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Preface

This report is the final master assignment of nudigs in Business Administration with the
specialization in the field of International Bussseand Service Development. This report is
the result of a 3 months research project at Adiéams Abroad, located in Sydney, Australia.

The objective of this research is to develop a sewice for the Antipodeans Abroad, giving
them a frame work for continuously supporting shideduring internships and ways of
creating international openings for Australian stug. It will also develop a step by step
plan for implementing that service.

| would like to thank Mr. Carpenter for giving mieetopportunity to gain work experience in
Australia by offering me this assignment. | woulelto thank my supervisors Mr. De Bruijn
and Mr. Maathuis of Twente University, for theirvaze, guidance and stimulating critics.

The recommendations and findings of this report el of great importance for Antipodeans
Abroad, particularly when they choose to expand thgsiness in international internships.
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Management Summery

Antipodeans Abroad is a travelling agency that ghees in educational and volunteer travel
programs dedicated to Australian customers. Angpod Abroad is a small, but growing
organization, with a lot of experience within thaeternational travelling sector. The
international focus of the company, has highlighteg@otential new market for Australian
students that want to go overseas for an interngbipbal mobility is becoming more an
international trend. Currently there is an increademand for international student travel,
however there are barriers that prevent studeots filoing this. This raises the following
central question for this project:

‘What new service can Antipodeans Abroad develog\@istralian students that want to do
an international internship and what steps havelsddaken to implement this service?’

In order to answer the central question four reteguestions are formulated. The first one
is: ‘What is the current situation of Antipodeans Abroaiih respect to the corporate
business, processes and skills of the employees?’

For answering the first research question it isdrtgnt to understand the company’s mission;
‘To offer students and schools in Australia the anymity to discover the work in an
educational and personal perspective’. The cutvasiness is defined by six dimensions that
underlie the business model. The corporate buswfesatipodeans Abroad can be defined as
a company that creates value by offering service tariety of Australian customers and it is
Business to Customer orientated. The core busofets® company is to offer qualitative and
reliable travelling programs to schools and stusl@nAustralia.

The current business process of Antipodeans Abtoasdists of 6 steps. These stapes are:
1.inquiry of the customer;

2. finding the suitable suppliers;

3. suppliers are contracted,

4. the best suppliers are selected;

5.agreeing of the offer and. the payment of theroff

6. booking of the offer and the delivery of thevees.

The involvement of the staff is crucial in the nservice development. Three groups of
individuals are involved in the new service devehent process:

1. De development staff;

2. The customer-contact staff;

3. The customers

The second research question ‘What are the opportunities for Antipodeans Abrdad
developing a new service system?’

In third chapter the analysis of the opportuniigsliscussed. This will be the opportunities
for the company to develop a new service and terdehe what the wants and needs are of
the students that want to do an international nsfeip. To analyse the opportunities a
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guestionnaire has been send to all the universitief\ustralia. The outcomes of this
guestionnaire are the requirements of the newervi

The third research question is/Vhat are the requirements of a new service to ifatgl
Australian students for overseas developnient?

The requirements of the new service are the mogbitant outcomes of the questionnaire.
The most important expectations of the respondaets

- Providing sufficient knowledge at the right time;

- Staff should always be willing to help the custoraed show sincere interest;
- Personal attention is important;

- The service system process should work as it should

- All parties involved should be well informed.

The service will consists of finding a suitableeimtship placement and/ or getting in contact
with the companies that offer an internship witthiair profession and requirements (both the
student and the university). Assistance with vights, insurance, accommodation and a
language course will also be part of the servieg¢ wll be offered. This service will be
offered step by step by step. The steps are:

Registration: online or face-to-face;

After registration: reader with information will lzent:

Internship options: requirements are clear;

Payment: payment will be done but the customer;

Additional: arrange for accommodation, visa, flgand/ or insurance.

aprwnNPRE

The last research question igVhat steps could Antipodeans Abroad take to deublmew
service system?’

The steps that Antipodeans Abroad should taketeldp the new service system are:

- Extensive training of the service personnel: beeanfstraining the personnel, they
will be more qualified to execute the sew service.

- Design a communication system between the custoamershe personnel staff, which
will play a vital role in controlling the customémxpectations. The communication
system will enable the customer and staff to iderttie (future) expectations and
perceptions and identify problems that will occarlgin the process.

Implementation of the service could be done indlsteps. These steps are:
1. Implementation of the operations plan: this is ti@ning and testing of the people
involved (the staff and the customers) in the serdevelopment process;
2. Implementation of the communication strategy. Tétigp is to determine how the
company will come in contact with the future custsm
3. Market introduction.
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[. Introduction

1.1 Introduction

The first chapter of this report covers the bacligoh and research objective, The central
guestion will be discussed and how | came to thigext along with the research design,
approach and the structure of this report.

1.2 Background

Antipodeans Abroad specialises in educational arldnteer travel programs with a purpose.
The educational travel programs are designed arodenkloping young Australians.
Leadership, personal challenge, cultural immersiath responsible travel have been the focus
of this company. Antipodeans Abroad is a small, gwdwing organization, with a lot of
experience within the international travelling secBecause of the international focus of the
company, it wants to create a new market for Aliatrastudents that want to go overseas for
an internship. There are many different reasonstiazdents to do an international internship
or study abroad. Important reasons are personala@went, exploring a different culture
and learning, a new language or experience of acoempany. Global mobility for students is
becoming an international trend. In Europe evendent gets the opportunity to travel
overseas for work with international companies todging at a foreign university. Despite
this established trend in Europe this is not commorAustralia. Currently there is an
increasing demand for international student trakelwever there are barriers that prevent
students from doing this. Such as: lack of awassrmd the possibility of international travel
and the options available; non-existent or inadegliaks to industry or other institutions to
create placement opportunities; lack of definita@to what is required from a placement both
technically and academically; lack knowledge ahliat scholarships the government offers
and poor mentor guidance at the universities. Ttseeaehigh demand from students that want
to travel overseas, because of this Antipodean®akbiplan to develop a new framework
which can give guidance and support to travellituglents. The central research concern how
to develop a step by step new service for the compa

Central research:

‘What new service can Antipodeans Abroad develofiistralian students that want to do
an international internship and what steps havelsddaken to implement this service?’
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1.3 Research questions

To address the central question, it was broken datenfour subsequent sections. From this

the following research questions have been forradlafhe NSD (new service development

is the base of the formulating of the research tiues (figure 1). The corporate business,

process and people are the three subjects forrghe@fiestion (Internal analysis). The analysis

will the exploration of the opportunities and thexaend research question. The development
of the new service will the development of the smvand the requirements of the new

service development.

Corperate Business

Process

L 4

. Feople

| Y
L T

Analysis Development Implementation

Figure 1: New service development themes (Johnestoray, 1997)

Research question 1: Internal analysis

To highlight opportunities for Antipodeans Abroau évolve in the future, they must first
understand the strengths and weaknesses withindineent business structure. This requires
investigation into their corporate business proegspersonal and their skills. This will be
done by use of the following leading question:

Q1. What is the current situation of Antipodeansradd with respect to the corporate
business, processes and skills of the employees?

Research question 2: Opportunities

The opportunities for Antipodeans Abroad to develogir business will stem from the wants
and needs of their future customers. By identifythgse requirements early Antipodeans
Abroad can develop a new service to satisfy ancedgheir customer base. This will be
achieved by use of the following leading question:

Q2. What are the opportunities for Antipodeans Ablréor developing a new service system?
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Research question 3: Requirements

Once the opportunity for a new business streanbbas developed, the requirements must be
defined. To facilitate the requirements for depatg a new service, the third question has
been formulated:

Q3. What are the requirements of a new serviceatdithte Australian students’ overseas
development?

Research question 4: Development

Finally Antipodeans Abroad must assess if theirrenir business structure will allow
development of the new service or what changesegpgred. This will be achieved by use of
the following question:

Q4. What steps could Antipodeans Abroad take t@ldgvthe new service system

1.4 Research Approach

The first step in finding answers to the descrilpg@stions is gathering information about
Antipodeans Abroad and customers. In this paragrayh describe the research method and
how the data will be collected and ultimately usednswer the research questions.

Data collection
Research question 1: The current situation (execti

The first research question will require both pmynand secondary data; this will take the
form of:

Primary data gathered by observation and interviestis the management of Antipodeans

Abroad. The interview will be semi-structured, wihimeans that a few subjects that are listed
should be covered (Saunders et al. 2007). Thevieterwas done with the management of

Antipodeans Abroad. With this interview the managabhcan deliberate the mission, vision

and strategies for the future.

Secondary data gathered by studying literaturelelvant models that can be used to discuss
the corporate environment, processes and employig@a the company.

Research question 2: Opportunities (exploration)

The second research question will also require pothary and secondary data, this will take
the form of:

Secondary data that is used will be theories feigihéng a useful questionnaire and how to
gain maximum results. This will include the choafe¢he questionnaire, the types of variables
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and how to collect the data. These theories willibed to make the correct choices about the
guestionnaire and the processing of the data snrésiearch.

Primary data gathered by the questionnaire. Thestmummaire will be sent to all the
universities in Australia. The results of this dgimsnaire will be the wants and needs of the
future customers of Antipodeans Abroad.

Research question 3: Requirements (establishment)

This research question was answered using rel¢ivaaties and the outcomes of the previous
research question. From this the requirement oéw service will be found based on the
wants and needs of the future customer. With bbéhliterature and the outcomes of the
guestionnaire, the requirements will be found.

Research question 4: Development (strategy)

The last research question was answered with gtest¢hat discuss the implementing a new
service in several steps.

Conclusion

This qualitative research project employing an apph of analysis of primary and secondary
data for development of a new service. First | wilirt with the critical literature review and
exploring the data that is found to develop a tagcal framework for this research.
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1.5 Research structure

The figure below is a chart of the structure folémivfor this research. The design model will
be used as a guideline during this report.

=
l

Opportunities

RQ 2 Ch. 4

Requirements

RQ3Ch.5

_
_

- Analysis Phase

Design Phase:

- Development Phase

Figure 2: Research structure

11



New service development Antipodeans Abroad

[l. Models and Theories

2.1 The new service development process

In this chapter the theory of the new service dgwalent process will be discussed.
According to Johne and Storey (1998) six themescargral in a new service development
(figure 1). These 6 themes emerged from a liteeataview. With this theory all six themes
are discussed, and will give an overview of thecpss for new service development.

The six themes are:

The corporate business;
The process itself;

The people involved;
Analysis of opportunities;
Development; and
Implementation

ogahkwnE

The six themes are all interrelated in the newiserdevelopment. The corporate business,
the process and the people are the preconditionghich the research has to be made. The
corporate business states that the service haake mfit within the vision and mission of the

company. A clear view has to be made on the fuammbitions of the company and the new

service has to fit in with these. The research ggedas to be objective, precise, driven by
facts and based on proven methodology. The nextahe ‘people’, this precondition states

that employees, owners and the customers haveitvblwed in the process.

The analysis, development and implementation adhtee steps in the research to develop
the new service.

Corperate Business

Process

“ FPeople

L 4

| Y
L) L)

Analysis Development Implementation

Figure 3: New service development themes (Johne and Stb98y))
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2.2 Corporate environment

Many research studies in the past have investigdtedmain barriers of innovation and
implementation for new services within a companye{ly 1995; Ennew and Wright, 1990;
Hodgson, 1986; Thwaites, 1992). All previous reseadentifies that the main key is to have
a clear corporate objective and vision of how tlegvrservice can play a role in this. In
general, the culture of the organisation is vergomant. The main barriers against innovation
for a company could be; incorrect/inappropriatdl sidts possessed by the staff; the culture of
the organisation does not focus on or reward intivaa lack of organisational structure
(Johne and Storey, 1997). The main objective of tihapter is to determine the current
situation and the current business model used &pddeans Abroad and offers a clear
description about of the process.

