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ABSTRACT 

The planning of a society's actions begins with the organization of the State, 

identifying the needs of the different interest groups through public policies. These 

policies, defined as a collective learning process, seek to increase problem-solving 

capacity and legitimize the public agenda through democratic communication 

between society and government. In education, public policies are oriented towards 

fair, equitable, and quality access for students. Various studies highlight that these 

policies must be coherent with the social, political, economic and cultural realities of 

students. The Pontificia Universidad Católica del Ecuador (PUCE) Manabí Campus, 

founded in 1996, is governed by the quality standards of the Council for Quality 

Assurance in Higher Education (CACES). The university has implemented a quality 

model with 22 elements that meet the requirements of the PUCE Academic Project 

and Strategic Planning. Students' perception of compliance with these policies is 

crucial to continuously improve the quality of the educational service. This research, 

with a qualitative approach and hermeneutical phenomenological method, collects 

the perception of PUCE Manabí students about the quality of the educational service 

and the fulfillment of public policies. Through interviews and focus groups with 

student representatives, strengths and areas for improvement in the quality of 

service are identified. The key to greater student satisfaction lies in improving 

communication, optimizing resources, and ensuring the continuous training of 

academic staff. This feedback is essential to adjust and perfect educational and 

administrative strategies, contributing to the social, economic and cultural 

development of the province and ensuring quality education. 

KEYWORDS: PUCE, quality, public policies, students, service. 

 

1. Introduction 

Planning the actions of a society begins with the organization of the State, 

distinguishing the needs of the different interest groups that make up a nation. These 
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actions are directed through public policies that are a transversal axis of governments 

to improve the living conditions of citizens. 

The term public policy is directly similar to the actions of people or organizations. 

Rivas D. (2023) defines public policies as "a process of collective learning to 

increase the capacity to solve problems, influencing in a decision-making way the 

formulation and legitimization of the public agenda through a process of dialogue 

and democratic communication between society and government" (p.158). 

Education, as one of the factors that is part of the development of a society, is 

regulated around public policies, whose orientation is aimed at the benefit of 

students through fair, equitable and quality access. This is mentioned by Pita B. 

(2022) who distinguishes that educational policies should not be far from the 

coherence and harmonious consistency of the social, political, economic, and cultural 

realities that surround students. 

For their part, Moreno A., Jumbo J., and Jiménez E. (2023) indicate that public 

policies in education are guidelines determined by the State as normative principles 

of the education sector in conjunction with the actors involved in the environment 

and that they can be classified into policies that regulate financing, quality, and 

access to higher education institutions. 

Regarding quality in Higher Education Institutions (HEIs), as a relevant variable of 

this research, they are part of the high-level development that HEIs must generate. 

The relevance that a higher education institution must exercise in the face of 

continuous improvement is a process that is systematically implemented in quality 

management, intertwined through the country's development plans. In this sense, 

Moreno et al (2023) describe how years ago quality was not part of the priority of 

governments; however, it is currently similar to the personal and social improvement 

that a nation must have, because it is considered a social construction that is 

gradually debated as an institutional conception, even more so the educational 

quality that is generated as a process of reflection around academic, social, personal 

and administrative factors. 

For this reason, the Ecuadorian State intervenes with public education policies 

through the Development Plan for the New Ecuador, enacted since 2024 in the 

presidency of Mg. Daniel Noboa Azin. The National Planning Council (2024) 

describes this plan through 4 axes for the national objectives of the new government; 

The educational field is part of the social axis from the second objective, articulating 

higher education in policy 2.3 aimed at "strengthening the higher education system 

through the improvement of access, permanence and tenure with criteria of 

democracy, quality and meritocracy" (p. 86). 

In order to acquire quality control and verification in the educational field, 

Ecuadorian legislation distinguishes, through the Organic Law of Higher Education, 

that there are bodies such as the Council of Higher Education (CES), the Council for 

Quality Assurance in Higher Education (CACES) and the National Secretariat of 

Higher Education.  Science, Technology and Innovation (SENESCYT), who will 

establish the respective regulations in the country's higher education institutions. In 

view of this, the CACES stands out, as an organization directly involved and 



Public Policies Aimed at the Quality of Service in Ecuadorian Heis. Study Unit: Pontificia Universidad Católica 
Del Ecuador Sede Manabí  

580 
 

 

responsible for guaranteeing quality in HEIs. This government entity plays a role in 

the supervision of standards and quality control so that HEIs meet standards of 

academic excellence. 

In this context, the Pontificia Universidad Católica del Ecuador is one of the higher 

education institutions that offers its services in the country. This institution founded 

in the city of Quito in 1946 was formed as a private university by the Society of 

Jesus. Over the years, it has built several campuses around Ecuador, including the 

Manabí Campus, which began its academic services on May 6, 1996. (PUCEM, n.d.) 

