workshop. Each group worked on a 
possible action which would result in a deliverable. These projects focused on improving 
information channels, the visibility of the SIS and communication channels in general. Weekly 
workshops were held to report back on and discuss progress. 

 Dissemination/Project Presentation – a presentation of the deliverables during an open 
forum on 14th May to an audience of fellow students, Director of the SIS, teachers and 
administrative staff met with great success. (Event Flier Annex 3, Event Poster Annex 4, 
Photos of event in Annex 5) 

 Further workshops and meetings during the spring and summer, in particular with 
international students to develop the project further and translate proposals into actions, 
such as preparing a guide for prospective and newly arrived international students. (Data 
collection survey responses - Annex 6, photos of final group meeting on July 23rd - Annex 7) 
 

Choose one activity and detail as an illustrative case study/example of the work carried 
out in the institution 
The  project workshops involved international and local students. 
These were based on the issues identified in the interactive workshop which students felt could be 
realistically addressed in the time frame of the project. A decision was made NOT to address issues 
relating to such things as making course content more ‘professional’ or discussing the learning 
objectives of the degree course as while these are of great importance, they felt they were too 
abstract and delicate to be addressed within the project. 
Each step involved a similar format: whole group brainstorming/discussion session – smaller groups 
focusing on specific aspects – whole group feedback sessions. 
One student, an international student, was elected coordinator. This student worked with all groups 
to ensure a degree of uniformity in procedure and focus. A great deal of work was carried on among 
the students with no supervision from the project leader (me). 

Step 1  - a SWOT analysis of the current situation (in specific groups and then whole group feedback . 

 Information on the website in general 

 For prospective students (not user friendly or particularly clear) 

 For international students (only at UNITN level, nothing specific) 

 FAQ page (inexistent) 

 Website organisation (not logical) 

 Website impact (image) 

 Alumni network (inexistent) 

 Marketing materials (internet based and paper based) 

 Social media (none) 

Step 2 – identifying deliverable outcomes for each aspect/initiative 

 Brainstorming, negotiating, ranking 

Step 3 – project proper 

 Researching other universities 

 Planning deliverable on paper 

 Researching software or other tools needed to create the deliverable 

 Discussing deliverable with project leader and other project groups 
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 Creating the deliverable 

Step 4 – revising the deliverable 

 Illustrating the deliverable to the whole group 

 Feedback on the deliverable 

 Editing the deliverable 

Step 5 – presenting the project  

 Planning the presentation 

 Drafting the invitation and flier for the presentation 

 Delivering the presentation of the deliverables 
 

For a more detailed overview of the different parts of the project, see Annex 8. 
 
Follow up 

After the presentation, the Director contacted the Vice Rector (also Rector’s Delegate for Didactics), 
the Head of Services, the Head of Communication and Information and the Rector’s Delegate for 
Internationalisation to inform them of the project. A series of meetings with the Institutional 
Coordinator and various actors were held and all the demo deliverables will be made official. To do 
this the students have been invited to collaborate with the competent offices and experts who have 
the technical know how. 

Did you cover all the activities planned for? If not, why not and where are you at? Are 
there intentions to complete the activities not covered in the future?  
AS far as activities are concerned far more activities were carried out than planned for, even though 
the project took a while to get underway for bureaucratic reasons. 
 

Please provide a summary of the feedback regarding the activities from the stakeholders 
participating in your partner project  

Formal QA processes 
The student members of the Student-Teacher Committee filled out a questionnaire 
The teachers on the Student-Teacher Committee have not yet done this 
Informal QA processes 
Each group produced a project report. 
Students also filled out a questionnaire to comment on the project and its impact. 
Administrative staff continue to comment informally on the project. 
ALL the teaching staff who attended the presentation wrote to the institutional coordinator with 
comments and further suggestions and requests for links to the materials 
All competent offices have given very positive feedback on the initiative and welcomed the students 
continued contribution. 
Below are a sample of feedback from the various stakeholders: 
 
Students: “the fact that all stakeholders (i.e. students, professors, MEIS staff) got together to 

discuss, evaluate, and propose eventual changes for the MEIS' structure “ 
“In short, I think the project left this spirit of a communitiy [sic] which gets together to discuss 
the best prospect for itself.” 
“the project has had a huge impact not only on our mates and professors but also outside the 

school. I am happpy [sic] with the result, I think we all have done our best” 
 
For further student comments see Annexes 9 and 10.  
 