To determine how the new service development vtithe culture of the company the current
situation of Antipodeans Abroad must be assesseglarticular corporate business, processes
and employees. To determine the corporate busitiesgramework based on six questions
(components) is used, these are taken from therlyme business model of Morris et al.
(2005). The six components will be the framewor&tthnderlies the business model of a
company. The outcome of this model is designed rovige a clear overview about
Antipodeans Abroad’ business, with respect to thevises, market factors and strategies.
This is relevant to determine the corporate enwvitent of the company and the future
strategy.

The components are: factors related to the prodget/ice, the market factors, competitive
strategy factors, economic factors and the persanadstor factor.

A choice has to made for each component on itsaake to the corporate business.

Component I(factors related to the offering): How do theyateevalue? (select from each
set)

» Offering: primarily products/ primarily service/ &y mix

» Offering: standardised/ some customisation/ higst@misation

» Offering: broad line/ medium breadth/ narrow line

» Offering: deep lines/ medium depth/ shallow lines

» Offering: access to product/ product itself/ pradmendle with other firm’s products

» Offering: internal manufacturing or service delifeoutsourcing/ licensing/ reselling/
value added reselling

» Offering: direct distribution/ indirect distributis (if indirect: single or multichannel)

This first question is concerned with value offgriof the company. Decisions here address
the nature of the service mix, the firm’s role iroguction or service delivery, and how the
offering is made available to the customer.

13
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Component Zmarket factors): Who do they create value foePe(d from each set)

» Type of organization: business to business/ busiteesustomer/ or both

» Locall regional/ national/ international

* Where customers are in value chain: upstream srmpptiownstream supplier/
government/ institutional/ wholesaler/ retailen\véee provider/ final customer

» Broad or general market/ multiple segment/ nicheketa

* Transactional/ relational

The second question focuses on the nature and édpe market in which the company is
competing. To whom the company sell their prodactd services and where in the value
chain it operates. Customer types, their geographdispersion, and the interaction
requirements have significant impacts on how thengamy is configured, its resource
requirements, and what it sells are examples ofreviie the value chain the company
operates.

Component Jinternal capability factors): What is the sounfecompetence? (select from
each set)

* Production/ operation system

» Selling/ marketing

* Information management/ mining/ packaging

* Technology/ R&D/ creative or innovative capabiliigtellectual
* Financial transactions/ arbitrage

» Supply change management

* Networking/ resources leverage

Core competence is used to capture the internadbdéy or skills set that the company
performs relatively better than others (Hamel, 2004 company can attempt to build
advantages around one or more competencies.

Component 4competitive strategy factors): How do they contpetly position themselves?
(select one or more)

» Image of operational excellence/ consistency/ degleitity/ speed
* Product or service quality/ selection/ featuresiilability

* Innovation leadership

* Low cost/ efficiency

* Intimate customer relationships/ experience

The fourth component, the competitive factor, is tdore internal competency that provides
the basis for external positioning. The model ndegine how the company interns to achieve
advantages over its competitors. The challenge whth factor is to identify the most
important points of difference that can be mairgdin

14
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Component Feconomic factors): How do they make money? (s¢&tem each set)

* Pricing revenue source: fixed/ mixed/ flexible
* Operating leverage: high/ medium/ low

* Volumes: high/ medium/ low

* Margins: high/ medium/ low

Economical factors are stressed in the fifth congmbnThe economical model shows a
consistent logic for earning profits. It can be @ehed by four subcomponents; operating
leverage or the extent to which the cost struasidominated by fixed versus variable costs.

Component gpersonal/investor factors): What is the time,pga@and size ambitions? (select
one)

e Subsistence model
* Income model
e Growth model
* Speculative model

The last component is concerned with the time, s@ql size ambitions and there are four to
choose from. These ones are: the subsistence ntbe@hcome model, growth model and the
speculative model. With the subsistence modelgta is to survive and meet basic financial

obligations. When employing the income model, tbenpany invests to the point that the

business is able to generate on ongoing and statdene stream for the principals. A growth

model finds significant initial investment, but @lsubstantial reinvestment in an attempt to
grow the value of the firm to the point that iteetually generates a major capital gain for
investors. In a speculative model, the company®tirame is shorter and the objectives is to
demonstrate venture potential before selling out.

2.3 The process

The process of new service development should treedaout in a specific way taking into
account the characteristics of the new serviceottmhately there is not a specific service
development model available. However, charactesstf a development process are
available. These 4 characteristics are derived tlmrarticle: ‘Service design in the operating
environment’ (Shostack, 1984). He claims that tHese characteristics are essential for an
effective development process of a new service.fdliecharacteristics are:

Objectivity;

Precision;

Fact-driven; and
Methodologically based.

PwbdPE
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These four characteristics are the preconditionthefresearch and implemented correctly
will lead to reliable and valid research data tfmmethese characteristics will form the basis
of how this research is carried out.

2.4 The people

As mentioned previously, the involvement of persasaritical in new service development
process. This will include current employees perspe new employees and customers.
Three groups of individuals are involved in the reamwice development process:

1. The development staff (back office designing thecpss);

2. The customer-contact staff (face to face interactioth the customers and have to
carry out the process);

3. The customers.

The first two groups make a direct contributionthe new service development. There are
four distinct benefits of maximum staff engagemarthe development of a new service

1. Better identification of the customer requirements;

2. Greater involvement increases the likelihood ofitpasimplementation and everyone
buying in and playing there part to ensure success;

3. It will help stop process efficiency consideratiomgerwhelming the needs of the
customers by involving people with different drigewithin the company E.g.
Customer service Vs cost;

4. 1t can lead to employees treating the customereibttrough a better understanding
of their requirements.

However, because this approach is heavily depenaerhe skills and experience of staff,
this often becomes one of the key barriers to dgme a new service and must form the
focus for internal development before major newises are developed.

The final group of people who are important in thew service development are the

customers themselves. It is important to involvetomers in the development process to
ascertain there actual needs and not what the aompexceives there needs to be. This is
achieved by helping them articulate their needs.aByculating their needs, Antipodeans

Abroad can get a better understanding of their svantd needs regarding to the new service
they will offer in the future. In general, the maneolvement by the customers the better.

2.5 Analysis of opportunities

To analyse the opportunities you have to investighe market and listen to the customers.
In general a widespread market research is reqtorédd a new opportunity, in this case the
Australian students will be asked to fill in questnaires. This is to get an understanding of
what the student wants and needs are when thewe@seas for an internship. Customer
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expectations (the service level that that the ecustobelieves to receive from the service
provider) in this research will be the expectatiarfsthe student that want to do an
international internship and the expectations tieye of the intermediary company. Students
will be the new customers of the new service otfdog the company. However because of
the nature of the service industry and the fact th&s service does not yet exist, the
characteristics are hard to define and hard to ureast is an intangible service (Carman,
1990; Parsuramaet al.,1988a., Rathmell, 1974).

Questionnaire design

A questionnaire is an appropriate method to gatla¢a about all kinds of business, people
and households, all over the world. In this rededne Australian students are the subject of
analysis. The main objective of this questionnar® get to know more about the Australian
students and what they want and expect, in term@arofinternational internship. The
guestionnaire will be sent to all the Australianvensities.

The questionnaire design activities will includadiivities to conduct a questionnaire survey.
The first four steps are the pre-data collecti@ygss and the fifth is the post-data collection
stage.

The first step is the concept development of thestjannaire. Availability of existing
records, determines the focus group. The secogeé sahe document-design analysis, which
is to create a concept format of the questionndine. third stage is the pre-test stage. A pre-
test group will fill in the questionnaire and dissuthe difficulties in completing the
guestionnaire. The next step is to minimize théatilties and pre-test it again, which will be
the final questionnaire. The last stage is theaesg-analysis (Polly, Shall and Young, 1995).

Concept development

First all of the available data that already exiseds to be collected together from bureaus
and other organisations on the subject to studyerbening the focus group and a general
line to follow in the questioning (Polly, Shall aivaung, 1995; Taylor, 1935). This stage is
important to determine what to include in the questaire as well as what to omit. This
ensures no unnecessary questions are introdud¢kd questionnaire.

Document design

The document design stage is the drafting of amm@btquestionnaire format. The main
principle of the questionnaire design is: simpjictthe questions and the answers should be
simple and specific; no generalization. The questiand answers should be clear; no
misunderstanding: to be sure, ask two questionshensame subject (Taylor, 1935). The
guestionnaire should also be respondent-friendlyickv means that it is easy to complete,
avoiding confusion. The respondent should feel tpaty/ neutral about the form itself, to
achieve these difficult or objectionable questishsuld not be asked (Dillman, Sinclair and
Clark, 1993). These are the guidelines for makiggreral questionnaire.
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SERVQUAL

There are several models that can be used for megsustomer satisfaction and the quality
of the service of the company. Satisfaction andityuare not identical definitions. Quality
can be defined as: ‘Service quality perceptionecefa consumer’s evaluative perceptions of
a service encounter at a specific point in time'of@n & Taylor, 1994). And satisfaction can
be defined as: ‘satisfaction judgments are expgalkim nature, involving both an end state
and a process and reflecting both emotional anditeg elements’. It is important the
customer is satisfied with the services that thengany offers. For this research only the
expectations of the customer has to be measuremtdér to do that, the SERVQUAL model
is chosen, but only for the expectations beforehaheé SERVQUAL model is a framework
for testing and measuring to improve the qualityhaf service of a company. The foundation
of this model the SERVQUAL scale is the gap-modtial represents the differences between
the expectations of the customer before purchabmgervice and the perceptions afterwards.
The gap is the difference between the ‘expectaticarsd ‘perceptions’ (perception-
expectation gap), which will be ranked from ‘toyallinacceptable’ and ‘ideal quality’
(Parasuraman, Zeithaml and Berry, 1988). This rekeanly the expectations are asked to the
customers, because the results of the questionsiaingld determine what service should be
provided.

To measure expectations, Parasuraman, ZeithamlBand/ developed 22 items from 5
different dimensions. These are: Reliability, Assuwe, Tangibles, Empathy and
ResponsivenesReliability is the ability to make sure that the service iplamented reliable
and accurateAssuranceis the customer perception of the knowledge anitityalof the
employees to carry out the requirements, in otherdas how much the customer trusts the
company. Tangibles are the physical facilities of the company, e.grspnnel and
communication methods.nipathyis the individual attention and care for the coso and
the responsivenesdimension is the willingness to help the customersaon as possible.
These dimensions will be included within the guestaire that Parasuraman, Zeithaml and
Berry suggest. The questions will be asked on aibtp Likert scale, in order to determine
which dimension is the most important for the shideThe questionnaire will be categorised
into these abovementioned 5 subjects and anotheengion will be included, which is the
student (gender, age, education, level, residei¢ih these six dimensions a clear view can
be obtained from different students of their diier expectations.

To reach the quality that is expected from the austs it is important not only to use the
customers’ expectations, but also the expectatbiise owner of the company and the staff.
This is because the staff and the owner are aqgfatie service. This will meet a higher

quality of the service, because all the needs eftlinee parties are included. The quality of
the service is the key element to profitabilityygmetitive advantages, loyal customers and
cost-effectiveness.
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2.6 Development

The process of new service development can beibdeddn various ways. But the main task
of service development is to create the right negments for the service. Which means that
an effective customer process is necessary; theepsoneeds to be adapted to the customers’
wants and needs, which means a service that thieseas in the customers’ eyes a service
that adds value. That is why three main typesedetbpment are necessary. These three
types are: the development of the service contleptdevelopment of the service system and
the development of the service process.

The development stage is when the developmenteohéw service comes into practise and
the requirements of the new service are identified.this stage of the new service
development two main parts are important. Firshesdefining of the core service attributes.
Second is the construction of the service deliveygtem, to bring together the people,
processes and facilities (Cowell, 1984). Othergyests that the development should be made
out of three activities (figure 2) (Edvardsson &idson, 1996).

