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ABSTRACT  
It is very difficult to predict which skills will be needed in the next ten years. In 

accordance with the new social and economic changes, as well as the labor market, it 

is important to organize and coordinate an educational system that will provide 

required workforce profile. Education has a significant impact on employment 

opportunities. Stronger contacts between educational institutions and labor market are 

necessary because they provide better use of all available possibilities and labor 

market needs. Also, it reduces the number of unemployed persons, develops society 

and returns invest funds in education in a shorter period. Moreover, increasing the 

education service quality should result in better competitiveness of higher education 

institutions. 

 

The aim of this paper is to identify the relationship between students’ expectations of 

possibilities of employment at time of enrollment at higher education institution and 

their perception of different aspects of educational service quality received. Students 

demand more and choose institutions with a higher educational service quality, where 

the emphasis is on knowledge. At the same time, labor market requirements are also 

increasing in terms of labor competencies, skills and knowledge. It brings into 

question the compatibility of higher education with the labor market. The results are 

presented in this paper. 
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1. INTRODUCTION  

Nowadays, it is harder than ever to predict which skills will be needed in the next ten 

years. It is necessary to pay more attention to informal form of education during 

employment and to developing cooperation with the labor market in order to respond 

better to market needs. Dynamic and diverse changes in the early 21st century, which 

significantly influence the development of society, services sector and planning 

strategies for education, can be viewed through the following behaviors 

(Gajić;2010,16):  

       Society and economy become more complex  

       The nature of work is changing radically  

       More and more jobs disappear or modify due to technological changes 

       Continuous evaluation is the key for the future  
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The economic crisis has affected labor market in more than one way: part-time work 

has increased, average actual hours worked by the full-time employed have decreased 

and the number of employees with temporary contracts has increased in European 

countries (Hijman;2009).  

 

A god connection between the labor market, higher education and research sectors is 

leading to a successful operation and is meeting the needs of users and society as a 

whole. There are many variations on how they should be consistent. Still it is very 

important to know how the exclusion of one of the factors actually results in losing 

the current and prospective customers, and what is even worse, losing the market. 

 

2. RELATIONSHIP BETWEEN HIGHER EDUCATION AND LABOR 

MARKET 

Given the current situation of global economic development, human resources 

represent a key element of competition at national and international levels. Human 

resources quality is becoming one of the key factors for the recognition and 

differentiation among countries. Because of this, the connection between higher 

education and the labor market is very important, as well as additional investments in 

higher education which contribute to resolving unemployment, which is still high 

Croatia. Long term employability in terms of globalization can be achieved only by 

continuous education and training throughout working life. Also, in the years to come 

it will be important to connect higher education with the needs of the economy. It is 

necessary to clearly define which occupations, skills and knowledge are required for 

faster development in economic and other sectors of society. Based on these 

indicators, higher education institutions should define their own policies of 

enrollment and financing the study.  

 

Other than investing in higher education, it is also very significant to keep investing 

in human resources which facilitate economic restructuring, reduce the problems of 

poorness, unemployment and social exclusion. Also, the OECD
1
 in its document Jobs 

Strategy (Šošić;2003,439,441) specifies the failure of education and training 

reorganization as one of the important reasons for growing unemployment and social 

polarization in the EU member states. There is a need for development of all forms of 

formal and informal education.  

 

 

On average, 85% of the population with tertiary education is employed. In Iceland, 

Norway and Switzerland the share is above 90% (OECD;2010,100). Also in all 

countries, persons with secondary education are much more likely to be employed 

than those with less education. In Belgium, the Czech Republic, Hungary, Poland, the 

Slovak Republic, Turkey and Israel, more than half of those with less than upper 

secondary education are not employed. Overall employment rates are more than 25 

points higher for those with tertiary education than for those who have not completed 
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an upper secondary education. This indicates the magnitude of the economic benefits 

that flow from additional schooling. Moreover, in Hungary, Portugal and Brazil, 40% 

or more of those who have completed tertiary education earn twice as much as the 

median worker (OECD;2010,116,117). In the period from 1997 to 2008 

unemployment rates of those with tertiary-level attainment have stayed at or below 

4%, secondary unemployment rates have stayed below 7%, while unemployment 

rates for those with less than secondary education have breached 10% several times 

since 1997 (OECD;2010a). As a result of the economic crisis, labor market is 

becoming more selective and the lack of appropriate skills and experience gains 

higher risk of unemployment.  

 

3. HIGHER EDUCATION  

The main purpose of higher education is the personal development of young people, 

allowing them to obtain specific skills and thus compete in the domestic and in the 

international markets. Accordingly, higher education tends to improve the quality of 

its programs, be competitive and synchronize with the upcoming changes. 

