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Abstract

:

Student eXperience (SX) is a particular case of Customer eXperience (CX). It consists of all the physical and emotional perceptions that a student or future student experiences in response to interaction with products, systems, or services provided by a Higher Education Institution (HEI). SX has three dimensions: (1) social, (2) educational, and (3) personal. Currently, there is a lack of studies that address cultural aspects as an impact factor in the SX dimensions. The development of a model that encompasses these aspects would serve to develop solutions that improve the quality of education and the student’s overall well-being. A holistic SX model would better address the student’s environmental problems, and the SX evaluation. We present a proposal for a holistic SX model focused on undergraduate students that includes culture as a factor related to the SX dimensions. This model allows for developing holistic student solutions that could increase the HEIs perceived quality, student academic performance, and retention rates.
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1. Introduction


The Student eXperience (SX) concept consists of all the physical and emotional perceptions and responses that a student or future student experiences in reaction to interaction with the products, systems, or services provided by a Higher Education Institution (HEI), as well as the interactions with people related to them, both inside and outside of academic spaces [1]. SX is derived from Customer eXperience (CX), of which it is a special case. This is because, during their academic life, students are consumers of HEI’s products, systems, and/or services.



SX has acquired great relevance due to the COVID-19 health crisis and the constant worldwide migratory waves. This occurs due to the inherent needs of current educational systems: the need to improve the quality of education, improve the positioning of HEIs, and improve overall student satisfaction. Despite the relevance that the concept has acquired, there is no generally agreed definition of SX in the literature.



Due to the need to have a formal SX definition with a focus on CX and to detect the dimensions and factors that influence it, a Systematic Literature Review (SLR) was carried out in relation to the SX concept, their evaluation methods, and their factors/attributes. As a result of the SLR, a definition of SX was suggested, and three dimensions were detected, each one influenced by various factors of the students’ academic and non-academic environment: (1) social, (2) educational, and (3) personal. Detection of these elements makes it possible to develop solutions that improve student satisfaction by considering aspects that may influence their interactions and reactions. The possibility of expanding or refining our SX model and developing a holistic model that includes some elements that can optimize student satisfaction is evident.



We believe that the national culture plays a vital role in the academic and non-academic life of students, such as performance in certain disciplines [2] or the student adaptation process in their first academic year. Culture could also be directly related to student subjective well-being [3] and mental health. Bearing in mind that cultural aspects are usually manifested in the SX dimensions, we have set out to develop a SX model that explicitly incorporates cultural aspects, focusing on undergraduate students. In this way, student solutions could better meet their needs by considering the aspects inherent to them. Moreover, the perceptions and expectations of people about certain events usually vary from culture to culture. The development of a SX model that incorporates cultural aspects consists of a four-stage process. The model could be used to develop a wide range of SX solutions and tools. The proposed model is theoretical and aims to identify the factors, relationships, and conceptual links between culture and SX. It is based on previously validated models, such as the Hofstede national culture model [4], and literature from related fields.



This paper is organized as follows. Section 2 introduces the theoretical background and concepts key to understanding our proposal. Section 3 presents the related work. Section 4 presents an analysis of cultural aspects in the SX dimensions. In Section 5 we present the definition of the SX dimensions and a matrix that relates the factors of the SX and the Hofstede national culture model. In Section 6 we include the limitations of our work. Finally, in Section 7, conclusions and future work are presented.




2. Theoretical Background


2.1. User eXperience (UX)


The concept of user experience (UX) refers to the subjective perceptions of the use of goods and services by a user in a specific context. The UX concept is defined by the ISO 9241-210 standard as “the person’s perceptions and responses resulting from the use and/or anticipated use of a product, system or service.” UX incorporates some factors such as emotions, personal beliefs/preferences, physiological/psychological responses, behaviors, and perceptions before/after consumption [5].



UX is closely related to the Human–Computer Interaction (HCI) field [6] since the ways in which users interact with digital products is a novelty compared to previous decades. This is important considering that modern students are users of computer systems provided by HEIs, so UX (and Customer eXperience) educational solutions must consider interactions with technological media with approaches from an HCI perspective.




2.2. Customer eXperience (CX)


The CX concept extends the analysis of user interactions with a single UX product, system, or service to all interactions with a brand, across the products, systems, and services it offers. These concepts are relevant in our study since, as customers, students are users of the services, products, and systems offered by higher education institutions (HEIs).



The CX term is widely used today in areas such as marketing, psychology, sociology, design, computer science, and HCI. Despite this, it does not have a unique standardized definition. CX has been defined as the “physical and emotional experiences occurring through the interactions with the product and/or service offering of a brand from point of first direct, conscious contact, through the total journey to the post-consumption stage” [7]. Lemon and Verhoef, on the other hand, defined CX as a “multidimensional construct focusing on a customer’s cognitive, emotional, behavioral, sensory, and social responses to a firm’s offerings during the customer’s entire purchase journey” [8]. Any SX proposal from a CX perspective must consider aspects of consumers’ lives, since their interactions, expectations, and perceptions tend to be subjective. The CX evaluation process is more complex than the UX one, also considering that CX analyzes multiple interactions in a much broader (time) consumption horizon than UX.



Gentile et al. (2007) suggest that CX has six dimensions [9]: (1) the emotional dimension, which involves the affective system, through the generation of moods, feelings, and emotions; (2) the sensory dimension, which involves stimulation that affects the customers senses; (3) the cognitive dimension, which is involved in conscious and thinking mental processes; (4) the pragmatic dimension, which is involved in the practical act or process of doing something; (5) the lifestyle dimension, which is related to the values, thoughts, beliefs, and lifestyles behaviors of a person; and (6) the relational dimension, which involves the person, in addition to his social context and relationships with other people. We find it pertinent to use this CX model because it incorporates the main types of value for customers [10], among which we could classify students based on consumption focused on efficiency, excellence, status, ethics, or spirituality. This is based, not necessarily on the disciplines that the student studies in the HEIs, but also on the personal motivations to study and their enthusiasm towards the contracted service.




2.3. Student eXperience (SX)


The Student eXperience (SX) is a widely used concept, which lacks a general agreement regarding its meaning [11]. The given use of the concept usually has relevance in specific contexts. Even so, the concept of SX is clearly related to the satisfaction and needs of students. Since its inception, it has been used mainly in academic environments, but over time it has been observed that SX includes aspects that go beyond the classroom and reach aspects of the students’ daily life. Douglas et al. (2008) defined SX within the academic area as the “experience of higher education teaching, learning and assessment and their experience of other university ancillary service aspects” [12]. As mentioned, the concept has been used outside the academic sphere. This is the case with some authors who use the “total student experience” concept to refer to students’ experiences in broader contexts than the classroom [13,14].