Service Concept Development
Service Systern Development

Service Process Development

Figure 4: Activities of the development process (Edvarssah@lsson, 1996)

The first one Ewardsson and Olsson refer to theicerconcept as the prototype for the

service and defines it as the “detailed descriptibwhatis to be done for the customer (what

needs and wishes are to be satisfied) leowl this is to be achieved” (Figure 3). This will be

made from the outcomes of the questionnaire, tlagegfic intent (corporate objective) and the
expectations of the owner and staff. The main sbgeto discover the needs and wants of
the customer and how they can be satisfied by\acgerThe customer in this concept is the

student that receives the outcome of this reseddepending on the questions and the
outcomes of the research, the wants and need® afustomers can be defined (Edvardsson
and Olsson, 1996). The concept development withlade with the experienced staff and the
customers and the aim is to determine whether btanproceed with the idea. The second

step is to find the key factors that influence thality of the service and its value of the

customer. Which should result in a preliminary ceptcof the service and details about the
customers to whim the service is offered (the tangarket).

The second activity is the service system developnibese are the static resources of the
company (physical and technical environment, stimest and administrative support systems).
To generate the right service, the resources afyeEem must be designed so that the concept
can be realised. The development of the serviceesyshould be made on the basis of the
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specific demands of the concept. A detailed desoripof the design and an assessment
beforehand of the new service system are nece@Sdwardsson and Olsson, 1996).

The staff plays an important role in this procesgyes, because they have to use the new
system this will require staff to be selected amathed to use this new system. The staff must
have sufficient knowledge of the system, to knowaatly what they can expect and what their
responsibilities are. By making the staff parttoé tlevelopment process, their motivation will
be increased (Edvardsson and Olsson, 1996). Thera few advantaged to be gained when
the staff is motivated; better understanding of $kevice as a whole and their commitment
will be greater in that way that they have beeregia change to influence the process
(Edvardsson and Olsson, 1996). Developing a sesyisgem is also training and adapting to
the customers, which has chosen to serve. Traicuisgomers is a question of information,
education and marketing (Edvardsson and Olssorg)1%farveyet al. (1992) stresses out
that the design of the interaction between custema@d the service company is a critical
parameter in service development. That is why iiisortant to understand the customer and
their wants and needs.

The other aspect to the development of the sesyiseem involves the administrative support
systems, which are responsible for the activitiethe service process and can give a realistic
plan for the introduction and marketing of the ngsvvice. Also carefully interactions with
and demands on suppliers and their quality demarelsmportant to ensure that processed
work is done as intended (Harveyal.1992).

The third activity in the development process ie Hervice process, these are the actual
activities that must occur for the service to fumet The service process will define the
specific activities that will be needed to generidie service. In this stage several subjects
need some attention. The first steps are thecafipoints in the process, the roles and the
responsibilities must be clear, and the controthaf customers’ expectations are specified
(figure 4). In this activity a blueprint of the neservice can be made, to determine how the
service should be produced and alternative seraande tested. Also a detailed description
of the service process is made, with respect tathigities, processes, equipment, quality and
costs factors (Edvardsson and Olsson, 1996).

Service Company

Partners/ Internal Internal
suppliers Service Service Customer

Define t Understand inlernal
¢

Understand end

quality requirements ustomers’ expectations || customers’ expectations

Figure 5: The service process (Edwardsson and Olsson, 1996)
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2.7 Implementation

The implementation stage is the final and most Mg stage of the new service
development process (Schneider and Bowen, 1984% iShthe stage where testing and
training of the employees is recommended. The impldation process can be split up into
three stages (Shostack, 1984)

* Implementation of the operations plan;
* Implementation of the communication strategy; and
» Market introduction

The first step is the implementation of the operati plan, as mentioned before. The three
activities of the development process will comeetbgr as a new service and will be fully

implemented in this stage. In this stage the sth@iuld be fully trained and have enough

knowledge of the new service to introduce the servi

The second implementation stage is the communitati@ategy. This is the stage when the
company should decide how they want to come inaminwith the customer (e-mail/phone).

The last implementation stage is the market intetidn. The introduction of the new service

will be done to the customers that where involvetththe developing process. Based on this
stage the new service is tested and alterationsbeadone, before the introduction to the
whole market.

During the implementation process the need forrestte testing and training is recognised.
Training should not just be the staff, but the ocostrs too need to be taught how to use the
service innovations. An important aspect is commaton in controlling the customer
expectations about the new service (EdvardssorOéswbn, 1996)

Prior to the market introduction, the use of teatkrting is stressed out, because it is easier
and cheaper to correct mistakes in the designeo$dinvice and in the support systems at this
stage than after a formal launch (Johne and Sta&88). But prior research will give a lot of
customer reactions, it is also very important &ate a service experience that the customer
can evaluate, to make sure that the service isatipgrcorrectly (Johne and Storey, 1998).
Thus, immediate feedback will be obtained fromabstomer which can help the service
company identify and correct potential problems.fas

2.8 Conclusion

The first theory investigate the new service depelent process (Johne and Storey 1998).
This literature discusses the 6 themes that argataturing the process of developing a new
service (figure 5).
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Corperate Business

Process

- FPeople

L 4

| Y
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Analysis Development Implementation

Figure 6: New service development themes (Johne and Stbe&y,)

The six themes are: the corporate environmentptbeess itself, the people that are involved
in the process, analysis of opportunities, deveklpnand the implementation of the new
service. The first three are the preconditions fits¢ research questions) and the other three
will give the answers to the other thrénalysis of opportunitieare the opportunities for
Antipodeans Abroad for developing a new servicee dévelopmenbf the service will give

an answer to the third question and thgplementationwill be the steps that Antipodeans
Abroad have to take to implement the new service.

To understand the current situation of the compédugy corporate business, processes and
people involved will be explained. This will be aohy the help of a framework that is based

on 6 components that will determine the productarket factors, source of competence,

competitive strategy, economical factors and testor factors.

In the chapter analysis of opportunities, the chdas made to use a questionnaire investigate
the market. To make sure that all the expectatiohgsustomer will be measured, the
SERVQUAL mode is chosen to make the questions @ ghestionnaire. This theory is
chosen because SERVQUAL gives 5 relevant dimensibespectations. These dimensions
are: Reliability, Assurance, Tangibles, Empathy Regdponsiveness.

In the process of the development of the servites tequirements needed for the
development, a theory of Edwardsson and Olssoisesissed and will be used. This theory is
chosen because it gives three types of developmelgveloping a new service. The first one
is to determine the needs of the customer. The orextare the resources of the company and
the last stage are the activities that must oamuthfe service to function. The development of
the service concept contains the development ofctreept service with the help of the
customers and the experienced staff. The main gerpoto determined the key concepts and
the value of the customer. The second activitynes gervice system development; these are
the static resources of the company (physical awthinical environment, structures and
administrative support systems). The third actiwitythe development process is the service
process, these are the actual activities that omueir for the service to function. The service
process will define the specific activities thatlweed to generate the service.
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This frame of reference for new service developnientresented in this theory, which is

focussed on quality. It is important to develop gmdbvide a service that contains the

customer’s perception of the company. The compdmuld develop and offer a service

concept which is appropriate to the customer’s sesl wants which contains the assed-
value which the customer asks for (Edvardsson dasioD, 1996).

To answer the last research question, the impleatient process of Shostack (1984) is
chosen. This theory is based on three stages fplementing a new service. This is the
implementation of the operations plans, the compatiin strategy and the market
introduction. The first step is the implementatadrthe operations plan; the three activities of
the development process will come together as aseewce and will be fully implemented in

this stage. The second implementation stage isdh@nunication strategy. This is the stage
when the company should decide how they want toecontontact with the customer. The
last implementation stage is the market introdunctio
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[l Antipodeans Abroad

3.1 Introduction

In this chapter the vision of Antipodeans will bisalissed. A vision can be described as a
business vision, a view of where the company wanto in the future and how this can be

reached. It is an image of where the company iddakarhe view sets up an overall overview

strategy for the business and defines the goalhefbusiness. The ultimate result of the

business vision view is a definition of the desifetlire state of the company, and how that
state can be reached.

In the next part the company and where its stamdsits to go in the future and how the
company is structured will be discussed. The curbaisiness model, the current business
process and the people in the company will be dssditoo.

The mission, goal and strategy that is formulatethis chapter is derived from observation
while working at Antipodeans Abroad and a semigttrced interview with the founder of the
company. The definitions and models are found enlitlerature and the different programmes
online fwww.antipodeans.com.gu

3.2 Mission, goals and strategies

The internal analysis of a company is essentiald@reloping a firm’s strategic goal and
strategic mission. For this analysis of Antipode#@isoad | have defined the following
business statements. Discussions with the statblélde following statements.

Mission: to offer students and schools in Australia theoopmity to discover the world in an
educational and a personal perspective

Goal: to create a full service platform of experiencd goality service to offer customers the
service they are seeking for

Strategy:to expand Antipodeans Abroad’s business activiiedustralia to serve more
customers and to enlarge their core business, gayear programs to fully international
internships programs, which enable the potentisiaraer
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3.3 Antipodeans Abroad’s business

Antipodeans Abroad is a travelling agency that rsffeeveral travel programs. The programs
can be divided into two categories; Volunteer TtaRPeogram and Educational Travel
Program. The Volunteer Travel Programs has thremgrams, which are: ‘UniBreak’,
‘Gabbreak’ and ‘Charity Challenge’. The Educatioffaavel Program consists of three
different programs; ‘Expedition’, ‘Language Immensi and ‘World Tours’.

3.3.1The Volunteer Travel Programs

The Volunteer Travel Program has three programsghware: ‘UniBreak’, ‘Gabbreak’ and
‘Charity Challenge’. The Unibreak programs are giesd to provide tertiary students (tertiary
institutions are colleges, universities, institute$ technology and polytechnics) the
opportunity to get personal and professional exmee all around the world, which can or
cannot be related to their professional degreecolild be a volunteering project in a
developing community or country, but it can alscabenternship to get more experience in a
particular industry. The UniBreak programs are didd into three different programs, which
are; ‘UniBreak Volunteer’, ‘UniBreak Groups’ and niBreak Internships’. The UniBreak
Volunteer program will give the student the oppoitiyito volunteer in a developing country,
for example a project that the community will ben&bm. The student/ customer have the
choice from over 10 destinations and the duratidhbe between the 4 and 12 weeks. The
program UniBreak Groups is a program to give alfgoof a university the opportunity to
tailor group of placements to meet the requiremaftshat particular faculty. This is a
partnership between the university and Antipodednoad. They have to work closely to
plan and coordinate the groups. The company wdisasiniversities to provide international
internships, clinical placements, experimental rdegay and professional learning
opportunities. The third in the group is UniBreakernships. This program is for under-
graduate, post-graduate and recently graduaterggideer 18 years to work in a developing
country to gain (relevant) experience.

The 'GabBreak’ program is for students that wanh&wve a gab-year (a year of between
school years, between studies or between studynank). The placement will be for three
months and the student will live during the placehweth locals.

‘Charity Challenge’ is a program which will be téd to the challenges that suits the
requirements of the charity that the student/ eustohave chosen. The challenge is to raise
funds for several charities.
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3.3.2 The Educational Travel Program

The Educational Travel Program consists of threH#fergint programs; ‘Expedition’,
‘Language Immersion’ and ‘World Tours’. The Expéatit program is for school, groups and
individuals between the age of 15-18 years. Thengy will last 3-4 weeks to a developing
country, combining adventure with a community pcojdhe program ‘Language Immersion’
is for young Australian students to learn a differanguage like French or German. It is a 5-
7 week home stay in France or Germany over ChristiDaring that time they are placed in a
family and including a two weeks school attendandee last program is the World Tour,
which is a curriculum related travel program foudsnts that are interested in history,
geography and cultural aspects of the world. Thisldt be in school groups to India or
Thailand for 2 weeks.

Antipodeans Abroad has a wide variety of serviaalpct specially tailored to the wants and
needs of the students. The company gets in comiiittthe customer/ student by means of
info nights at the universities/ schools, which laeéd regularly. The customers/ students can
visit/ call their office for more information.