Educational institutions are faced with two aspects: on one hand, with the growing 

influence of the changing environment where the goals are to attract as many targeted 

adopters, and on the other hand with the requirements of the ministries, governments, 

local communities, public and wider environment (Arambašić;2009,4). All this 

requires market orientation of higher education institutions, as well as additional 

investments in marketing. It is estimated that public universities earmark about 5% of 

revenues for marketing, and private schools over 20% of revenues (Maringe & 

Gibbs;2009,44). The adoption of marketing philosophy in higher education 

institutions requires the institutions to think in terms of marketing concept and market 

performance. Key terms to focus on are: consumers’ (users’) needs, market 

segmentation, competitors and their market positioning and developing new products 

or services in accordance with market trends (Leko Šimić & Čarapić;2008).  

 

3.1. COMPARISON BETWEEN HIGHER EDUCATION IN CROATIA, 

HUNGARY AND SLOVENIA  
Slovenia and Hungary are members of the EU and they enjoy certain privileges in the 

higher education sector: European market of higher education is open, mobility of 

students, teaching and non-teaching staff is easier, alignment of ECTS grades and 

recognition of diploma are simplified, development of higher education is facilitated 

through structural funds, etc. Although Croatia as a candidate for the EU does not 

deviate too much from the standards of higher education in other countries in the 

region, it is still faced with major problems which must be solved before entering the 

EU, such as the lack of university autonomy, lack of mobility, dubious dual system 

(universities and polytechnics), poor cooperation with economy, etc. Nevertheless, 

Croatia has the potential to compete at the European market of higher education.  

 

Education policies of responsibility in all three countries are mainly established by 

the Ministry of Higher Education, which operates on a national level. Slovenia 

doesn't have established regions and all the responsibility is on the state level, since 



the new regional law is in the development stage. In Hungary, more responsibility is 

placed on the regional level, although it still lacks a strong regional structure of 

administration.  

 

Croatia and Slovenia have begun to harmonize the Bologna program in 2005, and one 

year later Hungary began the same process. The structure of higher education in all 

three countries is divided into three levels: undergraduate, graduate and doctoral 

studies. The problem in Croatia and Hungary is unfavorable ratio of teaching staff 

and students, which prevents effective maintenance of teaching. This is inconsistent 

with the standards of the Bologna process, where the emphasis is on smaller groups 

of students and individual approach. Slovenia does not have these kinds of problems. 

All three countries are involved in the Erasmus program, but Croatia has used the 

least of the program’s advantages. 

 

Since all the countries faced the economic crisis in last years, governments have 

created action plans for economic recovery, which also included plans for education. 

The crisis has weakened the state funding, but also contributed to the increase of 

unemployment rate. Young people in Croatia are aware of excess graduate students 

which are unemployed, so this reduces their motivation for enrollment in higher 

education. This is the result of insufficient compliance of higher education programs 

with the labor market. In Hungary, universities play a major role in the period of 

crisis. They take care of their graduate students, and try to do everything to assist 

them in employment or starting their own careers. In Hungary, the lack of interest in 

graduate studies is a problem, because the labor market equates Bachelors and 

Masters. In Croatia there is a different problem: the labor market does not recognize 

the Bachelors and considers them like „uncompleted students“. In Slovenia the rate of 

employment is 85% (Statistical Office of the Republic of Slovenia;2009,8). This 

favors the higher education market and increases the possibility of entering the labor 

market. 

 

Croatia, Slovenia and Hungary are faced with the increasing competition at the higher 

education market in Europe, which imposes the need of continuous invest efforts in 

achieving and developing models of a knowledge society to the domestic economy. 

In Croatia and Hungary more than half higher education institutions are private, while 

in Slovenia the ratio between private and public higher education institution is equal. 

Croatia, Slovenia and Hungary tend to improve quality in higher education. The 

quality program is the first and most important item on all levels of the education 

system. Higher education institutions have mainly created a program for development 

quality.  

 

The most common problems in all three countries are: complicated system of shared 

responsibility, competition, inefficiency and rigidity of the system, a very weak 

connection between education and labor market which is reflected through 

inadequate adjustment of education programs and the actual needs for the future 

economic development of the state, etc.  



