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Abstract: Using qualitative semistructured interviews, this study aims to analyse the satisfying and
dissatisfying factors in a university—industry cooperation programme. Work experience, monetary
benefit, HR policies, language and time are important factors determining the satisfaction and
dissatisfaction of students towards a university—industry cooperation programme. Results help in
evaluating and identifying the sustainability of a programme. Marketing practitioners can consider
the results in designing corresponding marketing strategies, and HR managers and programme
coordinators can formulate guidelines for future improvements of related programmes.
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1. Introduction

Learning is a continuous process, and experience can help gain knowledge. The learning cycle
consists of experience, reflection, conceptualisation and experimentation [1]. To meet the complex
and constantly changing working environment, education institutions are required to train sufficient
and adequate skilled graduates [2]. Therefore, educational institutions must help students connect
classroom knowledge with application in practice [3]. A way to address this problem is to partner with
corporations [4]. Cooperative education and internship are the two most commonly used methods
to enhance student knowledge about real practice [5,6]. During internships, students are required to
work in usual offices and perform job duties similar to full-time employees. Hence, students can do
similar work and gain experience in an organisation [7].

The importance of the link between the hospitality industry and education has been identified
in various studies [6-10]. Kakalauskas et al. [11] suggested that different resources, techniques
and systems should be utilised to ensure the sustainable development of a university-industry
cooperation programme. Given that one of the objectives of an education institution is to provide
trained graduates to support professionals, a close connection between education institutions and
hospitality is necessary [12]. The close connection will allow education institutions to identify industry
needs [13]. In addition, academic researchers will be able to work with the industry and to develop
and enhance the relationship between the academe and business [14,15]. Internships have proven
effective in integrating education and work experience and assisting students to transition from a
classroom to an actual workplace [16].

The Bachelor of International Hospitality and Tourism Management at the City University of
Macau is a university—industry cooperation programme that provides students actual experiences
in hospitality institutions, sponsorships and allowance simultaneously [17]. Student satisfaction
is important to universities [18]. To effectively utilise university resources, tracking student
satisfaction is important [19]. Hence, to create a successful and sustainable university—industry
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cooperation programme, the university would need to develop its programme and courses according
to market needs. Therefore, researchers must identify factors that affect student satisfaction [20].
Such collaborations have attracted researchers [21]. Improving programme management requires
the examination of the effectiveness of programmes by means of discovering the satisfaction and
dissatisfaction factors of students. To the best our knowledge, no previous studies have investigated
this issue in a four-year university—industry cooperation programme.

Although the purpose of this study is to identify the satisfaction and dissatisfaction factors of a
university-industry cooperation programme, this study further identifies the strengths and weaknesses
of a programme. Hence, this study provides insights for educators and practitioners about the most
satisfactory way to integrate commercial practices and student learning opportunities and to develop
and sustain university-industry cooperation programmes.

2. Literature Review

2.1. University—Industry Cooperation Programme in Macau

Cooperative education is an important educational strategy in higher education programs [22].
Cooperative education program are typically degree-level programs that combine classroom-based
instruction with one or more periods of relevant experiential learning in authentic work settings [23].
Obtaining work experience in an integrated program of higher education becomes increasingly popular.
This led to the development of significant numbers of educational programs that incorporate some
experience in a relevant workplace [24]. Research suggests that cooperative education programs are
successful in placements, gain confidence in their ability to work, and lead to more satisfying and
well-paid careers [25,26]. Through cooperative education programs, students are not only able to
engage more readily with the world of work, but they also engage with themselves and the wider
environment differently [27].