We recently carried out a SLR on the SX concept [1]. As a result of this work, it was possible to define the concept from a CX perspective, where the students are a particular type of customer. In this way, the SX are all the physical and emotional perceptions and reactions that a student or future student experiences in response to interaction with the products, systems, or services provided by a HEI, and interactions with people related to the academic field, both inside and outside of academic space. In this SLR we also identified that SX has three dimensions (see Figure 1). This is based on the factors commonly treated in investigations in the educational field and student experience evaluation methods. The three SX dimensions are:




	
Social: This dimension is related to community relationships and institutional engagement. Although students constantly interact with people in a society, this dimension focuses on interpersonal relationships within HEIs (student–student) and especially interactions with staff (student–administrative and student–educator for example). Along with the interactions, this dimension analyzes the feeling of institutional belonging, or engagement, of the students.



	
Educational: This dimension is related to Students’ Learning Engagement, Higher Education Quality, Learning Resources/Learning Environment, and Educational/Support Services. This dimension encompasses any aspect that focuses on promoting an adequate educational environment or maximizing the educational outcomes of students (teaching methodologies, technological infrastructure, educational support networks). Consequently, these aspects translate into a positive perception of the quality of the HEI, which is why quality has been incorporated into this dimension.



	
Personal: This dimension is related to student development and outcomes, student feelings and emotions, environment relationship, student thoughts, and students’ identity and background. Personal aspects of each student’s life that may influence interactions and perceptions with HEI services and products are considered. This dimension encompasses aspects related to culture, socioeconomic level, disabilities, personal aspirations, family structure, and leisure, among others.








In the detected SX dimensions in the literature, poor analysis of cultural aspects was observed. We consider this a problem since cultural aspects are especially relevant in SX. This is in view of the role played by cultural capital in studies (learning outcomes) and the cultural identity of international students in their personal adaptation process [15,16,17].



Culture acts transversally at the level of various factors that make up the SX, as evidenced in later sections. SX includes, per se, factors related to retention rates [18,19] and academic performance [20]. Solutions that seek to improve student satisfaction also have a direct impact on the quality perceived by students, since satisfaction is noted as an indicator of quality in HEIs [13,21]. In addition, some technological solutions can have a positive influence on students’ perceptions and, therefore, on their satisfaction. Culture has been related to the technological interaction of consumers with some of these solutions [22,23,24,25]. In this way, culture may influence students’ psychopedagogical aspects, which could influence the HEIs perceived quality based on academic performance, retention rates, and direct evaluation by students.



As a result of this, we propose an SX model that incorporates traditionally ignored cultural elements to subsequently develop tools that allow for better SX evaluation and support.



This model focuses on undergraduate students in HEIs. The use of this model at higher levels, such as graduate or postgraduate studies, may not effectively reflect the real needs and expectations of students.




2.4. Culture


Culture is a fundamental element in our societies. Analyzing culture could help to explain the way in which students relate to their environment and perceive external stimuli. Hofstede (2001) defined culture as “the collective programming of the mind that distinguishes the members of one group or category of people from another” [4].



The cultural factors analysis is especially important in the cases of refugee and exchange students. This is because these students are more likely to have culture shock when their values come into conflict with those of the local people. Also, understanding students’ cultural background plays an important role when implementing teaching methodologies and promoting HEI inclusion policies.



The cultural dimensions used to develop our SX model correspond to those of Hofstede’s National Culture model [4]. Hofstede’s national culture dimensions were developed in 1980 from the results of a large perception survey of workers in IBM offices, conducted between the 1960s and 1970s. The results of the surveys were subjected to statistical factor analysis by Hofstede, who was able to establish causal relationships between the behaviors and perceptions of people belonging to specific national cultures, defining four initial national culture dimensions. In 1991, Chinese sociologists conducted a cultural study that established a national culture dimension referring to the long-/short-term orientation of individuals in a society [26]. Hofstede included this dimension in his model later [27]. The addition of the sixth national culture dimension, referring to indulgence and restraint, and the verification of the previous five dimensions was carried out after Minkov’s studies on data from the World Values Survey [28].



The choice of Hofstede’s cultural model is because it has been widely validated after multiple practical applications. Additionally, this model has incorporated more dimensional elements over time [29] and the dimensions of other cultural models have a direct (correlational) relationship with the dimensions proposed by Hofstede [30,31,32].



CX or UX solutions that incorporate cultural factors are not new [33]. The positive results in the industry when considering cultural elements in solutions have been an incentive to develop an SX model that includes cultural dimensions. Table 1 details the six national culture dimensions proposed by Hofstede and their respective abbreviations.



The identification of SX cultural aspects allowed us to analyze the satisfaction or dissatisfaction that students experience throughout their university life. In simple terms, studying the cultural factors involved in students’ interactions with HEIs gives us important insights into how we can improve their holistic experience. This is ideally framed in an SX evaluation process.





3. Related Work


Carrying out our SX model with cultural aspects required defining the SX and national culture factors to incorporate. Regarding the SX factors to be incorporated into the model, these were based on a SLR on the concept of SX, the factors and dimensions that constitute it, and its traditional evaluation methods. Prior to our SLR, we worked on nonsystematic reviews on the SX concept [11] and the emotional aspects of SX (part of the third dimension of SX) [34]. Additionally, we analyzed a national SX in a crisis study case (Chile) [35], and a preliminary analysis of the cultural aspects present in the SX [36]. As a result of our reviews, we did not find a pre-existing SX model, much less one that incorporates cultural aspects. This certainly favors the impact of our SX model proposal.



Regarding the cultural factors to incorporate in our proposed model, we have chosen to use Hofstede’s’ national culture dimensions [4,29]. The reason for this is that the dimensions of traditional cultural models usually have a direct correlation with the dimensions of Hofstede’s model [30,31,32,37]. In this regard, we should point out that the focus on a specific cultural model is not a problem. This is because existing cultural models often share common elements. In this way, culture is usually analyzed as a multilevel and multidimensional phenomenon. Furthermore, in cultural models it is generally agreed that culture refers to a set of stable values widely diffused in a society over a relatively long time [4,37].



The use of the Hofstede model has the advantage of having several investigations associated with the educational field that can help complement our proposal. Some examples of this are a study that relates the Hofstede dimensions of LTO and IVR with the academic performance of students [2]; a study that analyzes the LTO, IDV, and UA with respect to teaching methodologies [38]; a study that relates the cultural dimensions of Hofstede with respect to online learning [39]; and a study that analyzes the dimensions of UA and PD regarding the student learning process [40].