PUCE Manabí is no stranger to the quality standards provided by CACES, because it 

has currently established a plan aimed at meeting the needs of students based on 

quality criteria that consolidate the academic excellence of the institution. This 

planning stands out for providing a Quality Model with 22 elements that meet the 

requirements of the Academic Project and the PUCE Strategic Planning that 

identifies objectives aimed at improving the quality of educational services. 

However, in order to evaluate the effectiveness of these policies articulated in the 

objectives, it is essential to know the perception of the main beneficiaries: the 

students. Therefore, this article is aimed at interpreting the perception of students 

about the fulfillment of public policies in terms of quality of service offered by 

PUCE Manabí, through the comprehensive vision that contributes to the continuous 

improvement of public policies in higher education to obtain effectiveness towards 

the real needs of the student community. 

By interpreting the perception that PUCE Manabí students have about the fulfillment 

of public policies around quality service, not only will the satisfaction of the students 

be distinguished with the tools and mechanisms that the university has provided to 

standardize educational quality, but it would also serve as feedback on good 

institutional practices that promote quality education in this University Campus. To 

this end, it is invaluable to identify the effectiveness of these policies and thus 

provide reflections that allow the improvement of the educational and administrative 

strategies maintained by PUCE Manabí Headquarters; In this way, the institution 

would contribute to the social, economic and cultural development of the province to 

achieve educational quality, as a fundamental pillar in society. 

Based on the above, the researchers ask themselves the following question: What is 

the perception of the students about the fulfillment of the public policies on quality 

of service offered by PUCE Manabí?, to answer this question, the following research 

purpose is established: To interpret the perception of students about the fulfillment of 

public policies on quality of service offered by PUCE Manabí; it is accompanied by 

the following specific guidelines: 1. Identify public policies aimed at service quality 

in Ecuadorian HEIs. Study unit: Pontificia Universidad Católica del Ecuador, 

Manabí Campus; 2. To describe the perceptions of the students on the influence of 

public policies on the quality of service offered by PUCE Manabí; and 3. Reflect on 

the influence of public policies on the quality of service offered by PUCE Manabí. 
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2. Theoretical Framework 

Quality, as a concept established by the Royal Spanish Academy (n.d.) is a term used 

on a daily basis that is defined as a property that allows the value of something to be 

judged, thus assuming that an object can be valued based on its qualities or 

attributions. Based on their definition, they are considered as an intangible and 

dynamic term that changes over time and depends on how people need it, which 

makes it difficult to reach a consensus on the conceptualization of service quality. 

Providing quality services is a construction in the user's mind that is based on 

satisfying the needs of the consumer in a given service. For his part, Izquierdo J. 

(2021) refers to the above, taking into consideration that acquiring quality services 

generates complacency in consumers, responding to their own perceptions. 

In this way, UNESCO, as cited in Sabaté, 2023, identifies that the primary objectives 

of quality education lie in the cognitive development of students and in the 

stimulation of creative and emotional development, which within the international 

field must become uniform around values in order to acquire better results in 

educational processes.  

Worldwide, educational quality is a guarantee that is part of a long list of rights for 

human beings; as the approach of the Universal Declaration of Human Rights from 

Article 26, mentioning the importance of education as the basis of society for the 

construction of common knowledge. It is common to identify that quality service is 

defined by customer satisfaction; However, in the educational field, specifically in 

higher education, quality service is measured through students and the influence it 

generates on their educational experience, providing adequate resources, 

comprehensive support, and a nurturing learning environment. 

Worldwide, the quality of service in the educational environment is governed by one 

of the Sustainable Development Goals (SDGs) created by the United Nations in 2015 

for the global action plan called "2030 Agenda".  Among these 17 SDGs, there is 

goal number 4 referring to "Quality Education" whose goal is to "ensure inclusive, 

equitable and quality education and promote lifelong learning opportunities for all" 

(UN, 2015). 

The UN (2015) establishes goals for 2030; in the case of goal 4, 7 goals are 

established, including goal 4.3 which describes that "By 2030, ensure equal access 

for all men and women to quality technical, professional and higher education, 

including university education", which describes a primary component in this 

research, pointing out that there must be a quality service in Higher Education 

Institutions. These SDGs are rooted in the planning of the governments of the 

countries that are part of the UN, as is the case of Ecuador. 

Ecuador for 2023 obtained a change of command by appointing Mg. Daniel Noboa 

Azín as the new president of the Republic, to govern in the period 2023-2025. In this 

way, the National Secretariat of Planning (2024) published on its official website 

that on February 16, 2024, the new Development Plan for the New Ecuador led by 

the National Planning Council was approved, in order to establish axes, goals and 

objectives for the actions of the Ecuadorian State, through the programs,  projects 

and public policies that will be executed with the budget, investment and resources 
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of the State. 