Teachers: Please note some of these comments are translated, for the original statements see Annex 
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11. 
In response to the Presentation on May 14th: “I don’t know about you, but after the students’ 
presentation today I felt relieved: at the end of the day, all the chaos and the steeplechase race we 
are faced with (referring to the QA Agency’s newly introduced processes) actually serve a purpose. 
They were truly good.” 
With reference to the project: “I would also like to add, apart from the communicative and language 
aspects, [the project] has achieved a miracle: transform potential complaints into constructive 
proposals.” 
Questionnaire responses: “I found the interaction between students and teachers at once very 
respectful of the respective roles and very constructive” 
“As I have understood it your project has instigated a series of reflections at the central [office] level“ 
“A small-scale project like this working on issues that can be addressed relatively easily can 

help create the right atmosphere at the School and help give the School an identity.” 
 “As the students suggested, the project should continue with a working group of students 

and teachers and I would be very happy to participate.” 
 
For further comments see Annex 11 
 
Administrator: 
Commenting on the most valuable aspects of the project: “Realising that the students feel they 

belong to the SIS (School of International Studies), they identify with the objectives the 
School aims to achieve.” 
Commenting on the impact: “From the point of view of the SIS, the impact is extremely 

positive. We are now waiting for the central offices to embrace (accept) these proposals and 
for them to create the conditions to implement them and thus meet the students’ needs. It is 
very important they accept that a change is needed in how the SIS/the degree is presented 
to the outside world, it has to become more ‘oriented towards the outside’ [general public] 
Commenting on what he/she learned from the project: “[We need to] Depart from the UNITN 
(University of Trento) perspective which is too focused on itself, fully understand the 
importance of effective communication, identify the instruments the School can adopt to meet 
the students’ needs” 
For further comments see Annex 12 
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DELIVERABLES 

Describe the deliverables produced, i.e. podcasts, worksheets, blogs, wikis, interactive 
quizzes etc. (and provide as annex)  
 
Pages on SIS website 
FAQs 
Video 
Facebook Page 
Facebook Group 
LinkedIn page 
 
See the flyer (Annex 1) for the official presentation of the deliverables. 
To view the demo website, facebook page and video go to the following links.  
Website: 

http://sismeis.wix.com/sismeis  
Please note this is a demo website. The students had no previous experience of webcreation and did 
all this work unsupervised and without any technical know how. 
FACEBOOK GROUP  
https://www.facebook.com/pages/MEIS-Alumni-Network/461603733914337  
VIDEO 

 

Please note these are only DEMO deliverables. The language has NOT been corrected (this was not 
considered part of the project), nor has the actual content been in any way edited in these DEMO 
materials. Access to the facebook group is not available for privacy reasons (it is intended as a closed 
group).  

Once the official deliverables have been finished (September?) the links will be added to this report.  

Include the list of deliverables you are annexing  
FLYER 
 
 

Were the deliverables anticipated achieved? If not, why not. 

The guide to studying at the SIS for incoming international student is still at Step 3 and will not be 
ready till the end of August early September.  

Update: After online consultation with international students (Annex 8) a further meeting with 
international students (23 July – photos in Annex 9), meetings with the degree course tutor (a PhD 
student who has been appointed to follow up on the project) and a meeting with head of 
communications and the webteam, it was decided that dedicated pages would be created on the 
website to answer students’ questions and to provide the key information outlined by students (with 
some editing). This same information would then be put in a pdf file in a download box. For reasons 
of economy and also relevance, it was decided a hard copy guide would not be the best solution, not 
least because in electronic form, this information can be constantly updated. These pages are 
currently being created. 
 

Please provide a summary of the feedback regarding the deliverables from the 
stakeholders participating in your partner project.  

Students: See Annexes 2, 3 & 4 

https://webmail.unitn.it/owa/redir.aspx?C=ICOFarR7ikmFNLp0Ago_Q6aLVibLKtBI5TNVDdHkVfE5PElttF4Y7l7YCRmRcd-Z37n3g1u_EoM.&URL=http%3a%2f%2fsismeis.wix.com%2fsismeis
https://www.facebook.com/pages/MEIS-Alumni-Network/461603733914337
https://webmail.unitn.it/owa/redir.aspx?C=ImcxEV2YE0C63cGJFxBKuCJTpDqRKtBISlIRiRd_dj1XxByBOZpqkbrNRL0EkE1drm7CfdAOMd8.&URL=http%3a%2f%2fwww.dailymotion.com%2fit%2frelevance%2fsearch%2fan%2bameising%2bproject%2f1%23video%3dxzuiqr
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Teachers: All teachers present at the presentation of the project embraced all the proposals and 
those in positions of responsibility have taken action to ensure the initiative does not remain on 
(virtual) paper. 
 