4. Analysis of Cultural Aspects in the SX Dimensions


The SX culture model development consists of a four-stage process (Figure 2): (i) the compilation of bibliographic material and the identification of SX dimensions and factors; (ii) the identification of factors and dimensions of the national culture in the literature; (iii) union of the factors and dimensions of the SX and the national culture models; and (iv) the consolidation of the model with the common SX cultural elements.



As part of the third stage of the model development process, we carried out a factor-by-factor analysis of the elements that make up the cultural and SX models. We analyzed the relationship of people in a society with respect to culturally diverse topics such as general norms, gender, and family, and related them to the SX dimensions that could be influenced by them (Table 2, Table 3, Table 4, Table 5 and Table 6). In doing so, we have been guided by the elements identified by Hofstede referring to each national culture dimension and the factors that make up each SX dimension.



After this analysis, we developed a matrix that allows us to see the relationship between cultural aspects and SX dimensions (Figure 3). With the matrix, it is clear what SX factors are influenced by specific cultural elements. This matrix was finally used to integrate the cultural aspects to a new SX model.



It is important to note that the proposed model is theoretical. Its validation must be empirically verified through practical application, expert judgment, and statistical methods. Future work contemplates the development of a practical SX evaluation methodology and the development and systematic application of a scale that incorporates cultural aspects.



4.1. Power Distance (PD) and Student eXperience


Hofstede defines Power Distance (PD) as “the extent to which the less powerful members of institutions and organizations within a country expect and accept that power is distributed unequally” [29]. Within his conception of an institution, as basic elements within a society, he considers schools. By extension of that concept, the Power Distance can be seen in HEI, such as universities and colleges. This concept is related to the subject’s perception of an authority figure. The subjects in an organization can perceive paternalistic or autocratic treatment, to a greater or lesser extent. The relationship between subjects of different levels of authority is related to the dependency between people. Additionally, the emotional distance between subjects determines the degree of communication. This is because the degree of fear of the subordinates defines the ease of approaching and contradicting authorities directly.



The Power Distance Index (PDI) indicates the degree of dependency of subjects under an authority figure in an organization/institution within a country. For a student from a country with a PDI score very different from that of the new country of residence, there could be culture shock. Consequently, anxiety or discomfort could be generated that could affect the perceived quality and satisfaction with respect to the services provided by an HEI.



Within an HEI, there may be student–teacher or student–administrator relationships. Considering the hierarchical structure of the institutions and the services they provide, we believe that the Power Distance is mainly related to the Institutional Engagement in the social dimension of the SX; the relationship of the students with the Educational/Support Services in the educational dimension; and the Student Feelings and Emotions, and Student Development and Outcomes in the personal dimension. To a lesser extent, the distance to power could be evidenced in the student’s Community Relationship, in the social dimension, and in the environmental aspects in the educational and personal dimension, in situations in which they interact with subjects in a high position in the HEI.



Studies related to Power distance have been conducted on subjects not necessarily directly involved in business settings. This includes the use of students as test subjects [30]. It has been observed that students scoring high on power distance tend to have thoughts related to “Having few desires,” “Moderation, following the middle way,” and “Keeping oneself disinterested and pure.” Students in countries scoring low on power distance tend to have thoughts related to “Adaptability” and “Prudence.” It is important to mention that it has been observed that student power distance affects classroom activity and interaction [41]. In this way, the importance of analyzing this cultural dimension is evident when developing solutions that aim to improve the SX.



Table 2, built from the empirical analysis of the PD elements, relates the general norm, family, school, and healthcare values to the factors that make up the SX dimensions.



4.1.1. Power Distance in Student eXperience: Social Dimension


In the social SX dimension, the distance to power is evidenced mainly by institutional engagement. This is because student engagement is strongly linked to the degree of trust inspired by authority figures, such as teachers and high-ranking administrators. In this way, it will be more difficult for students to engage with HEIs if they perceive autocratic treatment. This is especially important when we consider students from countries with low PDI in countries that have a higher PDI score. Additionally, when students associate power distance with adaptability, this dimension is related to the Community Relationship aspect of the social dimension of SX. This is because the student’s adaptation process takes place in part with respect to the university community.




4.1.2. Power Distance in Student eXperience: Educational Dimension


In the educational dimension of the SX, the distance to power is evident with respect to the Educational/Support Services. This is because students may perceive paternalistic treatment by student support services. This, depending on the cultural background of the students, can cause a negative reaction, in terms of emotions and satisfaction. Furthermore, in the words of Hofstede, “effective learning in such a system depends very much on whether the supposed two-way communication between students and teacher is, indeed, established.”



The PD is also related to the perceived quality of education, since quality of learning, which is related to HE quality, is determined by the excellence of the students. This value is strongly associated with the PD values related to adaptability and desires.




4.1.3. Power Distance in Student eXperience: Personal Dimension


As PD is associated with the desire for progress within the institution, it is related to the “Student Development and Outcomes” aspect of the personal dimension of the SX. Additionally, like the desire for power in the social dimension, when students associate power distance with adaptability, this dimension is related to the Environment Relationship aspect but at a personal level, not strictly in an academic setting.



The PD is also related to the Student Feelings and Emotions of the SX personal dimension. This is because, in one way or another, the feelings caused by an autocratic or paternalistic figure in their immediate environment (not necessarily academic) will have an impact on their state of mind and their expectations of their environment.





4.2. Individualism/Collectivism (IDV) and Student eXperience


The dimension of individualism vs. collectivism (IDV) is defined based on the two central concepts: Individualism and Collectivism, which are opposites. Hofstede details that “Individualism pertains to societies in which the ties between individuals are loose: everyone is expected to look after him- or herself and his or her immediate family. Collectivism as its opposite pertains to societies in which people from birth onward are integrated into strong, cohesive in-groups, which throughout people’s lifetime continue to protect them in exchange for unquestioning loyalty.” In this way, it is evident that this dimension is present in instances in which the student is part of or is affected by group processes. This occurs in the classroom, when working on group projects; in relation to processes that require reaching consensus between students and teachers or students and educational authorities; and in processes of the student’s personal life, contained in the personal dimension of the SX.



As result of the individual subjects’ data collected in the Hofstede study, he identified some work goals. These are: (1) personal time, which refers to having a job that leaves sufficient time for family life and leisure; (2) freedom, which refers to having enough freedom to adopt a personal job approach; and (3) challenge, which refers to having challenging work and tasks to do in which a sense of personal accomplishment could be achieved.