When Antipodeans receives a request from a compsshgol or university for a certain
service, first the relevant manager/ employee ftbat service will try to assist them in the
formulation of the service wanted. After that thmmpany will translate that information in
the most suitable way for the student or univer®ty making sure that the service will match
the wishes of the customer, the quality of the iserwill increase in the future.

Antipodeans Abroad carries total responsibility tbe request of the customer, including
responsibility for the quality of the services. Vheill arrange the volunteering projects, the
flights, accommodation, etc. Some services areifspegto each customer and require a lot of
direct contact between the customer and the comp@mg/ customer asks for the service to
Antipodeans Abroad, receive the product simultasBoand the customer pays directly to the
company. The payment includes the costs of theicgeriaccommodation, flights, and
employees’ rates) that Antipodeans Abroad delivers.
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3.4 The current business model

The current business model of Antipodeans Abroadeitned by the six dimensions that
underlie the business model which are presentedprevious chapter. The dimensions are:
factors related to the offering, market factorsetinal capability factors, competitive strategy
factors, economic factors and personal/ investaiofa. Each dimension will be discussed in
this chapter.

According to component 1(factors related to offgyidntipodeans Abroad creates value by
offering services to a variety of customers, sorhthem are customised slightly and others
are highly. The program ‘Language Immersion’ is wally and doesn’t need a lot of
alterations every year. But the program ‘World Tasia highly customised service. It will be
tailored for every specific wish a customer hase Wifferent services that the company
offers, presents a broad line. The services offaredfor a large range of customers (school
students to high level students, between the add aind 25). The company has access to the
product itself and do the service delivery themsghwith a direct distribution.

Component 2 (market factors) is about whom Antipodecreate value for. The type of

organisation Antipodeans Abroad is mainly Busines£ustomer oriented. Secondly they

operate only in Australia (national). Antipodeanisréad has customers all over the country
and give workshops all over Australia. The customehis case plays an important role in

the value chain, meaning that Antipodeans Abroiad to add value to its service by giving a
good service. Antipodeans Abroad defines the semifered to its customers therefore as the
experience and knowledge they have in the traggtnarket all over Australia.

Component 3 (internal capabilities factors) dessilthe source of competence. All the
activities are conducted from their office in Sygn&he core business of Antipodeans
Abroad is the travelling programs that they offerschools and students. Another internal
capability factor is the networking and this candsen as a competence for Antipodeans
Abroad Business, also for future service develogmen

Component 4 (competitive strategy factors) answersjuestion: ‘how do they competitively
position themselves?’ Firstly the company aimsaweeha qualitative, reliable and dependable
image. This is the result of consistency in theveey of the service and the quality of the
service that the company delivers.

Component 5 (economical factor) shows how the caomgarns money. Consisting of mixed
pricing and revenue resources, Antipodeans Abrgadependent on the demand of the
customer. Higher volumes are only reached whercaiscerned with big groups of students
booking a trip. Finally they earn income by feesl &y the margins on the service they
handle. The margins on average are very low.

Component 6 (personal/ investor factors) is abbettime, scope, and size ambitions of the
company. Antipodeans Abroad is utilizing the growttodel, which emphasizes on the
growth opportunities that are consistent with tbeibess model.
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3.5 The current business process

Service Flow

:

Customer Service Inquiry »| Antipodeans Outsourcing > Suppliers
ABroad
< P < P
Communication Communication
Cash Flow (product + margin) Cash Flow (product)

Figure 7: The current business process

The steps in the current business process

The following steps will describe the current besis process.

1.

The first step in the business process is the mifi the customer. If Antipodeans
Abroad accepts the request, the customer needslittehite on what they exactly
want, with respect to the timetable, budget andirmiztson.

After getting the full wishes of the customer, Atidleans Abroad needs to find all the
suppliers (flight availability, locations and hael The employees will get in contact
with all the relevant suppliers for the serviceBe Buppliers are in a database and easy
to get in contact with.

The potential suppliers are contacted and are askeathke a quotation based on the
specifications of the customer.

The best suppliers are selected and Antipodean®aflbwill make a cost sheet
including costs for the flights, accommodation amalvelling (depends on which
program or service is selected). The cost sheebwisent to the customer.

When the customer agrees on the offer, Antipodedimoad can make all the
bookings and make an itinerary. If the customersdiieagree with the offer, the
company has to make a new offer with other supglier

The next and last step is the booking of the cdfed the delivery of the service.

. During the whole process Antipodeans Abroad’s eyg®s has regular contact with

the customers, when necessary.
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3.6 People

The staff of Antipodeans Abroad consists of 10 aygés. Six of them have their own
program to manage, the other are to assist thieistéfeir daily work.

As mentioned in chapter one there are three grotipslividuals that must be managed in the
new service development. These are the developstafif the customer-contacts staff and
the customers. The key concept of new service dpuant is skilled and experienced staff in
a company. The managers, each has their own progr@nwell experienced with the work

they do and in developing a new service, which thegvery few years.

The second group, the customer contact staff/ tretomer contact staff, makes a direct
contribution to the service development. There fatg benefits if encouraging employee
involvement (Schneider and Bowen, 1984):

» Helps to identify customer requirements

» Their involvement will increase the likelihood adsitive implementation

* It can lead to employees treating customers better

It can help stop process efficiency consideratimverwhelming the needs of
customers.

It is important that the staff of Antipodeans Aldoshould be motivated and adequately
rewarded in the development process and there ghmulno fear for failure. Because it is
more important to fail before the service is lawtththat after the launch. During the
development process a project team could be addpé&tccould push the project trough the
development process (Dover, 1987). Also a greatennaitment to team working and
empowerment is associated with a faster developratavtever employees could be reluctant
to get involved in the development process, whictviny it is important to introduce reward
systems and great involvement of the staff.

The third group are the customers. It is really amg@nt to involve customers in the
development process and help them articulate tiegids. In general, the more involvement of
the customers the better. During this researchctistomers, Australian students are asked
what their needs are by use of a questionnaire.

3.7 Conclusion

In this chapter the current situation of Antipodea@®broad was discussed which also gives
the answer to the first research question:

What is the current situation of Antipodeans Abredth respect to the corporate business,
processes and the skills of the employees.

First it is important to understand the missiortted company. The mission of Antipodeans
Abroad is to offer students and schools in Ausdrtiie opportunity to discover the work in an
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educational and personal perspective. Within thission the company offers two different
programs. The Volunteer Travel Program and the &ilugal Travel Program. The Volunteer
Travel Program has three programs: ‘Unibreak’,B@ak’ and ‘Charity Challenge’. The
Educational Travel Program consists of: ‘Expeditichanguage Immersion’ and ‘World

Tours'.

The current business model has been discussed tihe icurrent situation, which is defined

by six dimensions that underlie the business mot&t corporate business of Antipodeans
Abroad can be defined as a company that create® @t offering service to a variety of

Australian customers and it is Business to Custoanemmtated. The core business of the
company is to offer qualitative and reliable trdiwgl programs to schools and students in
Australia.

The current business process of Antipodeans Abroadists of 6 steps. These stapes are:
1. Inquiry of the customer;

2. Finding the suitable suppliers;

3. Suppliers are contracted,;

4. The best suppliers are selected;

5. Agreeing of the offer and. the payment of tHerf

6. Booking of the offer and the delivery of thevsee.

The staff of Antipodeans Abroad consists of 10 eygés. Six of them have their own
program to manage, the other are to assist thieistéfeir daily work.
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IV. Analysis of opportunities

4.1 Introduction

In this chapter the analysis of opportunities dmel questionnaire design are been discussed.
The questionnaire design and the outcomes of tlestiquinaire will also be discussed. The
main objective is to understand the wants and nettse future customer when it comes to
the new service. The analysis of opportunitiesoisobk into the market and listen to the
customers. In general a widespread market resesancheded to find a new opportunity, in
this case the Australian students will be askedillton questionnaires. This is to get an
understanding of what the student wants and neeelswhen they go overseas for an
internship. Customer expectations (the servicel lina that the customer believes to receive
from the service provider) in this research willthe expectations of the student that want to
do an international internship and the expectatibag have of the intermediary company.

4.2 Analysis of Opportunities

The purpose of this research is to develop a nevicgefor Antipodeans Abroad. The service
will be a guideline for the company for offeringethAustralian student an international
internship. To develop this guideline it is firsbportant to know what the wants and needs
are of the student. To get an understanding, ti@est will be asked questions about their
expectations from Antipodeans Abroad in the case they are offering an international
internship. For this research the use of a quesdioa is chosen, because it is an easy, fast
and cheap way to gather information from AustraBtudents. Another reason is because the
students are wide spread over Australia. The mhbjactive is to determine what the needs
are of the students that want to do an internatioa@rnship. The third reason why is because
it is an explanatory research and the answerseofdlationships between the variables are
easy to measure. That is why a questionnaire iseshto ask the student these questions.

4.3 Sample population

The sample population of this research is aimedttments all over Australia who are
currently studying in Australia.

4.4 Type of questionnaire

There are different kinds of questionnaires thah d#e used: the self-administered
guestionnaire and the interviewer-administered tpm@saire. The respondent completes the
self-administered questionnaire and the interviefis in the interviewer-administered

guestionnaire (Babbie, 2004; Saunders, 2007). Bifeadministered questionnaire will be
used for this research, because the questionndirbensend to the student by internet, and
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he/she has to fill it in their self. This specifguestionnaire is the Internet-mediated
guestionnaire (Saunders, 2007)

The answers can be given in two different wayshis juestionnaire. Open-ended let the
respondent fill in their own answer. The second vieyhe closed-questions, which the
respondent has to choose between different prequkssianswers.

4.5 Development of the questionnaire

The choice of the questionnaire is influenced Wyedent factors, which will relate to the
guestions, and the objective of the questionnaBaufders, 2007). Some factors are:
characteristics of the respondent, number of questiand the sample size. The most
important factor is that the respondent is thegethat fills in the questionnaire, which is the
reliability of the research. When using the Intémmediated questionnaire the chance could
be high that the right person will respond to theegjionnaire. Other considerations, for
expectations, for using the Internet-mediated dqoiesaires are:

» The size sample can be large, because of usingtirmet; it is fast, easy and cheap.
In this research, the questionnaire will be sendAtestralian students all over
Australia.

» The costs of the research are very low, becausadimg the questionnaire via e-mail
is free.

* The response rate by using the Internet is apprabeiy 10%, which means that the
expectation of 1100 students will send their questaire back, with the questions
filled in correctly, and when the universities wamicooperate.

» The collection time of the completed questionnaisespproximately 2-6 weeks, after
sending it to the students.

* The length of the questionnaire is a debatableestibjrhere is no guideline for the
number of questions.

* The change of contaminated or distortion of thepwaesent's answer is really low.
Because there is no second person (interviewenlvad, and the questionnaire via
the Internet is anonymous.

* The questions asked in the questionnaire, whichbeilsuitable, are closed questions
and easy to answer.

* The input of the data is easily to compute intofulsenformation, because the
guestions will be closed or multiple-choice.

4.6 Collection of data

Using a questionnaire the researcher has only baece to ask the respondent and one
chance to collect the data that is needed. Thisnséaat the questions should be clearly
defined and very precisely structured. This wikdaa lot of planning and understanding to
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what the researcher really wants to know and widata the researcher wants to collect
(Saunders, 2007). In the data requirement tablestaildd framework that contains the
information that will be gathered. This data regment table can be found in appendix 1.

4.7 Types of variables

Three different variables can be used in a quastive. These are: opinion, behaviour and
attribute (Saunders, 2007). All three variables &l used in this questionnaire. This variable
opinion will show how the respondents feel or thaldout a certain subject. The other two
variables, behaviour and attributes, is about whapondents do or what they did or what
they will do in the future. The attributes charaistics of the students) in this questionnaire
will be the age, gender, type of education, leveleducation and the residence of the
respondents, and the behaviour variable will bestjiies about what they do and are, for
example: if they did an internship before.