Administrators: The fact that administrators are doing everything they can to make the ‘demo’ 
deliverables become fully operative speaks more than any words. However, all administrators have 
expressed their admiration for the students’ commitment and work on the project. 
 
 

 

IMPACT 

Describe the impact the project has had. 
The project has had several impacts. 

For the formal QA processes the project has helped ensure the student voice is heeded and actions  
undertaken to address the issues identified. Moreover, a very proactive atmosphere was instilled and 
all stakeholders agreed these new processes have a purpose and are not just a box ticking exercise. 
Even if one of the teachers on the committee initially saw it as a bureaucratic imposition. The 
positive impact of the S-T committee can be seen in the student feedback on its functioning – see 
Annexe 2 

For the informal QA processes 
As mentioned above, the impact has been immense at the local level (within the School) but has also 
reached the highest levels. The collaboration between the students involved in the project and the 
pertinent administrators, experts etc is continuing over the summer. 

 

Did the project have the impact envisaged? If not, why not. 
The impact has been far greater than ever envisaged. This has been very gratifying for the students 
involved. The fact that they are still willing to collaborate on the project, even though the foreseen 
activity period is over, is evidence of the positive impact such a project can have. 

While the aim of sensitising professors to the implications of international programmes was not fully 
achieved, the project has had some impact on this front. Individual teachers have responded to some 
of the students comments and suggestions from the Workshop with International Students, in 
particular regarding the level of teachers language and teachers’ awareness of how to deal with 
international students and their differing learning styles.  

 

Please provide a summary of the feedback regarding the impact from the stakeholders 
participating in your partner project  

See Annexes 2, 3 & 4 for student feedback, Annex 10 for Teachers’ feedback and Annex 11 for 
Administrative staff feedback.  
I think the feedback is proof that including students in QA processes not only improves courses and 
services but also the creates a true ‘learning community’, fostering a real Quality Culture.  This is 
perhaps the most satisfying aspect of the whole project. Whether other courses can replicate this 
kind of community will depend to a great extent on the Degree Board’s approach to the Student-
Teacher Committee and related initiatives to promote student-teacher interaction/dialogue.  
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MONITORING AND EVALUATION  

Describe ways you evaluated the activities and the outcomes 

For the formal QA processes, which are entirely new in the UNITN context, the monitoring consisted 
in seeing how far the processes actually took account of the student voice. The informal meetings 
with students were invaluable to this end.  

Update: The representatives of the Student-Teacher committee have taken their role very seriously 
and continue to engage with the whole student body in further meetings and have designed a 
questionnaire for both the new intake and second year students for further suggestions and input. 

For the informal processes, each activity was the natural progression of the previous one, and the 
activities formed a part of a reflective circle. The continual discussion and evaluation of each 
initiative  both at small group level and whole project group level in the weekly workshops, to finally 
present and discuss the deliverables with the whole School ensured continual monitoring and 
evaluation.  

The next (ongoing) step involves experts and professionals and administrators who are stepping in to 
provide professional input and advice. This is also a continuation of the quality circle.  

Feedback questionnaires were administered to all three stakeholder groups for final evaluation. To 
sum up by quoting a student “The outcomes exceeded my expectations. 

 

How did the project address the quality assurance agenda of your institution?  
On two levels  

– formal through the newly instituted Teacher-Student committee 
– informally, through a student driven project on improving the experience of students on the 

MEIS 

 

How did the project connect the three quality circles and with what effect?  
- at the formal level T-S committee already connected the three levels as students, teachers 

and administrators were present at the formal meetings, though administrators were not 
present at the informal meetings. In addition, the official reports produced by the committee 
were then presented at various institutional levels, with varying degrees of detail, to then be 
uploaded onto the Ministry platform for inclusion in the institutional QA processes 

- at the informal level, while the majority of the actions took place at the student level, there 
was continuous discussion with teachers and after the presentation of the 
deliverables/outcomes, there was much discussion also with administrators. 