Regarding collectivist individuals, elements related to the following work goals were detected: (4) training, which refers to having work training opportunities (to improve skills or learn new skills); (5) physical conditions, which refers to good physical working conditions (good ventilation and lighting, adequate workspace, etc.); and (6) use of skills, which refers to fully using skills and abilities on the workplace. Although these data were originally collected from the opinions of IBM employees by Hofstede, later works in the field of culture defined dimensions such as those detected by Hofstede and with a high degree of correlation in their results [29].



As with the cultural dimension related to power distance, because of studies that replicated Hofstede’s work with test subjects related to the academic world, phenomena that are directly related to SX dimensions were detected. Students with a high index of individualism found the following values particularly important: (1) “tolerance of others,” (2) “harmony with others,” (3) “noncompetitiveness,” (4) “a close, intimate friend,” (5) “trustworthiness,” (6) “contentedness with one’s position in life,” (7) “solidarity with others,” (8) and “being conservative.” Regarding students with a rather collectivist background, they found the following important values: (9) “filial piety (obedience to parents, respect for parents, honoring of ancestors, financial support of parents),” (10) “chastity in women,” and (11) “Patriotism” [30]. Regardless of the pole to which these values belong (Individualism or Collectivism), they can be related to aspects of the SX dimensions. All of them are manifested directly or indirectly in situations of collective action. For this reason, the cultural dimension related to collectivism vs. individualism is observed in the Community Relationship aspect of the SX social dimension, in the Resources/Learning Environment and Educational/Support Services aspects of the SX Educational dimension, and in the Student Feelings and Emotions and Student Thoughts, Identity, and Background aspects of the SX personal dimension.



It is important to mention works that have analyzed the relationship of IDV and PD cultural dimensions in learning-specific contexts [42,43]. In this way, we can exemplify the impact of this cultural dimension in the SX Learning Environment dimension; HEIs should consider culturally foreign students who, based on their cultural background, prefer to study individually. Certainly, it would be unsatisfying for a student to feel compelled to change their study habits both inside and outside the classroom.



Table 3, built from the empirical analysis of the IDV elements, relates the general norm and family values to the factors that make up the SX dimensions.




4.3. Masculinity vs. Femininity (MAS) and Student eXperience


According to Hofstede, the cultural dimension associated with masculinity vs. femininity (MAS) is related to the assertive or modest behavior of a subject. It should be noted that both ‘masculine’ and ‘feminine’ refer to social roles commonly associated with males and females, respectively. In this way, the masculine is associated with traits commonly observed in males such as assertiveness, competitiveness, and toughness. Regarding the feminine term, it is related to traits commonly observed in females such as caretaking, relationship concerns, and living environment concerns. In this way, and in the words of Hofstede, a society “is called masculine when emotional gender roles are clearly distinct: men are supposed to be assertive, tough, and focused on material success, whereas women are supposed to be more modest, tender, and concerned with the quality of life. A society is called feminine when emotional gender roles overlap, both men and women are supposed to be modest, tender, and concerned with the quality of life” [29].



Individuals identified with a masculine profile tend to seek four goals in organizations: (1) increase their earnings, (2) gain recognition for doing a good job, (3receive a promotion, and (4) have challenging work to do. The fourth goal is associated with the IDV dimension. On the other hand, individuals identified with a female profile tend to seek four goals in organizations: (5) have good relationships with their direct superiors at work, (6) achieve cooperation in the workplace, (7) live in a desirable area with their family, and (8) have the security that they will be able to work for their company for as long as they want. As with the previously mentioned cultural dimensions, masculine and feminine qualities can be observed in the context of organizations and institutions of different kinds. It should be noted that the dimension of masculinity vs. femininity is very controversial, and other cultural models have chosen to use a more politically correct approach. A review of 19 replications of Hofstede’s initial study confirms this [44]. Despite the terminological differences between the various studies that address this dimension, it is possible to observe a strong correlation between these elements with those exposed by Hofstede [45]. We consider it necessary to mention that gender stereotypes may be due to cultural/social norms [46]. Thus, some aspects that vary from one culture to another may be considered uncomfortable or unfair by some people.



Table 4, built from the empirical analysis of the MAS elements, relates the gender and sex values with the factors that make up the SX dimensions.



4.3.1. Masculinity vs. Femininity (MAS) and Student eXperience: Social Dimension


The cultural dimension regarding the MAS is directly related to all the factors that make up the social dimension of the SX. That is, community relationships and institutional engagement. This is mainly due to the goals sought by both parts of the MAS spectrum; the relationship with direct superiors (teachers for example) and cooperation in the classroom are easily related to the subject’s predominantly feminine state.




4.3.2. Masculinity vs. Femininity (MAS) and Student eXperience: Educational Dimension


Masculinity and femininity are mainly related to two SX dimensions: learning resources/environment and HCI educational/support services. Both, as with the social dimension, are due to the cooperation sought by people with a more feminine than masculine profile.




4.3.3. Masculinity vs. Femininity (MAS) and Student eXperience: Personal Dimension


The MAS cultural dimension is related to all the elements of the personal dimension of the SX. This includes the Student Thoughts, Identity, and Background factor, which intrinsically includes the students’ cultural and social background. The student development and outcomes, as a factor of SX, is related to masculine aspects. This is in view of the desire for a challenging educational environment, desire for personal growth, and academic recognition. Students’ emotions are directly related to assertive behavior and/or modest behavior. The relationship with the environment, not necessarily educational, is conditioned to the two behaviors mentioned.





4.4. Uncertainty Avoidance (UA) and Student eXperience


The fourth cultural dimension of Hofstede’s model is related to the uncertainty avoidance (UA) of people in a society. He defines uncertainty avoidance as “the extent to which the members of a culture feel threatened by ambiguous or unknown situations.” This dimension is related to the feeling of nervous stress, which can be associated with a need for written (and unwritten) rules that reduce ambiguity in a particular context. The Uncertainty Avoidance Index (UAI) provides a value for the degree to which individuals perceive ambiguous or unknown situations. A UAI of 0 is related to the weakest uncertainty avoidance per country, versus 100 for the strongest.



It is important to analyze uncertainty avoidance in relation to students, mainly because this cultural dimension is strongly linked to the feeling of anxiety and stress. This is evidenced by the correlation observed between Lynn’s country anxiety scores and the UAI scores found by Hofstede [29,47]. In addition, it was observed that, in countries with weak UAI, anxiety levels are relatively low. Otherwise, in countries with strong UAI, the level of stress experienced is high, which usually leads to adverse mood states and psychological problems such as anxiety and depression [48].