4.8 Data collection

Data requirements table is necessary to ensurahtanformation that is needed actually is
gathered and gives guidelines how to do that. Hia tequirements table includes (appendix
1):

* Determine the outcomes of the research;

» Subdivide every research question or objective anenspecifies questions;

» Identify the variables;

» Develop measurements questions to data;

* The investigative questions, these are the questiwat the respondent has to answer
in order to get the right results.

4.9 Explanation of the data requirement table (appedix 1)

The data requirement table is made of three sepaabjects. These are the respondent
characteristics, internships in general, the maitws and expectations of the internship and
the service quality expectation. The different satg will be linked to each other to get an

overall view about what the students wants arejwgoeng on an international internship.

Respondent characteristics

The respondent’s characteristics are the gender,stgte of residence, university the student
is attending right now, the educational level af 8tudent and the type of education, and in
which year the student is studying right now. Thgsestions will be asked to learn the
general characteristics of the student and deterhair needs, which will be linked to the
next section, the internship in general.
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Internships in general

This part of the questionnaire is to ask the stutleee questions about internship in general.
First one is the internship at their universityoldigatory, second does the university offer a
student an internship. If the internship is oblaggtfor the student and the university is not
offering the students an internship, this will be @portunity for the company. The third
guestion is in what year the student has to doriteenship (if obligated). This question will
be linked with the question: in what year the shide studying now. For the reason that the
company will know when they can offer the studentiaternship and can begin their
promotional activities.

The motivations for expectations of the internship

The questions in this subject are the questions @na related to the motivations and
expectations that the student has when doing amistiip. These answers will be used for the
design of the new service. The company can takeetlseibjects in consideration when
designing it.

The first 3 questions are the behavioural questidnthe students already did a(n) (inter)
national internship and who arranged it. These turesare important to know if the student
did a(n) (inter) national internship, who or whataaged it; the student, the university or a
company.

The question whether the student wants to do anational internship is one of the most
important questions of this questionnaire. If thedent doesn’t want do to an international
internship, the importance is to know why not. The®asons are important to the
development of the service; because it is exachigtthe student does not want and/ or these
are the encounters the student had in the past.midtevations of doing an international
internship, the expectations, with who or alonestidation, country, duration, kind of work,
expectations, which company and the accommodatomghe different dimensions that the
student wants are for the new service.

The service quality expectation

SERVQUAL is a framework for testing, measuring aadmprove the quality of the service
of a company. To measure the expectations, ParaantaZeithaml and Berry ( made a 22
items from 5 different dimensions. These dimensiares Reliability, Assurance, Tangibles,
Empathy and Responsiveness.

- Reliability is the ability to make sure that the service iplemented reliable and
accurate. The subjects that will be asked are:

Provide service at the right time;

Promise to do service by certain time;
Perform the service correctly the first time;
Insist on error-free service;

Show sincere interest in solving a problem.

O O O O O
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Assurancestands for the knowledge and ability of the emp&syto carry out trust to
the customers. The next subjects will be asked:

o 0O O0OO0Oo

Feel safe in their transaction;

Provide the necessary information;

Have knowledge to answer questions;
Give confidence in customers;
Consistently courteous with the customers.

The tangiblesare the physical faciliies of the company, e.grspnnel and
communication methods. The subjects that will beedsn the questionnaire are:

O O O O

Modern equipped computers;
Conveniently situated for the customer;
Waiting facilities;

Employees should be neatly dressed.

The empathys the individual attention and care for the costo. The subjects asked
whether the future customer thinks is important are

O O O O

Personal attention;
Individual attention;
Operating hours;
Understand specific needs.

Responsivenesimension is the willingness to help the custonges@on as possible.
The important subjects are:

o O O O

Employees are willing to help

Employees give prompt service

Employees are never too busy to help
Employees say exactly when the service will be

These five dimensions are designed to establisht Wiea students expect from the new
services. The dimensions are derived from ‘Ser@gality Expectations of Travellers
Visiting Cheju Island in Korea’ (Khan and Su, 200@&)ich used also the five dimensions of

SERVQUAL.

4.10 Types of Data

The data that will be gathered through this quaestire will be quantitative data. The data
types that are used in this questionnaire are timaimal and ordinal data. The nominal
measure is the data that is exclusive and exhaugBabbie, 2004; Saunders, 2007). For
example ‘gender’, the only two possibilities arealai or ‘female’. The second variable is the
ordinal measure, which is a rank-order along déiférdimensions (Babbie, 2004; Saunders,
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2007). The ordinal measures that are used is thestmpnnaire is the five point Likert scale:
strongly disagree-disagree-neither agree- nor tkeaggree-strongly agree.

4.11 Measurements

The results of the questionnaire will be procedsganeans of percentages and numbers to
make comparisons in the outcomes.

4.12 Testing

The testing of the questionnaire was to checkefttiere are difficulties filling it in. This is
done by myself. | made the questionnaire online @metked if some changes needed to be
made.

The validity is secured, because what was inteta@deasure will be measured. The answers
will cover all the information about the studentstt is needed to fulfil this research
adequately. The reliability refers to the extentMnich data collection techniques will yield
the same information (Babbie, 2004). However thithe first time that this kind of research
is done for Australian students and internatiom&mships Thus, the reliability cannot be
established based on previous research. Futurarobseay necessary to assess the reliability
for this research.
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V Findings

5.1 Introduction

The questionnaire has been sent to the universitidsistralia. Unfortunately the response
was not as expected. Only 17 replies have beelvegteThis is because of several reasons.
The first one is that the universities didn’t wamtcooperate by spreading the e-mails to the
students. And if the university wanted to coopertite students didn’t fill in the
guestionnaires. As a result the reasons for usingrdine questionnaire cannot used in this
research as intended. For future research this tntgh challenge to understand why
Australian students and universities didn’t wantdoperate.

Because of the low response, the results of thetqummaire will only be considered as a pilot

study. There is no statistical signification thande derived because of this low response
rate. It exclusively serves as a test for the iligtbof the research approach. Despite the

caveat given in the previous, still an attempt Wl made to derive some conclusions. The
function of this is to show how conclusions canrbached based on the outcome of this
guestionnaire.

5.2 Outcomes

In this chapter the outcomes of the questionnailiebe discussed. The results can be found
in appendix 3 and 4. The first section is the amswe the general questions that are asked
and the second section is about the expectatiansepondents have from the service the
company might offer.

5.3 Conclusion characteristics students
The following results are obtained:

- Most all the respondent are from Western Australia;

- Ten of the respondents are female and the intgyasirie mostly not obligatory
and also didn’t do an internship;

- 7 of the respondents are undergraduates , anotrer postgraduates;

- Most of the students are in the second (6) and trear (6);

- Business, marketing and nursing are the main fieldsudy;

- Five of the respondents did not know in what yestualent has to do an internship
at their university;

- Ten of the respondents couldn’t answer the questidineir university offer an
internship

- The majority of the respondents (13) did not daaomal internship.

- 11 of the 17 respondents want to do an internalimernship;

- The majority of the students wants to go abroadaferinternship, because of
personal development and discovering a new culture
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5.4 Conclusion expectations

The second section of the outcomes of the questiomare the outcomes of the expectations
of the new service. The findings are:

- 12 of the respondents find it (very) importanteelfsave in the transaction;

- Most of the respondents find is very important ttta@ company provide the
information that is needed,;

- The majority (14) of the respondents find it (veny)portant that the staff of the
service company should have sufficient knowledgan®wer questions;

- The company should give me confidence finds 1Bafrespondents important

- 13 of the respondents find it (very) important tiihe company should be
consistently courteous with the customer;

- To provide the service at the right time find 1@wienportant and 2 important;

- 13 of the respondent find it (very) important tkia¢ service should be performed
at the promised time;

- The company should perform the service correctly finst time fids 9 very
important and 4 important;

- That the service should be performed error-fred #inof the respondents very
important and 8 important;

- 12 of the respondents thinks it's very importanshow sincere interest in solving
the problems for the customer;

- The majority of the respondents find it importahatt the employees of the
company should always be willing to help the custgm

- Prompt service to the customer when that is nedéded 14 of the respondents
important;

- 8 of the respondents find it very important that draployees of the service
company are never busy to help the customer impiprta

- 12 of the respondents find it important that thepkyees should say exactly when
the service would be;

- Personal and individual attention finds the mayooit respondents important,

- The specific needs of each customer finds the ntyjonportant.

- Equipped computers, conveniently situated, waifaglities and neatly dressed
employees are for the majority of the respondentsortant too.
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VI Service development and implementation

6.1 Introduction

In this chapter of the report the requirementshef service that is needed will be discussed.
The development of a service can be divided inetlativities. These activities are: service
concept development, service system developmenttla@dservice process development
(Edvarsson & Olsson, 1996). The service and thelementation of the service will be
discussed as well.

6.2 Service concept development

The service concept development is the descripgiothe customers’ needs and wants and
how they can be satisfied (Edvarsson & Olsson, 19B&e customer needs and wants have
been evaluated by means of a questionnaire. Tleomgls were that Australian students do
want to go abroad for an international internslup gersonal development and they want to
pay a mediator for arranging it. With this informoat it is an opportunity for Antipodeans
Abroad to develop a service that offer an inteoval internship for 3-6 months, with
personal development as a main purpose.

This will also include the expectations of the oasér, which will be the requirements of the
service. The most important expectations of thpaedents are:

- The company should provide sufficient knowledge pralide this knowledge to
the customer at the right time. This can be don&diging the staff that they will
know all the aspects of the new service. When doous has questions the
relevant answers can be given;

- Antipodeans Abroad should perform the service atright and promised time
error free. Meaning that the service process systeyuld work as it should be and
all the parties involved (suppliers and staff) dddae well informed;

- The staff should always be willing to help the cmsér and show sincere interest
in solving the problems are also requirements efftiure customer. This can be
done by giving the customer personal attention.

It can be concluded that a required is that thi# skeould be well-informed about the service
and will give the customer personal and individegrvice when it is needed.

6.3 The service

The service will consists of finding a suitableeimtship placement and/ or getting in contact
with the companies that offer an internship witthiair profession and requirements.
Assistance with visa, flights, insurance, accomniodaand a language course will also be
part of the service that will be offered.

Flights: Going abroad means flying out the counftipodeans Abroad could assist in the
process of comparing the best flights and pricedipddeans Abroad could offer flexible
flight tickets for all their customers. This witi¢clude a travel insurance and flexibility with
the dates and/ or group tickets.
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Accommodation: Going abroad means looking for agooatation as well, if necessary,
Antipodeans Abroad could help the customer to #odommodation or find accommodation.
This could be an apartment, renting a house, sparnoom or staying in a guest house.

Language course: When necessary a student nekdsria new language, or need to
improve a language when going abroad for an inte&pon$Vith offering a language course, the
customer will be fully prepared to do the interoasl internship. This language course could
be for any language necessary with a group of peapprivate lessons with a native speaker,
which depends on the customer requirements.

Antipodeans Abroad could offer service packagihg gjives the customer freedom to choose
what he/she needs. Only a language course or ltpussurance or a flight, or a whole
package.

Step by step service:
1. Register

After the customer has decided to go abroad, hefsihiel register online or make an
appointment and leave their CV and a coveringrettee covering letter will consist of
motivation and requirements for the internship.oftlse budget, timetable and destination
will be discussed With this information the compaay find an internship based on the
customers’ information and requirements. The fuemployers will decide with this
information to hire the future intern.

2. After registration

When registered and sent a CV, covering letterragdirements of the internship, the
customer will receive all the information they migteed for going abroad. A reader will be
sent or given with information about the pricesayiinsurance, travelling options, and
working in foreign country.

3. Internship options

When all the requirements (requirements from theearsity and the student) are clear for
Antipodeans Abroad, a quick scan will be made ltthal internships options through the new
supplier system. When a company is interestedsttent will be informed. When the
customer chooses one of the internship optionsieléestep will be made (payment).