Given the enormous growth Macau experienced during the last decade, Macau has now become
a world-class tourism destination [28,29]. The Macau government has tried to develop Macau through
education and cultivate talents for the development of Macau using different methods [30]. One of the
reasons why local companies in Macau participate in a university-industry cooperation programme is
to resolve labour shortage, especially in the tourism and hospitality industry [17]. In 2013, the City
University of Macau and Sheraton Macau Cotai jointly developed the ‘Sheraton Sponsorship and
Talent Development Project’, which is a university—industry cooperation programme. The two parties
put high expectations on the programme, which exposes students to different positions in Sheraton
Macau Cotai to accumulate work experience [31]. A dedicated officer schedules the work and school
time to reduce work and school time conflicts. Participants are considered full-time workers and
students. To an extent, this programme is different. Firstly, the duration of this programme is longer
(four years) than usual internship programmes. Secondly, students enrolled in this programme must
balance their personal and work lives on top of their usual school life. Third, this programme is
innovative and experimental in nature [17]. To ensure the successful completion of students in this
programme, Sheraton Macau fully cooperates with the City University of Macau. The management of
Sheraton Macau believes that this programme will provide students, especially those who are studying
hospitality and tourism, valuable opportunities to experience work in practical settings. Therefore,
they expect students to remain at Sheraton Macau after graduation More than 250 students are enrolled
in this programme.

2.2. Factors Influencing Student Satisfaction and Dissatisfaction

Many universities, which notice the importance of internships, provide voluntary or compulsory
(as a requirement of graduation) internship programmes. These internship programmes enhance
the job placements of students after graduation and allow universities to examine the relevance and
appropriateness of their curriculum [32]. Previous research corroborated that positive word-of-mouth
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amongst students increases the number of new applications and enrolment [18,33]. Student satisfaction
positively affects fundraising and student motivation [34].

Student satisfaction is defined as a student’s subjective evaluation of the outcomes and experiences
resulting from education [31]. According to Lam and Ching [35], student satisfaction is derived from
the differences between their expectations and perceptions of internship experiences. Expectation is
the student’s ex ante feeling, whilst perception is the student’s ex-post feeling. The difference between
the two is defined as the student’s satisfaction level. Investigating student satisfaction can detect
problems to improve the design and execution of internship programmes. Previous studies identified
several important and influential aspects and dimensions of student satisfaction. For instance, prior
industry experience [36], job characteristics [37], supervisory support; supervisor knowledge [35],
salary level [38] and personal factors, such as gender, nationality and personality [39], may partly
explain the inconsistency in the results produced by previous investigations [16].

Whilst internship creates satisfaction, dissatisfaction can occur due to actual industrial work
experience, especially when the actual experience does not match the expectation. Students expect
internships to improve their professional and personal skills [40]. Previous research affirmed that
expectation usually develops before internship and is affected by academic theorising, information
sources, past industry experience, level of training provided at university and the degree of work
readiness of the student [10,16,38,41].

3. Methods

This study aimed to explore the effect of student satisfaction factors in a university—industry
programme. Adopting an interpretive approach is important to understand the feeling of readiness,
whereby students explore the narrative of their experiences [42]. This study used a qualitative
approach along with an in-depth semistructured interview to collect and analyse data. This approach
allowed researchers to investigate the views and experiences of the students [43]. In qualitative
sampling, representation and scale are not the most important consideration [44]. The most important
consideration is the precision and rigour of the research, which is defined as the ability to describe the
salient characteristics [45]. Therefore, sample selection, i.e., background, grade and gender, is very
important to ensure that the sample is diverse enough [42]. Age is not a criterion of sample selection
because most students were under 25 years of age. Students in their first to final (4) years of study
were included in the sample.

Researchers conducted face-to-face and one-on-one semistructured interviews with students at
the university or place of convenience (i.e., library and canteen) from June to July 2018. Each interview
was approximately 30 min. The interview questions were based on research objectives: (1) What are
the most satisfying aspects of this programme, why? (2) What are the most dissatisfying aspects of
this programme, why? (3) Any suggestions for improvements in this program? Constant comparison
method was used to analyse data. According to Glaser and Strauss [46], this method systematically
records, codes and analyses data. To capture every aspect, verbal or nonverbal, of the interviewees,
researchers might ask questions to clarify during, before or after the interviews. Data saturation was
reached after 32 interviews. The interviews were recorded, transcribed and entered into NVIVO 11.0
for content analysis.