This cultural dimension transversally affects all the dimensions of the SX, because in any of them the students can feel threatened by ambiguous or unknown situations. Even so, Hofstede observed certain characteristics of this dimension in the educational environment. Although this was not observed in HEI but in summer schools, it can be extended to this educational level. He observed that students from strong uncertainty avoidance countries expect their professors to be “experts who have all the answers.” A relationship of UA was also observed with the clarity of the teachers when communicating, the approaches when evaluating the students, and the attribution of their own merit by the students. Ultimately, UA is present in all dimensions of the SX.




4.5. Long-Term vs. Short-Term Orientation (LTO) and Student eXperience


The dimensions defined by Hofstede include some that were not detected in his initial work. An example of this is the Long-Term Orientation (LTO) dimension that originated from the contrast of its cultural dimensions with those obtained after the development of the Chinese Value Survey (CVS) [29]. As a result of the development of the CVS, four dimensions were detected, of which three had a correlative dimension in the proposed Hofstede model. The LTO dimension was included as a fifth cultural dimension by Hofstede, who considered it relevant and not correlating with the uncertainty avoidance dimension. In his formal definition, he said that “long-term orientation stands for the fostering of virtues oriented toward future rewards in particular, perseverance and thrift. Its opposite pole, short-term orientation, stands for the fostering of virtues related to the past and present respect for tradition, preservation of ‘face’, and fulfilling social obligations”.



The LTO refers, like the aforementioned dimensions, to two opposite value poles. On the one hand we have the values of (1) persistence/perseverance, (2) thrift, (3) ordering relationships by status and observing this order, and (4) having a sense of shame. At the opposite pole we have the values of (5) reciprocation of greetings, favors, and gifts, (6) respect for tradition, (7) protecting one’s “face,” and (8) personal steadiness and stability. The value contrast between the opposite poles of LTO is important. For example, in countries with a low rate of LTO, students attribute their success or failure to luck, while those with a high rate of LTO students attribute success to effort and failure to a lack of it. In addition, talent in mathematics subjects has been associated with students from countries with a high LTO index and a talent for theoretical, abstract sciences in countries with a Short-Term Orientation or low LTO. As a result of points 3–8, the role of the LTO dimension with respect to the social factors of the SX dimensions is evident, both in the social interactions of the social dimension and in the personal dimension. As for points 1 and 2, these can be directly related to educational factors of the SX. For example, tolerance of failure (associated with university dropout), school performance, and self-improvement/enhancement are associated with the value of persistence/perseverance and with the educational engagement of the educational dimension of the SX. Meanwhile, the mere fact of studying, being considered by students as a long- or short-term investment, is associated with the value of thrift.



Table 5, built from the empirical analysis of the LTO elements, relates the general norm and family values with the factors that make up the SX dimensions.




4.6. Indulgence vs. Restraint (IVR) and Student eXperience


Hofstede’s sixth cultural dimension deals with the poles of indulgence versus restraint (IVR). This summarizes the tendency of individuals in a society to have life control, leisure time, and happiness or Subjective Well-Being (SWB). Hofstede defines this dimension as follows: “Indulgence stands for a tendency to allow relatively free gratification of basic and natural human desires related to enjoying life and having fun. Its opposite pole, restraint, reflects a conviction that such gratification needs to be curbed and regulated by strict social norms”.



The notable values of this dimension are (1) higher percentages of very happy people in indulgent societies versus lower percentage of very happy people in restraint societies, (2) a perception of personal life control in indulgent societies versus a perception of helplessness in restraint societies, (3) higher importance of leisure in indulgent societies versus lower importance in restraint societies, (4) higher importance of having friends in indulgent societies versus lower importance in restraint societies, (5) more extroverted, optimistic personalities, and positive attitude in indulgent societies versus more neurotic, pessimistic personalities, and cynicism in restraint societies, (6) likelihood to remember positive emotions in indulgent societies versus a lower likelihood in restraint societies, (7) less moral discipline in indulgent societies versus restraint societies, (8) thrift is not very important in indulgent societies versus very important in restraint societies, and (9) indulgent societies are loose, while restraint societies are tight.



The values mentioned in points 1–6 and 8 are clearly associated with the SX personal dimension. This is due to the relationship they have with the personal lives of students, their way of relating beyond the academic field, and leisure activities, while points 7 and 9 are more conditioned to environments. Although these points are related to the personal SX dimension, they can be expanded to the other two dimensions of the SX. The value poles “less moral” and “loose” societies versus “moral” and “tight” societies can be applied to the student–student, student–academician, and student–educational service relationships.



Table 6, built from the empirical analysis of the IVR elements, relates the general norm, personal feelings, and health values with the factors that make up the SX dimensions.





5. Student eXperience Model


The development of a SX model that incorporates cultural aspects consists of a four-stage process: (i) the development of an SLR to know the different definitions of SX, the interest areas, the dimensions/factors/attributes that make up the SX, and the methods used to evaluate the SX; (ii) the identification of factors and dimensions of the national culture in the literature. These elements were contrasted with those found in stage (i), referring to the SX dimensions; (iii) union of the factors and dimensions detected in the literature regarding the SX and the national culture; and (iv) the development of a model with the factors and attributes resulting from the union from stage iii. The model proposed in this stage can be refined based on the results of application of the proposed evaluation methods.



As a result of the fourth stage of the development process, a matrix was formulated that relates cultural and SX factors. This matrix was formulated based on an empirical association between the attributes that Hofstede used to define each cultural dimension and the factors of each dimension of SX [1,29], as can be seen in Section 4. This matrix reveals the SX factors that are involved in each cultural factor within the dimensions of Hofstede’s cultural model. Figure 3 shows, in colored boxes, the cultural dimensions that are affected by certain SX factors. Striped boxes denote cultural dimensions that are not directly affected by factors from the SX dimensions.



The SX–cultural matrix establishes a transversal relationship between cultural aspects and SX at a conceptual level based on empirical information and previously validated models (Figure 3). It indicates that the factors that make up each of the cultural dimensions could have an impact on a certain element within the SX model. In this way, for example, when developing solutions related to the cultural dimension referring to the UA, it must be considered that this will have an impact on all the components of the three SX dimensions. In the same way, when working on solutions related to the PD, it must be taken into consideration that this has implications for elements related to the SX educational dimension, which are related to the perceived quality of the HEIs.