4. Payment

When a company wants to hire the student for arnship, the student will receive an
invoice for the work that is done. This is to fiad internship and administration costs. When
this payment is done, a contract will be made lierdustomer and for the company. This will
be the ‘internship contract’.
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5. Additional

After the contract is signed, the customer can sbdor the option if they want Antipodeans
Abroad to arrange for accommodation, visa, fliginid/ or insurance.

6.4 Service system development

The service system development is the static ressuequired for the service. These are the
staff, the physical/ technical environment andrtlagiministrative systems and the customers
(Edvarsson & Olsson, 1996). Earlier is this regbg staff, the corporate environment are

discussed. Antipodeans Abroad has all these reqgaines for a new service. The new

requirement would be a new supplier system. Thikbeithe system of all the new suppliers

that can offer the students an international irsieim

6.5 Service process development

The service process development is the chain ofiées that must occur for a new service to
function (Edvarsson & Olsson, 1996). In this depelent a new process has to be developed.
This process will be quite the same as the curbeisiness model mentioned in 4.3 ‘the
current business model’.

Service Flow

:

Customer/ Service Inquiry > Antipodeans Outsourcing > Company
Student ABroad
< P < P
Communication Communication
Cash Flow (service + margin) Cash Flow (service)

Figure 8: The new service process

Steps in the new service process:

1. Because it's a new service, Antipodeans Abroadd#aske the initiative to inform the
new customers of their new service. This can beedongiving information to the
universities and online advertising.
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2. The second step would be the inquiry of the studemntipodeans Abroad and the
accepting of the request. The student will makegpointment and discuss all their
requirements, with respect to the timetable, budgédtdestination.

3. With the new supplier system, Antipodeans Abroasl toafind a suitable supplier for
the customer.

4. The potential suppliers are contacted and are aiskkdy have an appropriate intern
that suits the needs of the customer. This coulthbdevel of work, destination and
the fee for the customer.

5. The supplier that's suits the best with the wamtd aeeds of the customer will be
selected and Antipodeans Abroad will make a cosetstor the delivered service.

6.6 Implementation

Implementation is the most important stage in thexw nservice development process
(Schneider and Bowen, 1984). This is the stage evhiee service concept and the service
process comes into action. The process can bardgplithree phases:

1. Implementation of the operation plan;
2. Implementation of the communication strategy;
3. Market introduction.

The implementation of the operation plan is thstfatep. This will be the training and testing
of the staff. Training should not be just confitredthe personnel, but customers too need to
be taught how to use the information system. Comecation will be vital role in controlling
the customers expectation about the new servicés $arvice is developed with the
expectations that were measured beforehand. Buthén future the process for new
developments within the service should be well caletd. This process can be done by
developing a client communication system. Thiseysshould enable the customer and staff
the increased communication between them and uadershe future expectations and
perceptions about the service.

The second stage is the implementation of the camoation strategy. This is the stage when
the company should decide how to come in contatlt Wie future customers. The future
customers of Antipodeans Abroad will be informedtbg new service at their universities.
Employees of Antipodeans Abroad will give preseaotet at the universities and give them
information about the service, and learn them ablbetcompany and their possibilities of
going abroad for an international internship.

The last stage in the implementation process igrtheket introduction. Prior to the market

introduction a test marketing could be done, besatiss easier and cheaper to correct
mistakes in the design of the service and the stippgstems then after the market
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introduction. Immediate feedback from the custoouward help Antipodeans Abroad identify
and correct problems fast at the beginning. Whentekt marketing is done and the mistakes
are solved, the official market introduction candeme. The market introduction will be done
when the company first start to inform the cust@radrout the new service at the universities.
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VIl Conclusions and recommendations

7.1Conclusions
The following central question was formulated:

What new service can Antipodeans Abroad developdstralian students that want to do an
international internship and what steps have tddien to implement this new service.

The research started with finding the relevantditigre to answer the central question. This
relevant literature was the framework for this egsh. This framework included the theories
of new service development, SERVQUAL and implenrent new service. This framework
was the guideline for answering the different redeaquestions which finally lead to the
answering of the central question.

Based on the research it can be concluded thatpddaeans Abroad has a chance to
implement a new service. This service will offaxdsnts the opportunity to take international
internships. During the research process severatlgsions were reached. first is that the
students are willing to pay for a mediator to agamthe international internship. Second is
that the expectations of the customer are achiewaith the current business process.

The steps that need to be taken to implement tweseevice are:

1. Testing and training of the service personnel.

The training educates the staff to the requiremehtde new business stream making them
more qualified and able to execute the new service.

2. Development of a new company — client communicasigstem.

Communication between the customer and the stdifplay a vital role in manage customer
expectations. This system should enable the custant staff the increased communication
between them. It will help the staff to identifyettexpectations and perceptions of the
customer as well as identify early any problems #nge when the service is executed.

Antipodeans Abroad receives a report that will giae insight into the new service
development and opportunities for a new market wétv customer. It can give the company
flexibility in the future to offer their customeascustom made service that fits their needs and
wants.

The changes to the business process and otheedeBnommendations will contribute to the
continuous improvement to the business of Antipade&broad. The new service will allow
Antipodeans Abroad to offer a greater variety dfigons to fit more and new situations. This
will allow them to continue playing a significartdle in the Australian travel industry into the
future.
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7.2 Recommendations

1.

The first recommendation is to listen to the custshwants and needs throughout the
whole process. If the company listens to the custotinen they can better fulfil the
customers’ requirements even if this requires gbario the service

Reissue the questionnaire again to the students Jtould give more detailed
information about the students that want to go atbrand the expectations of the new
service. Hopefully in the future the universitieanw to send the questionnaires to the
students and the students are more willing tatfil and send it back. It might yield a
better response to send these questionnaires imitkdle of a school year instead of
before a summer break, this will give the studentsre time to fill it in. If the
response rate is still the same investigation itite students don’t fill in the
guestionnaire.

After implementation of the service perform sats$ifan surveys. This will enable the
company more insight information about the seraicd processes of the service. This
can be done by a questionnaire that the custontiarsdfter they had the service. The
new communication system (mentioned in the conoi)salso will be gauge this..

Having qualified staff that help the customers kegghem informed. If the current
staff are unable to perform this role then addaidmaining or additional staff must be
trained.

Investigate how interaction between AntipodeansoAtr and universities can be
improved. Cooperate with universities and createnges to internships. With this
cooperation the requirements of an internship betome clearer for both the student
and the university.

Investigate how the relationship between Antipode&troad and companies can
increase. Close cooperation with companies willegikntipodeans Abroad an
opportunity to create international internshipsttiall be closely related to the
requirements of universities’ internships.
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7.3 Reflections

In this section | will reflect on the activities esuted during this Master Thesis. There are a
few areas of investigation that have been apprahth@nswer the central question and the
research question. The activities done for thisaesh are:

Research in The Netherlands

Research in Australia

Orientation and data collections

Performing in internal research and an externaaieh
Designing and sending a questionnaire

Data analysis and formulation

Executing the report

© N o 0ok~ wWwDdPRE

Finalizing the Final thesis

| will describe in a nutshell some personal expers during executing this Master thesis.
For me it was a great opportunity to go abroad tandain knowledge and experience in
another country. The research started in The Niatias with the preliminary research of the
topic. This topic was to investigate the expectetiand the perceptions of the services that
they had at that point. | did not know a lot abth& company yet, but stated the research on
that topics. When | arrived in Australia the compasked me to do a different research.
Because of this | had to start my preliminary reseaagain but on the topic ‘new service
development’ and they wanted to know what the naditivn where for student to do an
international internship. Therefore the preparaiamere done in Australia. This preparations
was to find suitable theoretical models for theidbas my Master topic.

The research started by exploring all the diffetdebries on new service development and
designing a questionnaire. Fortunately the staff #n@ founder of Antipodeans Abroad had

enough time to give me insights into the compang gave me advice when necessary. |
managed to gather all the information | neededtlier research and started to design the
guestionnaire. Unfortunately when the questionnair@s sent, it was just before the

Australian summer break, this lasted for a few weekiound because of this universities

were not willing to cooperate and if they did thedents didn’t want to answer the questions.
Due to these unforeseen circumstances the respaass@ot as high as | hoped it would be.
Back in The Netherlands | started to write up teeearch and answer the first research
guestions. Unfortunately no more responds cameigfirol found a solution to this and a way

to make the information valid for this research.tiWihe relevant theories, models and
literature | came to finalize the research. Togetiéh the help of my mentors, who gave me

insight in the phases of the project and the necgsadvice | was able to execute this

research.
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During the whole process of executing this researghwriting this report | have learnt to do
a critical literature review on a relevant subjentd applying models. Developing a
guestionnaire, implement a new service and assesrant situation of a company were also
subjects that I've learnt.
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Appendix 1 The data requirement table

Investigative questions

Variables required

Detailn which data is measured

Respondent
characteristics

The gender (attribute)

The gender of

tHdultiple choice: Male or female

respondent

The age (attribute) The age of th&he year of birth (19..)
student

State of residenceThe state of residengeMultiple choice:

(attribute)

of the respondent

New South Wales, Victoria, Queensland, So
Australia, Western Australia, Western Austra

Tasmania

Attending which university

(attribute)

the student
studying

The university where

1S

Open-ended question??

Education level (attribute)

The level

student

oMultiple Choice: bachelor, master, PhD

education of the
Postgraduate, Graduate, Undergraduate

In what year (attribute)

In which year

university

or more

th&lultiple Choice: first, second, third, fourth, fift
student is in now in

In what field of study

The type of

Multiple choice: law, nursing,

busines

(attribute) education marketing, teachers, pharmacy, engineering
Internships in general
Obliged internship If the internship ig Multiple choice: yes or no

(attribute)

obliged

their field of study is

If ‘no’ go the question ..

University  offered

ar

If the universit
offered the students

yMultiple choice: yes or no
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internship? (attribute)

an internship

In what year the student
that education has to do

affhe year

internship

that th¢
astudent has to do 3

2 Multiple choice: first, second, third, fourth, fift
n

internship (attribute)
Motivations and
expectations of the
internship

Already did an nationa
internship (behaviour)

|If the student alread
did an internship

yMultiple choice: yes or no

If ‘no’ go to question..

Did an internationa|
internship (behaviour)

Of the studen
already  did ar
international
internship

[ Multiple choice: yes or no

If ‘no’ go to question ..

Who arranged th

internship (behaviour)

e\Which organization
university — arrangec
the internship

Open question: open-ended question
)

Want to do an internation:
internship (opinion)

allf the student want
to do an internations
internship

s Multiple choice: yes or no, not sure?
|

If ‘no’ go to question ..

Reasons why not (opinion

Reasons  why
student does not wa
to go on an
international
internship

Multiple choice: more answers can be filled in

Nt
Financial reasons, just not interested, not offg

by the university, no time, different cultun
different language, home sick, lack
communication with university and lecturg

red
e,
of
B,
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credits are not acknowledged, other....

Motivations (opinion)

The reasons why
student wants to g

internship

abroad for an

Multiple choice: more than one answer |is
pallowed

new language, new culture, visit friend |or
family, other....

Alone or a group (opinion)

international, he/sh

with friends?

If the student gaddultiple choice: yes or no, not sure

wants to go alone ar

e

Destination/

continen

t To which continent a Multiple choice:

Europe, America, South

(opinion) student wants to dpAmerica, Asia, Africa
an internationa
internship
Which country (opinion) Which country |aOpen answer; open-ended question

student wants to go

Duration (opinion)

How long the stude
wants to go abroad

nMultiple choice: <3 months, 3-6 month, 6-12
months, > 12 months

What kind of work

What kind of wor

the student wants to

N

do

Expectation (opinion) If Antipodeans was Multiple choice: offering an internship,
mediator, what doguidance during the internship, arrange
they expect of theeverything?
mediator?