The National Planning Council worked on this new development plan linking it to 

the Sustainable Development Goals, where similar characteristics are highlighted so 

that Ecuador is part of the construction of this new global agenda; among these 

aspects, quality education is mentioned as part of the first axis called the Social Axis, 

aimed at providing the Ecuadorian people with dignified and comprehensive living 

conditions in aspects of health, education and housing.  

In this way, it is indicated that education is governed by the Constitution of the 

Republic of Ecuador (2008) in article 27 of the fifth section, which establishes that 

education will be of quality, being this "indispensable for knowledge, the exercise of 

rights and the construction of a sovereign country, and constitutes a strategic axis for 

national development". 

In this way, the development plan describes that within the social axis that the 

second objective establishes "Promote the capacities of citizens with equitable and 

inclusive quality education and promoting spaces for cultural exchange" (National 

Planning Council, 2024, p. 85), with the purpose of strengthening the skills and 

knowledge of all Ecuadorians in an education that is equitable,  inclusive and high-

quality, creating spaces that contribute to understanding and respect between 

different social groups, thus guaranteeing a quality service in education through fair 

and prosperous participation. 

Likewise, there are public policies that encompass the second objective mentioned 

above; among these 8 policies, policy number 2.3 stands out, whose direction is 

focused on "Strengthening the higher education system through the improvement of 

access, permanence and tenure with criteria of democracy, quality and meritocracy" 

(National Planning Council, 2024, p. 86). Through this policy, quality is sought to 

ensure that the education offered meets the highest academic standards and 

contributes to the integral development of students and society in general. 

Continuing with the scheme, in this policy 2.3, 3 strategies are described where the 

first one is aimed at; "Articulate the development of programs and projects to the 

public management of the other public bodies of the Higher Education System to 

work together in the quality assurance, at the institutional level, of careers and 

professionalizing programs" (National Planning Council, 2024, p. 86). In this way, 

this strategy is proposed in order to strengthen the Higher Education System through 

collaboration between the different actors involved and the development of high-

quality educational programs and projects that ensure their effectiveness and 

relevance, with the purpose of increasing the State's economic support for HEIs, 

increasing the enrollment rate and decreasing the student dropout rate.  as indicators 

that become mandatory in their compliance through the established evaluation 

models.  

Policy 2.3 is governed by the legal framework established by the Organic Law on 

Higher Education, which establishes in Article 15 that there are three Public Bodies 

of the National System of Higher Education, namely; the Council of Higher 

Education, the Council for Quality Assurance of Higher Education and the governing 

body of public policy for higher education, known as SENESCYT. (LOES, 2010) 
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As its name mentions, the primary body in charge of ensuring quality in the service 

of HEIs is known as the Council for Quality Assurance in Higher Education, 

regulated by the LOES in article 171 where it is established that; 

It is the technical public body, with legal personality and its own assets, with 

administrative, financial and operational independence that is responsible for the 

regulation, planning and coordination of the quality assurance system of higher 

education; it will have regulatory and management powers (LOES, 2010). 

This legislative regulation promulgates the power of the CACES to establish 

guidelines that ensure educational quality through criteria that direct educational 

development towards continuous improvement; It regulates public and private higher 

education institutions such as the Pontifical Catholic University of Ecuador Manabí 

Campus. This institution is part of the group of headquarters strategically located 

around the country, led by the headquarters of PUCE Nacional (Quito). 

All the campuses, including Manabí, are similar in regulations aimed at managing a 

quality service in the institution; such as the General Policies that govern the 

university; chapter 6 "General Policies for the Guarantee and Continuous 

Improvement of Quality" refers to the service that PUCE must provide, where the 

university community must provide quality in substantive functions1 of the academic 

field and also guarantee continuous improvement and the efficient execution of 

resources, placing the student as the center where efforts converge. (PUCE Superior 

Council, 2018) 

In this sense, Article 35 of the PUCE Code of Ethics establishes that the quality 

assurance that the institution must provide not only involves the academic offer but 

also the provision of the service. As it is an institution that offers an education 

service, the beneficiary would be the student. 

Its basic commitment is to strive to offer all students a high level of excellence and 

quality in all its academic offerings, in the services it provides, in the complementary 

benefits it provides, in management activities and in research projects and links with 

the community (PUCE Superior Council, 2022). 

The Pontificia Universidad Católica del Ecuador, together with all its campuses and 

making relevance to the Manabí Campus, as a unit of study; provides a 

transformation project called MAGIS 2021-2026 that encompasses three 

fundamental elements such as the Academic Project, Strategic Planning and the 

PUCE Quality Model, in order to meet the expectations generated by the student 

community, society and the church. 