4. Findings and Discussion

4.1. Characteristics of Interviewees

A qualitative approach along with personal interviews was used to discover satisfying and
dissatisfying factors in the university-industry programme. Forty-four percent of the respondents are
male, and the 58% are female. On the basis of the year of study, 31% were in year 4, 25% in year 2, 22%
in year 3 and 22% were in year 1. Table 1 presents the demographic information of the respondents
and their characteristics.
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Table 1. Profile of respondents.

Gender Year 1 Year 2 Year 3 Year 4 Total

Male 3 3 4 4 14
Female 4 4 4 6 18
Total 7 7 8 10 32

‘No.” means the number of interviewees.

4.2. Student Satisfaction Factors

Table 2 lists the main satisfaction factors of the university—industry cooperation programme
and their corresponding subthemes. The five factors included working experience, monetary benefit,
human resource (HR) policy, language and time. Most interviewees said that experience was one of the
most important factors in this cooperation programme. This cooperation programme allowed them to
obtain industry experience and enhanced their social network (Interviewee 5). Moreover, students
could enrol in different departments, such as front desk, housekeeping and marketing. Therefore,
students obtained sufficient experience in different positions and could make better career choices
in the future (Interviewee 10). The second most frequently mentioned factor is economic. Students
appreciated the elimination of tuition fees. In addition, the cooperation programme provided basic
salary, which improved their living standard (Interviewee 20). The third most frequently mentioned
factor was time. This programme saved their learning acquisition and working time. Normally,
to obtain an undergraduate degree, students would need to spend four years. In addition, they
would need to spend another four years to obtain industry experience. However, this programme
can be finished within four years (Interviewee 1). The programme chose the elective courses for all
students, which reduced the amount of time to consider which electives to take (Interviewee 22). The
fourth most frequently mentioned factor was HR policy. When students joined this programme, they
obtained many employee benefits and the opportunity for promotion (Interviewee 20). The least
frequently mentioned factor is language. Students obtained the opportunity to practice their foreign
language skills.

Table 2. Results of content analysis on satisfying factors.

Themes Subthemes Year1 Year2 Year3 Year4
Working experience Industry experience enhanced social network 7 5 8 9
&P Job rotation experience 5 3 2 5
. Tuition is waived 5 4 5 6
Monetary benefit Internship salary 2 4 3 5
. Employee benefit 3 1 0 1
HR policy Promotion opportunity 0 0 1 2
Language Foreign language practice 0 0 1 1
Time Education process speed up 4 5 5 7

‘No.” means the number of times being mentioned by different interviewees.

4.3. Student Dissatisfaction Factors

Table 3 lists the main dissatisfying factors of the university—industry cooperation programme
and their corresponding subthemes. The four factors were management, monetary benefit, HR policy
and time. The most frequently mentioned factor is management. The job rotation was too fast: before
students became fully familiar with the department, they were already rotated to other departments
(Interviewee 8). In addition, students were not allowed to select the departments they were interested
in (Interviewee 19). Supervisors in the companies did not fully appreciate students who were working
and studying simultaneously. Supervisors would request overtime work although students were
expected to attend classes. The second most frequently mentioned factor was time. As running a
hotel is a 24-h business, employees must work in different shifts, i.e., midnight shifts. After students
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worked during these shifts, they were expected to come to class immediately (Interviewee 16). The
third most frequently mentioned factor was monetary benefit. Students claimed that they could earn
higher wages by working part-time than in the internship. Therefore, they were unhappy with the
low salary offered by the company (Interviewee 12). The least frequently mentioned factor was HR
policy. Students were dissatisfied at the difference between full-time employee and intern benefits
(Interviewee 14) and the limited amount of employee benefits (Interviewee 9).

Table 3. Results of content analysis on dissatisfying factors.

Themes Subthemes Year1 Year2 Year3 Year4
Rotation arrangement is too fast 5 2 2 3
Management Supervisory support is weak 2 3 4 3
Job preference mismatch 3 4 5 6
Monetary benefit Low salary 6 7 5 7
. Unfair benefit arrangement 3 5 4 5
HR Policy Limited employee benefit 1 0 1 2
Time Limited rest time 4 6 8 8

‘No.” means the number of times being mentioned by different interviewees.