Spending (opinion) How much wouldVultiple choice?: Nothing, 0-250, 250-500,

you spend on
mediator that woulg
arrange the
international

internship? - How
much do you want ¢

internship?

spend on the

n500-750, >750
)

A

O
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Company (opinion)

What kind d
company would the
student like to work

fOpen question

Accommodation (opinion)| Where does thelultiple choices: quest family, student dorm/
student want to stayhostile, own room/ apartment, and friends/
during his or her family.
internship?

The service guality

expectation

Assurance:

Feel safe in the transactioihe customer has foLikert scale: very important, important,

with the company (opinion

feel save with the
service company

moderately important,
unimportant

of little importance and

The company has
provide the necessa
information for the
customer (opinion)

the
i

oProvide
ryinformation  that
needed

Likert scale: very
moderately important,
unimportant

important, importar]

t,

of little importance and

Company has to have
knowledge to answer
guestions (opinion)

tdHaving knowledge to
answer questions

Likert scale: very
moderately important,
unimportant

important, importar]

t,

of little importance and

t,

t,

Give the customerginstil confidence in Likert scale: very important, importar

confidence (opinion) customers moderately important, of little importance and
unimportant

The company has to heConsistently Likert scale: very important, importarn

consistently courteous withcourteous moderately important, of little importance and

the customers (opinion)

unimportant

Reliability
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At the right time (opinion)

Provide the service t
the customer at th
right time

oLikert scale: very
emoderately important,
unimportant

important, important,
of little importance and

Promises on the right tim
(opinion)

service by a certai
time

ePromise to do thelLikert

scale: very
nmoderately important,
unimportant

important, important,
of little importance and

Correctly the first time
(opinion)

Perform the servic
right the first time

elLikert scale: very
moderately important,
unimportant

important, important,
of little importance and

Error free service (opinion

Insist on a error f
service

rdakert scale: very
moderately important,
unimportant

important, important,
of little importance and

Showing interest in solvin
a problem (opinion)

in solving a problem

gThe company has toLikert
show sincere interestmoderately important,

scale: very

unimportant

important, important,
of little importance and

Responsiveness

The employees (opinion)

Employees  sho
always be willing tg
help the customer

uldkert scale: very
moderately important,
unimportant

important, important,
of little importance and

Prompt service (opinion)

The company has

to the customer

kakert scale: very

give prompt service moderately important,

unimportant

important, important,
of little importance and
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Never to

(opinion)

busy hely

D The employees ar
never too busy t¢
help the customer

eLikert scale: very
b moderately important,
unimportant

important,

importar]

t,

of little importance and

Exactly know the servic
(opinion)

The employees te
exactly when the
service will be

ILikert scale: very
> moderately important,
unimportant

important,

importar]

t,

of little importance and

t,

t,

Empathy

Personal attention (opinion)The employees Likert scale: very important, importar
should give the moderately important, of little importance and
customers  personalunimportant
attention

Individual attention The employees Likert scale: very important, importar

(opinion) should give the moderately important, of little importance and

attention

customers individual unimportant

Operating hours convenie
(opinion)

nThe operating hour|
of the company
should be convenier
for the customer

sLikert scale: very
moderately important,
itunimportant

important,

importar]

t,

of little importance and

Understand specific nee(

1§’ he company shoul

dLikert scale: very

important,

importar]

t,

t,

(opinion) understand themoderately important, of little importance and
specific needs of unimportant
each customer, (if
necessary)
Tangibles
Modern equipped computeModern equipped Likert scale: very important, importar
(opinion) computers moderately important, of little importance and
unimportant
The company i$s The company isLikert scale: very important, importar

conveniently located fo

rnearby home/ work

moderately important,

t,

of little importance ard
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the customer (opinion) unimportant

Sitting facility for waiting| Sitting facilities for| Likert scale: very important, important,
inside the company the customers thatmoderately important, of little importance and
are waiting unimportant

Appearance of theNeat dressed and.ikert scale: very important, important,
employees appearance of themoderately important, of little importance and
employees unimportant
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Appendix 2 The questionnaire
Dear student,

This questionnaire is part of a research projechiderstand the motivations of the Australian stisle
that want to do an international internship. Theémadbjective is to understand about whether you, as
a student, think is important for this specificvéee. This research will be conducted for the comypa
‘Antipodeans Abroad'. This is an international &ling agency, which wants to develop a service for
Australian students that want to go on an inteomai internship. That is why your responses are
important in enabling me to obtain as full an ustinding as possible of this current issue.

The questionnaire contains of 45 questions andldhake you about 5 to 10 minutes to complete.
Please answer the questions in the spaces providem wish to further comments, please feel to do
so. The information you provided will be strictlprdfident. You will notice that you are not asked to
include your name and address anywhere on theigneaire.

The findings from your questionnaire and otherd ba& used as the main data for my thesis for my
degree course in Business Administration at theausity of Twente, in The Netherlands.

I hope you find completing the questionnaire pleasand please return the completed questionnaire
back via this e-mail address. If you have any qaesir would like further information, please feel
free to contact me via my e-mail address.

Thank you for your help,

Carolijn ter Braack
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What is you gender?
O Male
O Female

What is your date of birth?
S —

In which state do you live now?
O New South Wales
O Victoria
O Queensland
O South Australia
O Western Australia
O Tasmania

To which university do you go right now?

What is the level of your education right now?
O Undergraduate
O Graduate
O Postgraduate
O Other......
In what year are you are studying now?
O first
O second
O third
O fourth
O fifth
O higher

What is your field of study?
O Law
O Nursing
O Business
O Marketing
O Teaching
O Pharmacy
O Engineering
O Other

8. Is an internship obligatory at your universitiyho’ go to question 10
O No
O Yes
O I don't know

In what year a student has to do an internshipat yniversity?
O First
O Second
O Third
O Fourth
O Fifth
O I don't know
O Other
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Does your university offer an internship?
O No
O Yes, an internship in Australia, but not an in&ional internship
O Yes, but only an international internship
O Yes, both a national and an international inteims
O I don’t know

11. Did you already do an internship in Australia?
O No
O Yes
O I don’t know

12. Did you already do an international internshfpfo’ go to question 15
O No
O Yes
O | don’t know

13. Who arranged that international internshipyfmu?
O Your University
O Yourself
O An intermediate company, which one?

14. Do you want to do (another) international ingip?If ‘yes’ go to question 16, if ‘no’ question 15
will be the last to answer

O No

O Yes

O I don't know

15. What would be a reason for yoot to do an international internship?
O Financial reasons
O Hard to find an international internship
O Difficult to arrange
O Not interested
O Not offered by your university
O Don't have the time
O Not interested in different cultures
O The credits are not acknowledged
O Lack of communication with the mentor
O Other

16. What are for you the motivations and expeatatto go on an international internship?
O Personal Development
O Discover a new culture
O Visit friends or family
O Learning a new language
O Other
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17. If you were going on an international interpshiould you rather go alone or with more students?
O Alone
O With a friend or more friends
O With a group (organizational)

18. What kind of accommodation would you preferimiyithe international internship?
O Depends on the country
O Apartment
O Guest family
O Staying with friends or family
O Other
O Don’t know

19. In what kind of company would you like to wddt during your international internship?
20. To which country would you go for an internatibinternship?
21. How long would you like to go for the overs@asrnship?

O < 3 months

O 3- 6 months

O 6- 12 months

O> 12 months

O Other

22 .Explain what kind of internship would you like do?
23. How much would you spend on a mediator thatldvatrange your international internship?
O Nothing
O 0 - $250
O $250 — $500
O $500 — $750
O > $750

The next section of the questionnaire will be thegtions about your expectations about the quaillity
the service, with respect to the intermediary maéional internship service. The 22 questions bell
based on 5 subjects: reliability, assurance, tdeglitempathy and responsiveness. When answered
these questions a clearer view can be made abatharhyou, as a student, thinks is important fat th
specific service. Please give answer to what ymktls most important for this service.

24. | have to feel save in the transaction withsgterice company
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

25. The company has to provide necessary and ieuffimformation for the customer
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

26. The company has to have the sufficient knowdgdganswer my questions
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O Very Important

O Important

O Moderately Important
O Of Little Importance
O Unimportant

27. The company should give me confidence, witpeesto the service
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

28. The company should be consistently courteottstive customers
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

29. The company should provide the service to tlstoener at the right time
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

30. The company should perform the service at thmised time
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

31. The company should perform the service cowrelet first time
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

32. The service should be performed error-free
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

33. The company should show sincere interest wirgpthe problem for the customer
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant
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34. The employees of the service company shouldyawe willing to help the customer

O Very Important

O Important

O Moderately Important
O Of Little Importance
O Unimportant

35. The company has to give prompt service to tis¢otner when that is needed

O Very Important

O Important

O Moderately Important
O Of Little Importance
O Unimportant

36. The employees of the service company are rieudrusy to help the customer

O Very Important

O Important

O Moderately Important
O Of Little Importance
O Unimportant

37. The employees should say exactly when thesewould be
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

38. The employees should give the customer persategition
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

39. The employees should give the customer indalidttention
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

40. The operating hours of the service companyldizeiconvenient for the customers

O Very Important

O Important

O Moderately Important
O Of Little Importance
O Unimportant

41. The service company should understand thefapeekeds of each customer

O Very Important
O Important
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O Moderately Important
O Of Little Importance
O Unimportant

42. The company should have modern equipped comgpute
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

43. The company should be conveniently situatedhf®rcustomer
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

44. There should be waiting/ sitting facilities the customers
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

45. The employees of the company should be neaselle
O Very Important
O Important
O Moderately Important
O Of Little Importance
O Unimportant

Thank you for taking the time to complete this disemaire. If you have any further questions or
comments, please contact me, Carolijn, by sendimy eamail via this e-mail address
(c.f.m.terbraack@student.utwente.nl)

Carolijn ter Braack

Antipodeans Abroad
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Appendix 3: Outcome respondents characteristics

What is your gender?

|
Male |  EX |
Female O 5o |
no answer | B2 |
n=17

6 of the respondents are males and 10 female,nlt dide an answer.

In which state in Australia do you life now? |
INew South Wale |[#0, 0% |
Victoria |[#0, 0% |
Queensland |[#0, 0% |
ISouth Australia |[#0, 0% |
Western Austali T =
Tasmania |[#0, 0% |
no answer | B2 |
n=17 M

All the respondent are studying in Western Ausdrdlididn’t give an answer

What is the level of your education right now?

|
Undergraduate i |
Graduate B > |
Postgraduate | _________EU |
Other |[#0, 0% |
no answer | B2 |
n=17

|

7 are undergraduate students, 2 graduate studembstgraduate students, 1 didn’'t answer.

In what year you are studying now?

|
First [#0, 0% |
Second |  EX |
Third | ES0 |
Fourth | B2 |
Fifth |[#0, 0% |
Other: | =2 |
no answer | P |
n=17

|

6 of the students are in the second year, 6 staderihe third year, 1 in the fourth year and 2

answered ‘other’ and another 2 didn’t answer.
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What is your field of study?

|
LLaw |[#0, 0% |
Nursing |  EER |
Business |  _____ E |
Marketing | =2 |
[Teaching [#0, 0% |
Pharmacy |[#0, 0% |
[Engineering |[#0, 0% |
Other |  EET |
no answer | EED |
n=17

|

3 of the students are a nurse student, 6 busitedsnds, 2 marketing students,
‘other’ and another 2 didn’t answer.

2 answered

Is an internship obligatory at your university? If 'no' go to question 10.

|
No O, 55% |
ves — |
I don't know | BT |
no answer | B2 |
n=17

|

For 10 of the students an internship is not obtiggtfor 2 it is, 4 doesn’t know and 1 didn’t

answer.

In what year a student has to do an internship atgur university?

|
First | B2 |
Second B 2 |
Third | B2 |
[Fourth |[#0, 0% |
Fifth |[#0, 0% |
I dont know . |
Other | B2 |
no answer | ER |
n=17

|

1 of the students has to do an internship in tist fiear, 2 in the second,

doesn’t know, 1 answered ‘other’ and 7 didn’'t answe

1 in the third, 5

Does your university offer an internship?

|
No | D |
Yes, an internship in Australia, but not a... | D |
IYes, but only an international internship |[#0, 0% |
IYes, both a national and an international ... |[#0, 0% |
I dont know R |
no answer | B2 |
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[n=17

I

3 of the universities doesn’t offer an internsi8pgoes and 10 doesn’'t know and another 1

didn’t answer.