Table 7 presents the SX dimensions’ formalization, detailing cultural aspects to consider in the analysis of the SX factors. For this, cultural factors were added to the description of each SX dimension. The inclusion of cultural factors derives from the SX–cultural dimensions relationship matrix.



The proposal can be utilized as a guide to elucidate what solutions should or should not be taken to solve specific problems in the educational field. If we want to implement solutions with a cultural approach, the elements of the SX that will be affected must be considered. Similarly, if we want to work on a specific SX aspect without harming migrants or exchange students, it should be considered what cultural aspects may be affected in the process.




6. Study Limitations


The development of our model considers the undergraduate HEI student as the main study subject. For this reason, any attempt to include subjects belonging to lower grades (e.g., primary or secondary education students) or higher grades (e.g., doctoral students) could lead to unsatisfactory results despite the possibility of them sharing certain needs and characteristics. In the same way, in later stages of our proposal, when we develop the scale and SX evaluation methodology, its validation will be in a specific context. For this reason, we plan to conduct field studies in several cultural contexts.



We must say that it is possible that our own cultural background and gender may have affected our perceptions when developing the model. Obviously, cultural and gender background may unconsciously affect subjects’ perceptions and interactions. In future work, we plan to minimize, or even eliminate, this potential bias by inviting experts of different nationalities, cultures, and genders into the development and validation processes. We will include experts from national contexts other than Ibero-America (Latin America and Spain). This will be essential when incorporating a practical SX evaluation methodology and scale development into our theoretical model.



Regarding the MAS dimension of Hofstede’s model, we should say that the cultural differences of the researchers who have addressed the gender issue have given rise to fierce criticism of the aspects and terms with which Hofstede addresses the female gender and its role in society. Despite the controversy around this dimension, experimental results of other models referring to the same aspects referred to in the MAS dimension show an undeniable correlation with it [44,45]. We decided to use Hofstede’s original dimension as a reference because of its history of practical validation and its correlation with related dimensions of other national culture models.




7. Conclusions and Future Work


In this article, a theoretical SX model that considers cultural aspects was developed. This model is the result of the relationship between the factors that make up the SX dimensions and the cultural dimensions proposed by Hofstede [4,29]. In consideration of the cultural relationships identified, it is possible to use the SX model to have an idea of the impact that the solutions proposed may have, at a technical level, on the students involved.



With the relationship between the SX and national culture dimensions established, it will be possible to develop solutions for HE students that consider the cultural impact of technical proposals. With the proposed SX model, it would be feasible, for example, to develop tools that allow us to detect users’ problems when interacting with digital systems in consideration of their cultural background [33].



Some possible solutions that can use our model are SX evaluation scales, design guides, or SX evaluation methodologies. It is important to mention that both the SX design and evaluation solutions have a direct impact on students’ well-being and HEIs’ perceived quality. This is due to the detection of failures and management improvements that result from the evaluation of the consumption experiences of the students, thereby improving their satisfaction.



This model is theoretical, as was mentioned in previous sections. This phase of the study deals with the model to know which components of the SX–culture model must be evaluated. Determining how to evaluate those components will be the next step of our work. In the next stage of our proposal, we will develop constructs associated with each dimension/factor, and examine the relationships between constructs, checking our SX model based on a Confirmatory Factorial Analysis (CFA) [50] and Structural Equation Modeling (SEM) [51,52]. The model will be further detailed and validated through the development of an SX evaluation methodology and a scale that incorporates items related to cultural aspects. For this, it will be applied practically. This methodology also contemplates the incorporation of cultural aspects in the evaluation methods to be used. Additionally, the emotional and affective aspects will be considered based on previous articles [26]. The evaluation methodology and scale will be carried out with test subjects and experts from different cultures, genders, and nationalities. In this way, we hope to minimize any bias that may be inferred in our study because our cultural or gender background. In addition, we plan to conduct field studies with our model in broader contexts than those it currently covers, i.e., Ibero-America.
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Figure 1. Student eXperience dimensions. 
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Figure 2. Student eXperience model development stages. 
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Figure 3. SX cultural dimensions relationship. 
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Table 1. Hofstede’s national culture dimensions.
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	Abbreviation
	Cultural Dimension
	Description





	PD
	Power Distance
	PD dimension refers to the human inequality problem. This element determines people’s acceptance degree to submit themselves to the orders of an entity or individual in a hierarchical system. This applies both in society and in institutions.



	IDV
	Individualism vs. Collectivism
	IDV dimension refers to the individual’s degree (and predisposition to) of integration into primary groups in a society. In addition, this element determines group or individual thinking.



	MAS
	Masculinity vs. Femininity
	MAS dimension refers to men’s and women’s emotional roles in society (and institutions). This element is related to individuals’ assertiveness, apart from sexuality.



	UA
	Uncertainty Avoidance
	UA dimension refers to the stress level perceived by individuals in a society as a function of an uncertain future. This element determines the degree of risk that individuals are willing to accept in societies and institutions.



	LTO
	Long-Term Orientation vs. Short-Term Orientation
	LTO dimension refers to the focus of the people’s efforts. In this way, it is analyzed if people in a society are focused on the past, the present, or the future, and if they seek rewards in the short, medium, or long term.



	IVR
	Indulgence vs. Restraint
	IVR dimension refers to people’s relationship between control and gratification of their desires. This element is related to enjoying life and the moral perception of leisure in society.
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Table 2. General norm, family, school, and healthcare aspects of power distance in SX.
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Power Distance: General Norm, Family, School, and Healthcare




	
Power Distance Aspect

	
Related SX Dimension

	
Comment






	
Attitude towards people’s Inequalities

	
Community Relationship, Educational/Support Services, Student Feelings and Emotions, Environment Relationship

	
How people approach relationships of equality or inequality in interpersonal treatment (asymmetrical) can explain the communicative dynamics of student–student, student–professor, student–official, in addition to the communicative output




	
How relationships should be handled

	
Community Relationship, Student Feelings and Emotions, Environment Relationship

	
The way in which the subjects relate to each other in the non-strictly academic environment




	
On the relationship and dependence of more or less powerful people

	
Community Relationship, Student Feelings and Emotions, Environment Relationship, Educational/Support Services

	
The adopted attitude in the student–student, student–teacher, and student–official relationships, depending on the perceived ‘power’




	
On the relationship of obedience and respect between children and parents

	
Educational/Support Services, Institutional Engagement

	
The obedience and respect that the students demand and have with the professors and HEI. We believe that the student’s obedience to the HEI contributes to their institutional engagement given the possible family source of financing for their studies