5. Implication and Suggestions

This study discovered several factors of the cooperation programme that affected student
satisfaction. On the basis of qualitative interviews with students, five main factors affected student
satisfaction, and four main factors affected student dissatisfaction. Several of the factors discovered
by this study are consistent with previous research. For instance, working experience was found
in Lee, Chen, Hung and Chen [36]; salary was found in Chen, Ku, Shyr, Chen and Chou [38]; and
supervisory support was found in Lam and Ching [26]. Despite the consistency, small differences were
observed. This study identified tuition fee reduction as a subfactor that affected student satisfaction.
Furthermore, this study identified job rotation as a subfactor that affected student satisfaction. This
result sharply contrasted with the results of previous studies. Most of the cooperation programmes
in previous studies are short-term internship programmes, whilst the duration of the cooperation
programme in this study is four years. Students can fully appreciate the benefit of obtaining different
experiences from different departments and extend their social network. However, this subfactor
created dissatisfaction as well. Whilst some students said that the job rotation was too fast, other
students said they could not choose the department on the basis of their preference.

In addition, special features were discovered by this study. For instance, this study found time
as an important factor that affected student satisfaction and dissatisfaction. On the one hand, the
cooperation programme can effectively reduce the amount of time students need to prepare for future
jobs whilst obtaining a university degree. On the other hand, several students claimed they did not
have enough rest time. Students were assigned to different departments on different schedules. Given
the labour shortage in Macau [17], supervisors or managers in the companies would request students
to work overtime. This practice easily affects the study and rest time of students. This factor was the
main reason why students believed supervisors were unsupportive.

This study makes several important contributions. Firstly, this study confirms factors that affect
student satisfaction and dissatisfaction toward a cooperation programme. This study confirms work
experience, monetary benefit, HR policy and language as the satisfaction factors. Furthermore, student
satisfaction is affected by time. On the one hand, the cooperation programme can effectively reduce
the amount of time spent on internships and university degree. On the other hand, heavy workload,
no matter from universities or companies, and tight schedules reduce students’ rest time.

Second, from the company and cooperation programme perspective, this study discovered that
more coordination is needed between the cooperation programme and the corresponding internship
companies because students’ rest time directly affected their work and academic performance. In
addition, this study identified work experience and tuition fee reduction as the most important
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factors that affected student satisfaction. Therefore, these two factors can be used to promote
university—industry cooperation programme sustainability to the public.

Finally, from the university perspective, when the university is recruiting students to this
programme, the university should make applicants understand the uniqueness of this programme. In
addition, the programme must prepare applicants to be ready physically and psychologically. Students
should be made to anticipate working and studying simultaneously; hence, they should not expect the
same number of holidays as other students have.

In conclusion, this study confirms the factors influencing student satisfaction in a
university—industry cooperation programme. The industry experience enhanced the social network
and job rotation experience of the students. Moreover, the advantages further included waived tuition,
internship salary, employee benefits, promotion opportunity and foreign language practice. These
factors sped up education processes and positively affected student satisfaction. Meanwhile, factors
that had negative impacts on student satisfaction included fast rotation arrangements, unsupportive
supervisors, mismatched job preferences, low salary, unfair benefits, limited employee benefit and
shortened rest time.

6. Research Limitations and Future Research

Several limitations of this study require further investigations. Firstly, this study obtained the
sample from one university—-industry cooperation programme in Macau. The result is limited to general.
In the future, researchers may conduct a similar study on another country or programme to build on
these findings. Many programme stakeholders, such as HR managers, programme coordinators and
parents, were not included in this study. Future research could increase the sample size and diversity
of the respondents to conduct a more in-depth analysis of the satisfaction factors. Moreover, this study
is qualitative. Quantitative methods, such as exploratory and confirmatory factor analyses, can be
used in the future to obtain more fruitful results.
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