 

Faculty of Economics in Osijek, Faculty of Economics in Ljubljana and the Faculty 

of Economics and Business Administration in Szeged are equipped with the latest 

equipment, they have a professional teaching staff, student organizations, a large 

number of scientific - research projects and they collaborate with other universities 

inside and outside the country. Evidence of the quality of these faculties is 

recognition of individual institutions which conducted the evaluation and assessment 

of higher education institutions in the world. The Faculty of Economics in Osijek has 

about 5000 active students and over 80 faculty members, Faculty of Economics in 

Ljubljana has over 8000 students and 250 employees and the Faculty of Economics 

and Business Administration in Szeged has 2300 active students and about 60 faculty 

members.  

 

4. RESEARCH  

The study was conducted at the Faculty of Economics in Osijek (EFO) (Croatia) on a 

sample of 310 students, the Faculty of Economics in Ljubljana (FELU) (Slovenia) on 

a sample of 250 students (March 2009) and the Faculty of Economics and Business 

Administration in Szeged (GTK) (Hungary) on a sample of 130 students (April 

2008), which represents   8-12% of active students from each faculty. Research was 

based on SERVQUAL model.  

 

Table 1 shows the characteristics of the undergraduate students sample from the three 

Faculties. It analyses the difference between the quality criteria and checks the 

evaluation with regard to the students' characteristics sample (year of study, different 

student status (fully-paying, partly-paying and non-paying) and study success 

(average grade)). 

 

Table 1 Sample description  
  EFO FELU GTK 

 N F % F % F % 

Year of study 1
st
 116 37,4 88 35,2 45 34,6 

2
nd

 73 23,5 56 22,4 47 36,2 

3
rd

 59 19,0 68 27,2 7 5,4 

4
th

 62 20,0 37 14,8 31 23,8 

Student status Non-paying 115 37,1 200 80,0 74 56,9 

Fully-paying 128 41,3 - - 33 25,4 

Partly-paying 67 21,6 49 19,6 23 17,7 

Study success 

(average grade) 

2.0 – 3.0 94 30,3 129 51,6 16 12,3 

3.1 – 4.0 177 57,1 101 40,4 79 60,8 

over 4.1 39 12,6 15 6,0 35 26,9 

Source: author's research  

 

4.1. RESULTS AND DISCUSSION  
The aim of the research was to find out the views of respondents on certain aspects of 

education service quality and to see a comparison between the three Faculties (table 

2). Alongside the statistical analysis, Likert scale measurements (1 – totally disagree, 



5 - totally agree) were used. Values which are darker show the highest value of each 

aspect of educational service quality at the three Faculties. Faculty of Economics and 

Business Administration in Szeged has the best rated aspects of educational service 

quality (9), Faculty of Economics in Ljubljana has 7 best rated aspects, while the 

Faculty of Economics in Osijek has only one aspect which is best rated (High level of 

applicability of acquired knowledge). Considering the overall average score of all 

aspects it can be concluded that the values are almost equal, but still the highest 

overall score is at the Faculty of Economics in Ljubljana (3.79), then at the Faculty of 

Economics and Business Administration in Szeged (3.66), and Faculty of Economics 

in Osijek (3.5).  

 

Table 2 A comparison of education service quality evaluation between three 

Faculties 
 EFO FELU GTK 

Good organization of studying 3,17 3,62 3,78 

Acquired knowledge responds to my expectations 3,33 3,60 3,86 

High level of applicability of acquired knowledge 3,77 3,61 3,28 

Acquired knowledge is socially necessary 3,84 3,89 3,66 

High program quality 3,49 3,77 3,81 

Acquired knowledge enables my personal development 4,13 3,72 3,93 

Adequate resources (library, PCs, classrooms, presentation 

equipment, and similar) 
3,47 4,14 4,55 

High quality of work by professors 3,53 3,8 3,88 

High quality of work by non-teaching staff 3,47 3,72 3,1 

Good knowledge and capabilities of professors 4,1 4,15 4,12 

Good knowledge and capabilities of non-teaching staff 3,72 3,88 3,25 

Politeness of professors 3,49 3,77 3,84 

Politeness of non-teaching staff 3,29 3,84 3,33 

Credibility of professors 3,58 3,92 4,0 

Good organization of schedule 2,71 3,45 3,22 

Good organization of opening hours 2,87 3,37 2,29 

Good reputation of Faculty 3,55 4,22 4,3 

Total 3,5 3,79 3,66 

Source: author's research 

 

Figure 1 shows the reasons for entering the given Faculties. The reasons that were 

uppermost assessed in all three Faculties are the possibility of employment and the 

program (curriculum) quality. This shows that during the enrolment in the faculty, 

potential students had a positive opinion about those two reasons. Considering the 

location and the image and reputation of the Faculty, there are major differences 

when it comes to the opinions of the students at the Faculty of Economics in Osijek 

and the Faculty of Economics and Business Administration in Szeged. The location is 

more valued at the Faculty of Economics and Business Administration in Szeged, 

possibly because geographically it is the only one in the area, while the students at 

the Faculty of Economics in Osijek do not consider the location as one of the 

important criterion for the selection. The aspect of the lowest value at all three 



Faculties (that they did not succeed in enrolling to some other faculty) proves that the 

majority of students chose these Faculties in the first place. 

