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Introduc)on  –  Background  and  Mo)va)on  
•  Higher  educa,on  is  increasingly  embraced  by  adult  
learners  
–  In  the  US,  38%  of  college  student  enrolment  -‐  25  yrs  of  age  
or  older  (NCES,  2007)  

–  In  Australia,  Canada,  UK,  Norway,  Sweden,  and  Israel  
•  adult  learners  -‐  30%  or  more  of  the  total  ter,ary  enrolments  
(Kasworm,  2011).    

–  In  the  current  research,  we  define  the  adult  learners  in  
higher  educa,on  by    chronological  age  and  addi,onal  
factors  such  as  delayed  university  enrollment,  part-‐,me  
aOendance,  working  experience  or  full-‐,me  employment  
while  enrolled,  and  financial  independence  (Choy,  2002).  



•  Higher  educa,on  for  adult  learners  has  aOracted  the  aOen,on  of  
researchers  
–  Previous  studies  on  adult  educa,on  can  be  classified  into  two  broad  

categories:    
•  how  adults  learn  and    
•  the  characteris,cs  of  adult  learners  

–  However,  many  studies  do  not  differen,ate  adult  higher  educa,on  
from  workforce  development/  training  programmes  

–  Most  studies  were  conducted  in  Western  countries  (Kasworm,  2011;  
Kasworm,  2012).      

–  In  Asia,  ini,al  aOempts  in  adult  educa,on  research  primarily  focus  on  
impar,ng  basic  literacy  skills  (Singh,  2002).      

•  Adult  learners’  percep,ons  of  higher  educa,on  learning  services  
have  not  been  well  inves,gated,  par,cularly  in  Asian  developed  
countries  like  Singapore.  
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•  Compe,,on  in  adult  learning  degree  programmes  
among  ins,tu,ons  has  increased  drama,cally    
–  Increased  number  of  local  adult  learning  degree  
programmes  

–  The  prolifera,on  of  online  distance  learning  
•  Ins,tu,ons  strive  toward  a  market-‐orienta,on  to  
enhance  their  compe,,ve  edge  (Grigg,  1994).      

•  In  order  to  aOract  more  qualified  applicants,  
ins,tu,ons  must  understand  the  percep,ons  and  
service  needs  of  adult  students  in  order  to  beOer  
aOract  and  serve  them.    
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•  A  beOer  understanding  of  the  service  needs  
enable  higher  educa,on  ins,tu,ons  to  
improve  on  the  different  aspects  of  student  
experience.      

•  This  is  important  because    
– Student  experience  can  play  an  essen,al  role  in  
shaping  their  choice  in  the  ins,tu,ons,  their  
inten,on  to  complete  the  programme,  as  well  as  
the  decision  to  recommend  it  to  others.      
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•  This  study  is  one  of  the  first  empirical  
inves,ga,ons  on  adult  learners’  percep,ons  of  
service  encounter  and  service  needs  within  the  
higher  educa,on  sector  in  Singapore.    

•  The  prac,cal  implica,ons  include    
–  strategic  planning  and  
–  raising  service  standards  at  the  various  touchpoints  
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Literature  Review  
Adult Learning Theories 
•  Provide insight into ways in which institutions can cater 

student services and course delivery formats to 
accommodate the needs of adult learners 

•  According to Knowles(1980), adults are assumed to  
(a) prefer self-directed learning,  
(b) bring experience to learning activities,  
(c) are responsible for their decisions on education, 
(d) exhibit an orientation to learning that is task- or 
problem-centered, and  
(e) exhibit a relatively high degree of internal 
motivation  



Research on Adult Learners in Traditional Face-to-Face Setting 
•  Ross-Gordon’s work (2003) focuses on the needs of adult 

students, including their preferences for active learning strategies 
that support cognitive growth and transformational learning, and 
their desires for immediate application of knowledge and 
opportunities for self-directed learning.  