	
On the role of children in old-age parents’ security

	
Student Development and Outcomes

	
The possible cultural/economic/personal motivation of the student or his/her family to invest in education




	
On equality relationships between students and teachers

	
Learning Engagement

	
The educational commitment that the teacher can elicit from his/her students depending on the level of authority perceived by the students




	
About the teacher’s initial expectations from students

	
Student Development and Outcomes, Learning Engagement

	
The student–teacher dynamic that determines the teaching style. This influences the skills developed and commitment by students




	
On the expected role of teachers when educating

	
Higher Education Quality, Learning Engagement

	
The perceived quality of classes based on the expected role of teachers by students




	
On the factors that influence the quality of learning

	
Higher Education Quality

	
Who the students look at when determining the HE quality (themselves or the educators)




	
On authoritarian values in less or more educated persons

	
Educational/Support Services, Institutional Engagement

	
The degree of authoritarian values that more or less educated people show. This can influence the desired service level by students. This can influence their institutional engagement




	
About the educational policy focus

	
Higher Education Quality, Student Development and Outcomes

	
The relationship lies in the educational policy focus (on secondary schools or universities). This can influence students’ perceived HEI quality
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Table 3. General norm and family of individualist/collectivist societies in SX.
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Individualism/Collectivism: General Norm and Family




	
IDV Aspect

	
Related SX Dimension

	
Comment






	
About the family structure (nuclear or not)

	
Community Relationship, Student Feelings and Emotions, Learning Resources/Learning Environment

	
How family relationships can influence or replicate the student’s not strictly academic social environment




	
Children learn to think in terms of we or I

	
Community Relationship, Institutional, Engagement, Student Feelings and Emotions, Learning Resources/Learning Environment

	
How the group thinking of students can influence their communicative dynamics inside and outside the classroom




	
To whom the same value standards (exclusionist/universalism) apply

	
Community Relationship, Student Feelings and Emotions

	
How students value standards can influence their communicative dynamics outside the classroom




	
Do students avoid direct confrontations?

	
Community Relationship, Educational/Support Services, Learning Resources/Learning Environment, Student Feelings and Emotions

	
How students’ willingness to engage in confrontation can influence their communicative dynamics inside and outside the classroom




	
Friendship is predetermined or voluntary?

	
Community Relationship, Student Feelings and Emotions

	
How friendship relationships can influence students’ communicative dynamics outside the classroom




	
Individual or collective ownership of resources

	
Community Relationship, Student Feelings and Emotions, Learning Resources/Learning Environment, Educational/Support Services

	
How students’ ownership ideals can influence their perception about learning resources and educational support services




	
Adult children live with parents or leave the parental home?

	
Student Feelings and Emotions, Educational/Support Services

	
How home formation can influence the financing of studies




	
Students have a High-context or Low-context communication?

	
Community Relationship, Learning Resources/Learning Environment, Student Feelings and Emotions

	
How students’ communicative context can influence their social dynamic inside and outside the classroom




	
Socialization in public places or at home?

	
Community Relationship, Student Feelings and Emotions, Learning Resources/Learning Environment

	
How students’ socialization places can influence their communicative dynamics inside and outside the classroom




	
Trespasses lead to shame and loss of face for society or guilt and loss of self-respect

	
Community Relationship, Student Feelings and Emotions, Learning Resources/Learning Environment, Student Thoughts

	
How trespasses’ effects can shape social relations inside and outside the classroom




	
About the criteria for marriage partners (predetermined or not)

	
Community Relationship, Student Feelings and Emotions, Educational/Support Services

	
How student marriage can influence the financing of studies and the student’s social life




	
Influence on girls’ beauty ideals (girlfriends or boys)

	
Community Relationship, Student Feelings and Emotions

	
How the student’s beauty ideals can influence their communicative dynamics outside the classroom
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Table 4. Gender and sex in SX.
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Masculinity/Femininity: Gender and Sex




	
MAS Aspect

	
Related SX Dimension

	
Comment






	
Opinion about being responsible, decisive, ambitious, caring, and gentle as a feminine/masculine quality

	
Community Relationship, Learning Resources/Learning Environment, Student Development and Outcomes, Student Feelings and Emotions, Environment Relationship

	
The social consequences of being responsible, decisive, ambitious, caring, and gentle, and their impact on personal/academic development and interpersonal relationships inside and outside the classroom.




	
What implies women’s liberation?

	
Student Development and Outcomes, Student Feelings and Emotions

	
The impact that the notion of women’s liberation has on academic self-demand and on the search for leadership spaces. In addition to the emotional impact of the student




	
Single standard (both sexes are subjects) or double standards

	
Community Relationship, Student Development and Outcomes, Environment Relationship, Student Feelings and Emotions

	
The role that male and female students adopt when interacting with each other, in personal aspirations, and in terms of emotional impact




	
About norms for showing male or female nudity

	
Community Relationship, Environment Relationship, Student Feelings and Emotions

	
The social dynamics that the perception of nudity has for students, and the emotional impact




	
Explicit (or not) discussion of sex, and lesser or greater implicit erotic symbolism

	
Community Relationship, Environment Relationship, Student Feelings and Emotions

	
The social dynamics that the perception of eroticism has on students and its emotional impact




	
Is sex a way for two persons to relate or imply exploitation?

	
Community Relationship, Environment Relationship, Student Feelings and Emotions

	
The couple dynamics of students and the emotional impact, with the corresponding social consequences




	
Sexual harassment is considered a big or minor issue in society?

	
Institutional Engagement, Educational/Support Services, Student Development and Outcomes, Student Feelings and Emotions, Environment Relationship

	
The social dynamics that the perception of sexual harassment has for students, and the role that educational services and the HEI have to correct these acts




	
Homosexuality is considered a fact of life or a threat to society?