 

Figure 1 Reasons / motives for students' choice of institution  

 
Source: author's research 

 

Reason „possibility of employment“ is the most important reason for entering the 

given Faculties. The question is how the mentioned motive can be associated with the 

factor “acquired knowledge”. This problem will be shown trough an IP analyzes 

which was set by Joseph et al (2005). Academic researchers have long advocated the 

use of importance-performance analysis (I-P analysis) as a managerially effective 

method of translating customer perceptions of service quality into analysis where the 

focus is on organizational attentions and resources. It identifies strengths and 

weaknesses by comparing two criteria used in the process of selection. One of the 

criteria is the relative importance of variables while the other is user's evaluation of 

offers in terms of these variables. The goal is to find out how expectations and 

perceptions of current students match i.e. do they vary before enrollment and during 

their studies. The research compared the reasons of entry seen as the importance of 

enrollment (possibility of employment) and following related aspects: „acquired 

knowledge responds to my expectations“, „high level of applicability of acquired 

knowledge“, „acquired knowledge is socially necessary“ and „acquired knowledge 

enables my personal development" observed as expected variables. 

 

Table 3 IP analysis of the examined faculties 
 EFO  FELU  GTK  

 I  P  I - P  I  P  I - P  I  P  I - P  

Possibility of 

employment  
3.7720  3.7632  0.0088  3.9224  3.7020  0.2204  4.0714  3.6827  0.3887  

Source: author's research 

 

Students at all three Faculties had higher expectations about possibility of 

employment at the time of enrollment at higher education institution, than at the time 

of study when they expressed their current perceptions of the acquired knowledge. 

The reason „possibility of employment „ was ranked as the most important reason for 

choosing the institution and the expectations in this field were the highest. Students 

believe that the acquired knowledge is socially useful and necessary, but yet 



insufficient because the perception is below the expectations. The limitation in this 

research was the fact that students can not competently evaluate the applicability of 

knowledge, since they have not met with the labor market. They lack sufficient 

practical experience to know more about the actual state of the economy. Therefore, 

the aspect of the acquired knowledge is questionable and it is very difficult to 

estimate its validity. However, given that the research included part-time students 

who are mostly employed and individuals who work through the student services and 

have regular status, it can be concluded that some of respondents can make 

conclusions about the aspect of „acquired knowledge“. However, the weakness at all 

three Faculties is too much theoretical over practical knowledge, and so „acquired 

knowledge“ must be adapt at Faculties. 

 

5. CONCLUSIONS 

Higher education plays an increasingly important role in contemporary society. The 

demand for highly educated citizens is increasing. Technological changes, 

competition and market demand for labor have major impact on higher education. It 

is necessary that the institutions are exclusively driven by the market in order to 

successfully meet the market, consumers on one side and labor market on the other. 

During the present crisis it is necessary to put the emphasis on lifelong learning and 

better connection between formal and informal learning and education.  

 

Problem which occurs at all three Faculties is insufficient harmonization between 

educational programs and labor market requirements as a result of insufficient 

communication between the two. This is more pronounced at the Faculty of 

Economics in Osijek and Faculty of Economics and Business Administration in 

Szeged, because in the last year the unemployment rate rose conditioned by the 

economic and financial crisis. There are a large number of unemployed young people 

which reduces the motivation for higher education. The problem can be solved by 

establishing new products and educational programs to meet labor market 

requirements. They should also improve the coordination between the theory and 

practice in the curriculum. It is important to educate the labor market about the levels 

of education established by the Bologna process. This raises another problem - 

insufficient compliance with the Bologna process. At the Faculty of Economics in 

Ljubljana, this problem is less pronounced since there is a better cooperation between 

universities and economy, and the employment rate is at a high level. The problem of 

compliance with the labor market seeks a solution through intensive direct 

communication with customers (existing and potential students) and with the 

economy as a secondary user of these services. It is necessary to create a joint 

collaboration with the business environment. One way is to create a database (alumni 

network of former students), which would allow further additional education at 

higher levels and create contacts for connecting students with entrepreneurs – 

„alumni”. In addition, connecting with the economy can be achieved by establishing 

the Career development center or the establishment of mandatory student practices 

that will bring students closer to labor market.  
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