 

What were the major difficulties encountered?  
Given the context, while the students would have liked to also address issues regarding the content 
of the degree course, this idea was abandoned for two reasons: firstly, students had not realised that 
the structure of the degree course depended largely on ministerial regulations (e.g. the fact that the 
Ministry stipulates which core subjects must be studied, that there is a maximum number of 
electives, currently 18 credits out of 120, that foreign students must have a ‘fluent’ knowledge of 
Italian, that all graduates must study a second foreign language other than English which cannot be 
Italian, etc). Moreover, for political reasons it was thought that while the students could express their 
opinions regarding what they would like to see included in the degree course, this project was 
beyond their remit/power and would not produce any short term outcomes, not least because the 
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Ministry decreed that no changes could be made to any degree course in Italy until 2014-2015.  

 

What kinds of constraints or impositions affected the implementation, if any? 

- at a formal level the main imposition was in the form opting for feasible actions. The University 

system in Italy is undergoing serious constraints both in terms of finance and regulations. The 

student representatives knew nothing of some of the restrictions, and the informal meetings 

were particularly useful in helping them understand why certain decisions were made regarding 

the structure of the course, though meant some of their suggestions had to be discarded. 

- at the informal level, once the project’s aims had been redefined to address issues relating to 

communication and information and to include home as well as international students, the only 

impositions were of a technical nature (copyright for music, use of software to create a demo 

website etc) 
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DISSEMINATION 

Describe dissemination methods applied/envisaged and provide photos from any 
dissemination events, if available 
The project was presented to the whole School on May 14th (see Flier in Annex 1 and Invitations in 
Annexes 5 & 6). As any activity at the university has to be either a lesson, seminar, workshop or 
conference to qualify for booking space, the first open discussion with stakeholders was advertised 
as a workshop and the project was presented as an ‘Open Forum’ as part of the Advanced English 
Workshop. All students participating in the project were also part of the Advanced English Workshop. 
There is an audio recording of the first Workshop in April and the second Forum was video recorded. 
Some stills from this recording will be uploaded in the near future. 
 
Informal dissemination among colleagues has taken place over the whole two years of the project, in 
particular among colleagues at the SIS and language teachers at the Language Centre. 
The project was also presented at a meeting with all the School Staff, the whole of the Academic 
Senate, the head of student services and the Rector in June 2013. 
 
Further informal dissemination took place at a meeting of another EU-LLP project directly related to 
this project, namely the Intl-Uni regarding the quality of International Programmes at a meeting in 
Warsaw on 5-7 June of this year.  
 
The University quarterly periodical asked us to write an article for the December 2013 issue. Given 
the fact this was a student-driven project, it was thought more appropriate for the students to write 
this article, rather than the local coordinator. 

 

Please provide a summary of the feedback regarding the dissemination from the 
stakeholders participating in your partner project  

The success of the dissemination events has led to the realisation of the project ‘proper’. Indeed, the 
links to the demos and the video have been forwarded to every relative office and to the Vice Rector 
who has given his full backing to the project. The University Communication Office will also use the 
ideas presented to improve communication on other international degrees at the University.  

CONTINUATION/MULTIPLICATION/EXPLOITATION 

Describe continuation/multiplication/exploitation plan, if appropriate.    
As already described above, this project is on-going. Some of the deliverables are not yet complete, 
but will be by the end of September. Others are undergoing professional input to enhance them 
further. The project can be easily replicated on other courses across the University. Indeed, the Head 
of Communications is using the work carried out at the school as a pilot project to improve 
communication across the university. The Rector’s Delegate for Didactics and Internationalisation is 
also extremely interested in how we are now setting up an Alumni network. This might not be 
something new for most European Universities, but at Trento no such thing currently exists. He is 
also interested in student testimonials and developing these in a coherent way across the website. 
In brief, the project’s pragmatic approach and focus on concrete deliverables which can be replicated 
on any degree course has had great impact at many levels. 
The School has appointed a Professor to coordinate the Alumni network and a tutor to coordinate 
the new webpages.  
The Student- Teacher committee has continued to be active and the students have styled their own 
questionnaire for further input from the whole student body. Informal and formal meetings between 
all stakeholders continue to take place. 
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