IDid you already do a national internship in Austraia?
No

| ”

ves —

I don't know | B2 |
no answer | B2 |
n=17

|

13 of the respondents didn’'t do a national inteimsh did, 1 didn’t know and another one

didn’t answer.

DDid you already do an international internship? If' no' go to question 14.

No \”
o - |
| don't know 6%

no answer | B2 |
n=17

14 didn’'t do an international internship, 1 didjidin’t know and 1 didn’t answer.

Who arranged that international internship for you?

|
IYour university |[#0, 0% |
Yourself | B2 |
IAn intermediate company, which one? |[#0, 0% |
no answer . @ EX
n=17

|

16 of the respondents didn’t give an answer tajtiesstion who arranged the internship
arranged the international internship him or hér3éie reason for this respond is that

and 1
in the

previous question was asked to skip the next quedbecause it was an irrelevant question.

Do you want to do an (other) international internship? If ‘yes’ go to question 16, if ‘no’ question 15will be the last ©©
answer for you

}NO }_ 18% |
Yes R c5% |
I don't know | D |
no answer | B2 |
n=17
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11 of the respondents want to do an internatiom@rmship, 3 don’t, 2 don’t know and 1
didn’t answer.

What would be a reason for you not to do an interngional internship? (Multiple answering is possible)

Financial reasons BBl |
Hard to find an international internship Bl |
Difficult to arrange | |3 |
Not intereste #0, 0% \
INot offered by your universi #0, 0% |
Don't have the time | IBZ |
INot interested in different cultures and [#0, 0% |
Don't have the time B s |
INot interested in different cultur [#0, 0% |
[The credits are not acknowledged at the un... [#0, 0% |
lLack of communication with the mentor and ... [#0, 0% |
no answer [ EE |
n=19 H

The reasons for a student for not doing an int@nat internship gives 3 financial reasons,
for 2 is it says that it is hard to find an intetinaal internship, 2 finds it hard to find, 1
doesn’t have the time and 10 didn’t answer. Theardor the low response rate is that in the
previous question was asked not to respond to ghestion after answering a particular
answer
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NVhat are for you the motivations and expectationsd go on an international internship? (Multiple ansvering is possible)
Personal development R o |
Discover new culture E 2 |
Visit friends or family | BB |
Learning a new language Bl |
Other | BB |
no answer B s |
n=35 H

Personal development was for 14 the most importagon to do an international internship,
8 to discover a new culture, 2 to visit friends dadily, 5 to learn a new language, 2 for
other reasons and another 2 didn’t answer.

\If you were going on an international internship, would you rather go alone or with more students?

Alone [ EEZ |
With a friend E s |
With more than one friend E s |
With a group E s |
Other [#0, 0% |
no answer E s \
n=17 H

5 wants to go abroad alone to do the internshipiti8a friend, 3 with more than one friend, 3
with a group and 3 didn’t answer.

NVhat kind of accommodation would you prefer duringthe international internship?

Depends on the country E 2+ |
Apartment R 2> |
Guest family | BD |
\Staying with friends or family -] 6% |
Other [#0, 0% |
no answer E s \
n=17 H

4 says it depends on the country in what kind ebammodation they want to stay when they
are abroad, 4 in a guest family, 1 wants to stak friends and family, 5 wants to stay in an
apartment and 3 didn’t answer.
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How long would you like to go for the overseas intaship?

| |
< 3 months | D |
3 - 6 months |  EW |
6-12 months | D |
> 12 months | BX |
Other |[#0, 0% |
no answer R s |
n=17

|

Two of the respondents want to stay shorter thamoBths abroad, 7 respondents 3-6 months,

4 respondents 6-12 months, 1 respondent longerlthamonths and 3 didn’t answer.

How much would you spend on a mediator that wouldrmange your international internship?

|
Nothing | BT |
\; - $250 }_ 18% I

250 — $500 E s

$500 — $750 | B2 |
= :
Other 6%
no answer | D |
n=17

|

4 says that they don’t want to spend anything anediator that will find the international
internship, 3 wants to pay $ 0-$250 Australian @l $250-$500, 1 $500-$750 and another
2 wants to spend more than $750. 3 didn’t answer.
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Appendix 4: Outcome expectations

I have to feel save in the transaction with the seice company |
Very Important |  EZ |
Important | ____  ESZ |
Moderately Important | B2 |
Of Little Importance |[#0, 0% |
Unimportant | B2 |
no answer B s |
n=17 M

6 of the respondents find it very important to feale in the transaction with the service
company, 6 find this important, 1 moderately impatt 1 unimportant and 3 didn’t answer.

[The company has to provide necessary and sufficiemformation for the customer

Very Important \m
Important | BX |
Moderately Important |[#0, 0% |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer | BB |
n=17 M

12 of the respondents find it very important the tompany has to provide necessary and
sufficient information for the customer, 1 find ghimportant and 4 didn't answer this
guestion.

[The company has to have the sufficient knowledge amswer my questions |
Very Important | EX |
Important | BED |
Moderately Important | B2 |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer |  EED |
n=17 M

9 of the respondents find it very important tha¢ tompany has to have the sufficient
knowledge to answer their questions, 4 find it im@ot, 1 find it moderately important, and 3
didn’t answer.
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The company should give me confidence, with respeitt the service

Very important . 2 ER |
Important R s |
Moderately Important | B2 |
Of Little Importance #0, 0% \
[Unimportant [#0, 0% |
no answer E s |
n=17 H

10 of the respondents find it very important tHaé tompany should them the confidence
with respect to the service, 3 find this importantnoderately important and 3 didn’t answer
this question.

The company should be consistently courteous withé customers

Very important R i |
Important B |
Moderately Important | BB |
Of Little Importance #0, 0% |
[Unimportant [#0, 0% |
no answer s \
n=17 H

7 of the respondents find it very important that tompany should be consistently courteous
with the customer, 6 of them find that importanmaderately important and 3 didn’t respond
to this question.

The company should provide the service to the custeer at the right time

Very important [ Ex |
Important B > |
Moderately Important | BB |
Of Little Importance #0, 0% |
[Unimportant [#0, 0% |
no answer E 24 |
n=17 H

10 of the respondents find it very important tha tompany should provide the service to
the customer at the right time, 2 find this impottal moderately important and 4 didn’t
respond to this question.
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The company should perform the service at the prorsied time

G R |
Important Bl > |
Moderately Important | IEBZ |
Of Little Importance #0, 0% \
[Unimportant [#0.0% |
no answer R s |
n=17

|

11 of the respondents find it very important the tompany should perform the service at
the promised time, 2 find this important, 1 modesaimportant and 3 respondents didn'’t

answer this question.

The company should perform the service correctly té first time

e I |
Important B |
Moderately Important | B2 |
Of Little Importance #0, 0% \
[Unimportant [#0, 0% |
no answer R s |
n=17

|

9 of the respondents find it very important tha¢ tompany should perform the service
correctly at the first time, 4 find this importadtmoderately important and 3 didn’t answer to

this question.

The service should be performed error-free

ery Important 24%

Very Imp #m_ |
Important | B |
Moderately Important | B2 |
Of Little Importance | B2 |
[Unimportant [#0, 0% |
no answer E s |
n=17

|

4 of the respondents find it very important that fervice should be performed error-free, 8
find this important, 1 moderately important and fllitle importance, 3 of the respondents

didn’t answer this question.
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The company should show sincere interest in solvirthe problem for the customer

Very Important \m
Important |[#0, 0% |
Moderately Important | B2 |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer | B3 |
n=17 M

12 of the respondents find it very important the tompany should show sincere interest in
solving the problem for the customer, 1 find thiedarately important and 4 didn’t answer
the question.

The employees of the service company should always willing to help the customer |
Very Important ] 2222222 B |
Important | EED |
Moderately Important |[#0, 0% |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer E s |
n=17 ”

11 of the respondents find it very important thet €mployees of the service company should
always be willing to help the customer, 3 find thiery important and 3 didn’t answer this
guestion.

The company has to give prompt service to the custer when that is needed |
Very Important R - |
important |  ED |
Moderately Important |[#0, 0% |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer | FED |
n=17 M

9 of the respondents find it very important thag¢ tompany give prompt service to the
customer when that is needed, 5 find this imporaauwt 3 didn’t answer this question.
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The employees of the service company are never toosy to help the customer

Very Important . Er |
Important R s |
Moderately Important s |
Of Little Importance #0, 0% \
[Unimportant [#0, 0% |
no answer E s |
n=17 H

8 of the respondents find it very important thag #mployees of the service company are
never too busy to help the customer, 3 find thipanant, 3 moderately important and 3
didn’t respond to this question.

The employees should say exactly when the servicewid be

Very Important R i |
Important E o |
Moderately Important | BB |
Of Little Importance | IBZ |
[Unimportant [#0, 0% |
no answer R s |
n=17 H

7 of the respondents find it very important tha #mployees should say exactly when the
service would be, 5 find this important, 2 moddsatmportant, 1 of little importance and 3
didn’t answer to this question.

The employees should give the customer personal extition

Very Important R £ |
Important E s |
Moderately Important E s |
Of Little Importance B o |
[Unimportant [#0, 0% |
no answer s |
n=17 H

7 of the respondents find it very important that #mployees should give the customer
personal attention, 3 find this important, 3 motEsaimportant, 1 of little importance and 3
didn’t answer this question.
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The employees should give the customer individuattention |
Very Important N 5 |
Important | BED |
Moderately Important | B2 |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer R s |
n=17 “

9 of the respondents find it very important tha¢ mployee should give the customer
individual attention, 4 find this important, 1 medtely important and 3 didn’t answer.

The operating hours of the service company shouldebconvenient for the customers |
Very Important | = EE |
important | B |
Moderately Important | FED |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer | D |
n=17 M

6 of the respondents find it very important thag thperating hours of the service company
should be convenient for the customer, 5 find thiportant, 3 moderately important and 3
didn’t answer this question.

The service company should understand the specifieeds of each customer |
Very Important | 2 B |
Important | EED |
Moderately Important | B¥R |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer | D |
n=17 “

9 of the respondents find it very important thag gervice company should understand the
specific needs of each customer, 3 find this ingurt 2 moderately important and 3
respondents didn’t answer this question.
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The company should have modern equipped computers |
Very Important | 2 BED |
Important |  _ EEZ |
Moderately Important | ¥R |
Of Little Importance | BX |
[Unimportant |[#0, 0% |
no answer R s |
n=17 “

5 of the respondents find it very important that tompany should have modern equipped
computers, 6 important, 2 moderately important &uétin’t answer this question.

The company should be conveniently situated for theustomer |
Very Important | 2 BED |
Important | _____ E |
Moderately Important | ¥R |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer B s |
n=17 “

5 of the respondents find it very important tha dompany should be conveniently situated
for the customer, 7 find this important, 2 moddsatenportant and 3 didn’t answer the
guestion.

There should be waiting/ sitting facilities for thecustomers |
Very Important . - |
Important | EED |
Moderately Important | B2 |
Of Little Importance | BX |
[Unimportant |[#0, 0% |
no answer R s |
n=17 “

7 of the respondents find it very important thagre should be waiting facilities for the
customer, 5 find this important, 1 moderately imanot, 1 of little importance and 3 didn'’t
answer the question.
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The employees of the company should be neat dressed |
Very Important | 2 BED |
Important | ESZ |
Moderately Important E s |
Of Little Importance |[#0, 0% |
[Unimportant |[#0, 0% |
no answer R s |
n=17 “

5 of the respondents find it very important tha émployees of the company should be neat
dressed, 6 find this important, 3 of little importe and 3 didn’t answer this question.
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