	
Community Relationship, Institutional Engagement, Educational/Support Services, Student Feelings and Emotions, Environment Relationship

	
The social dynamics that the perception of homosexuality has for a student, and the role that educational services and the HEI have to remedy these acts
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Table 5. General norms and family aspects of long-term orientation societies in SX.
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Long-Term Orientation: General Norms and Family




	
LTO Aspect

	
Related SX Dimension

	
Comment






	
Social pressure toward spending money or thrift

	
Educational/Support Services, Student Development and Outcomes

	
The student’s need to obtain financial support due to their savings




	
Perseverance vs. quick results

	
Student Development and Outcomes

	
The student’s perception of their academic progress




	
Concern with social obligations vs. willingness to subordinate oneself for a purpose

	
Community Relationship, Learning Engagement, Environment Relationship

	
The commitment that the student develops to his/her environment and HEI




	
Concern about one’s face and sense of shame

	
Community Relationship, Environment Relationship

	
The impact on the student’s social dynamics of a sense of shame




	
Respect for traditions or circumstances

	
Community Relationship, Environment Relationship

	
The impact of the student’s social dynamics because of the interaction with people with different traditions or in different circumstances




	
Concern with personal stability or personal adaptiveness

	
Community Relationship, Environment Relationship, Learning Engagement

	
How stability or adaptability allow the student to adapt to their environment, and to the rhythm of the HEI courses




	
Marriage as a moral arrangement or a pragmatic arrangement

	
Community Relationship, Educational/Support Services, Environment Relationship

	
How the student’s marriage can affect their social relations in HEIs, and also their finances




	
Is living with in-laws normal or a source of trouble?

	
Educational/Support Services, Environment Relationship

	
How living with in-laws can affect students’ emotions and finances




	
Did young women associate affection with a boyfriend or husband?

	
Community Relationship, Environment Relationship

	
How female student affection can affect their social relations in HEIs




	
Humility is for men and women or women only

	
Community Relationship, Environment Relationship

	
How student humility affects their social relations in HEIs and their social image




	
Old age is an unhappy period that starts late vs. is a happy period that starts early

	
Student Development and Outcomes

	
How the pressure of age motivates the student to study and obtain results sooner or later




	
Can preschool children be cared for by others (not their mothers)?

	
Community Relationship, Environment Relationship, Educational/Support Services

	
How the family burden influences the relationship of students with their social environment, and what they expect from student support services




	
Children get gifts for fun and love vs. for education and development

	
Learning Engagement

	
How students have been conditioned to be motivated by educational elements in their lives
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Table 6. General norm, personal feelings, and health aspects of indulgence/restraint societies in SX.
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Indulgence vs. Restraint: General Norm, Personal Feelings, and Health




	
IVR Aspect

	
Related SX Dimension

	
Comment






	
Percentages of very happy people

	
Community Relationship, Student Feelings and Emotions, Environment Relationship

	
The social dynamics that provokes the student’s emotional predisposition




	
There is a perception of personal life control or a perception of helplessness?

	
Educational/Support Services, Student Development and Outcomes, Student Feelings and Emotions

	
The student’s sense of personal progress and the susceptibility they have to request help from HEI support services based on their helplessness perception




	
Importance of leisure

	
Environment Relationship, Student Feelings and Emotions

	
How leisure positively regulates the emotions of students and strengthens social ties




	
Importance of having friends

	
Environment Relationship, Student Feelings and Emotions

	
How having friends positively regulates the emotions of students and strengthens social ties




	
Is thrift important?

	
Educational/Support Services, Student Development and Outcomes

	
How savings can affect the students’ academic progress and their relationship with the HEIs financial services




	
Loose or tight society

	
Environment Relationship, Student Feelings and Emotions

	
How society regulates the student’s behavior, and how this affects the student emotionally




	
Likeliness to remember positive emotions

	
Environment Relationship, Student Feelings and Emotions

	
The social dynamics that provokes the student’s emotional predisposition




	
Degree of moral discipline

	
Environment Relationship, Student Feelings and Emotions

	
How students behave, and how this affects the student emotionally




	
Positive attitude vs. Cynicism

	
Student Development and Outcomes, Environment Relationship, Student Feelings and Emotions

	
How a positive attitude fosters the development of academic skills, and how this affects the student emotionally




	
Extroverted personalities vs. neurotic personalities

	
Environment Relationship, Student Feelings and Emotions

	
The social dynamics that provokes the student’s personality




	
Percentages of people who feel healthy

	
Educational/Support Services

	
How the perception of the students’ health motivates them to seek help from the HEI medical services




	
Optimism degree

	
Learning Engagement, Student Development and Outcomes, Student Feelings and Emotions

	
How an optimistic attitude fosters the development of academic skills, compromises the student academically, and how this affects the student emotionally




	
Birth Rate in relation to family income

	
Educational/Support Services, Student Development and Outcomes

	
How the family and financial burden affects the students’ academic development, and its relationship with the HEIs financial/social services




	
Death rates from cardiovascular diseases

	
Educational/Support Services, Student Feelings and Emotions

	
The student search for HEI medical services and his relationship with death
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Table 7. SX dimensions including cultural factors.
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	SX Dimension
	SX Factor
	Description





	Social Dimension
	Community Relationship

Institutional Engagement
	The SX Social Dimension is related to the student’s Community Relationship within the campus and Institutional Engagement. In this dimension, interpersonal relationships within HEIs (student–student) and interactions with staff (student–administrative and student–educator) are observed. Interpersonal relationships are strongly influenced by the cultural background of the participants, in terms of social hierarchy, institutional hierarchy, gender, ethnicity, and values.

This dimension also shows the students’ feeling of institutional belonging/commitment. This feeling is strongly influenced by some cultural factors by the students, such as sense of group belonging, student–student communication, shared values with the HEIs, and personal objectives and motivations.



	Educational Dimension
	Learning Engagement

Higher Education Quality

Learning Resources/Learning Environment

Educational/Support Services
	The SX Educational Dimension is related to Students’ Learning Engagement, Higher Education Quality, Learning Resources/Learning Environment, and Educational/Support Services. In this dimension, the aspects involved in the development of an adequate educational environment are observed. Mechanisms focused on maximizing the educational results of students (teaching methodologies, technological infrastructure, educational support networks) are also contemplated. These aspects imply a positive perception of the quality of the HEI, for which reason quality has been incorporated into this dimension.

Perceived quality depends on customer satisfaction, which is based on their perceptions and expectations [49]. In turn, perceptions and expectations are influenced by students’ culture, especially cultural factors related to teacher–student communication, student goals, competitiveness, and long-/short-term thinking.



	Personal Dimension
	Student Development and Outcomes

Student Feelings and Emotions

Environment Relationship

Student Thoughts, Identity and Background
	This dimension is related to Student Development and Outcomes, Student Feelings and Emotions, Environment Relationship, Student Thoughts, and students’ Identity and Background. Personal aspects of each student’s life that may influence interactions and perceptions with HEI services and products are considered.

This dimension encompasses aspects directly related to culture, socioeconomic level, disabilities, personal aspirations, family structure, leisure, among others. This dimension is directly related to all the dimensions of Hofstede’s model of national culture. This is because it is in the personal sphere of the student where they could manifest their cultural background in context-free social interaction.
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