 
Adult Learners in Distance Education 
•  Institutions can play an important role in creating supportive 

learning environments for adult learners both by incorporating 
theory and research on adult learners into their own classrooms 
and by advocating for adult-oriented services on their campuses 
(Blair, 2010).  
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Research Framework  
•  Cadotte, Woodruff & Jenkins (1987) suggests that the students 

compare their experiences with a set of expectations.  
•  Adult students have different expectations abilities and 

motivations.  
•  On the other hand, the university staff also forms some idea of the 

expectations that the students bring and how these are being 
fulfilled.   

•  Potential gaps that relate to expected and experienced service 
should have a significant impact on the service evaluation. 

•  Satisfaction occurs when outcome meets or exceeds the student's 
expectations. 

•  Dissatisfaction occurs when a negative discrepancy is present 
between the student's anticipated outcome and the actual 
outcome. 
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Literature  Review  
•  In  sum,  higher  educa,on  ins,tu,ons  have  been  ac,vely  

involved  in  crea,ng  programmes  and  services  that  are  
responsive  to  adult  learners’  learning  preferences.    

•  For  ins,tu,ons  in  Asia,  this  effort  is  more  recent.    Yet  much  
can  be  learned  from  exis,ng  programme’s  experiences  with  
various  methods  of  adult  learning.        

•  Prior  research  on  students'  choice  of  universi,es  by  
Woodruff,  CadoOe  &  Jenkins  (1983)  and  CadoOe,  Woodruff  
and  Jenkins  (1987)  suggests  that  the  students  compare  
their  experiences  with  a  set  of  expecta,ons.    
–  Poten,al  discrepancy  between  the  service  needs  and  
experienced  service  may  have  a  significant  impact  on  the  service  
evalua,on.  



The Gaps Model of Service Quality  
•  The GAPS Model of Service Quality (Zeithaml, 

Parasuraman, & Berry, 1990) provides a framework for 
an organization to assess and audit all the factors that 
influence service quality in an organization. 

•  The GAPS Model examines four gaps which occur 
within the organization that reveal a discrepancy 
between the service provider’s performance and the 
customer’s expectations.  
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Literature  Review  
(1) Knowledge Gap - this gap usually arises because of 

the organisation’s lack of a good understanding about 
how customers formulate their expectations. 

(2) Standards Gap - refers to the failure to translate 
managers’ perceptions of the customers’ expectations 
into quality standards established for service delivery. 

(3) Delivery Gap is the difference between the specified 
delivery standards and the organisation’s actual 
performance. 

(4) Communications Gap which refers to the difference 
between what the organisation communicates and 
what is actually delivered to the customer.  

 



Text  Collec,on  Used  
The text collection comes from 472 students from a part-time undergraduate-
level course from a major university in Singapore. They were asked to 
elaborate in writing on two service needs (gaps) they’ve encountered in their 
adult learning experience within the university. 
 

Knowledge Need (Gap) 



What  is  the  objec,ve  of  text  
mining? 

 
To categorise the free-format text into distinct and 

actionable categories using IBM SPSS Modeller 
through the use of concepts(key words) 





Synonyms – to tackle spelling errors and similar concepts 



Exclude List – to remove redundant concepts 



Defining concepts and their respective types for extraction -
<Transportation> type 



Defining concepts and their respective types for 
extraction -<ucore> type 



Defining concepts and their respective types for extraction -
<Carpark type> 



After customising the Resource Editor 



Preliminary  Categories 



Preliminary  Categories 

Looking for text with the following pairs of concepts: 
1)  Parking facilities & not sufficient 
2)  Parking facilities & more 
3)  Parking & not sufficient 
4)  Parking & more 
5)  Carpark & not sufficient 
6)  Carpark & more 
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Limita,ons 
•  Text mining using IBM SPSS Modeller 

works better with shorter text 
•  Manual efforts needed to customise the 

Resource Editor and create categories 



Future  Work 
•  Complete the categorisation for the 

Knowledge Need as well as the remaining 
Needs 

•  Compare categories across the different 
Needs 

•  This work is still exploratory.  Further 
research will be done to translate these 
findings into actual recommendations. 



Thank You 