The PUCE Academic Project identifies the institutional philosophy of education 

provided by the institution, from the teaching and administrative expectation that 

involves transformative knowledge around innovation, incidence and identity, as the 

principles that govern the university in this project, thus detailing what PUCE will do 

 

1 Main orientations (teaching, research and linking with society) for the fulfillment of 

the academic project. (PUCE, 2023) 
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to meet the required quality standards. (PUCE, 2021) 

Likewise, institutional strategic planning, so called, is intertwined with the project in 

order to provide objectives, indicators, goals and strategic action plans that provide 

in an elementary way the vision of the university to know how they will achieve 

quality criteria in the environment of private higher education. (PUCE, 2021) 

On the other hand, PUCE has determined a Quality Model, to schematize quality 

through 22 elements that identify the fulfillment of the academic project, these being 

subjects of quality measurement of the university. (PUCE, 2021) 

Figure 1 Outline of PUCE's quality model 

 

Source: Information obtained from the PUCE Quality Model (2021). In original 

language Spanish 

The MAGIS project provides these three elements in order to guide the institution; 

however, PUCE identifies that these elements aimed at the principle of quality must 

be verified in their interest group, such as students. For this reason, they carry out an 

annual satisfaction survey as an instrument of the quality assurance process, thus 

generating a diagnosis of the environment focused on the condition of learning, 

educational innovation, services, professional, social, academic achievements and 

institutional recognition. (Brito N., 2023) 

In this way, PUCE identifies quality criteria around the service it offers to students, 

promoting compliance with the legal basis provided by the State to ensure 

educational quality in HEIs, with the common purpose of meeting the needs of the 

student community under standards of academic excellence.  

 

3. Methodological Route 

This research focused on a qualitative approach from an interpretative paradigm 
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where the current specializes in analyzing the meanings of human actions in society. 

This causal explanation includes from the epistemological point of view human 

behavior through the intentions that are generated in the phenomenon investigated. 

In this way, Mejía J. (2022) explains that this paradigm highlights the particularity of 

the subject, focusing on a holistic reality that seeks to achieve the objectivity of 

meanings. 

The analysis of the quality of service in Ecuadorian HEIs allowed us to explore the 

perspective of the PUCE Manabí student community, to perceive compliance with 

public policies in the educational environment.  

In this framework, the interpretation of the perceptions of the actors involved in the 

research paid more attention to the impact provided by public policies on daily life, 

to reveal the perceived weaknesses and strengths of the quality of the HEI service; in 

addition to identifying the specific needs of students. 

The holistic view of the interpretation of the data and the factors that encompass the 

HEI made it possible to verify the effectiveness of public policies rooted in 

institutional regulations. Through this process, the reality of the students was 

identified to align it towards the quality education that the Ecuadorian State intends 

to achieve. 

On the other hand, this research aimed at interpreting the perception of the students 

of PUCE Manabí, used the hermeneutical phenomenological method to understand 

the experiences of the student community in the fulfillment of public policies in 

terms of quality of service offered by the institution. 

The hermeneutical phenomenological method is based on the philosophical idea 

established by Martin Heidegger, one of the main precursors of this movement. For 

this reason, Albornoz, L. (2021) mentions that from the exercise of this philosopher 

it is explained that the phenomenological horizon of this type is intentionally focused 

on the experience of the center of the research; that is, this method is developed from 

a reflexive character that tries to capture one's own meaning to understand the 

theoretical-reflective attitude that involves the main actors. 

From this method, subjectivity is framed as the essence of the interpretation of the 

detailed accounts; as it sought to identify the perceptions of the student community 

regarding the quality of the service and the influence it generates around what the 

legal field establishes as quality from the international, national and local fields. 

The hermeneutic analysis proposed in this research not only explicitly described the 

students' point of view, but also the underlying meaning that connects the data 

acquired in documentary form with the challenges faced by PUCE Manabí in the 

face of compliance with public policies. In this way, this method sought to 

understand the importance of adopting quality public education policies so that they 

are effective in meeting the needs of the students involved in the unit of study. 

With regard to information collection techniques, starting from a phenomenological 

perspective that merits a qualitative methodology, the acquisition of information was 

obtained through a tool called interview. 

This collection technique allowed the research to identify the paradigmatic and 
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epistemological understanding that is emphasized between the interviewee and the 

interviewer; it consists of an approach between both parties with a specific purpose 

around research questions or relevant areas of it. This gave way to an interaction 

between the two people to be part of the social reality that they have acquired from 

an experience. (González A. et al, 2022) 

The interviews allowed to obtain detailed and contextualized information directly 

from the students; being a flexible technique to explore perceptions and focus in a 

deep way using open questions that revealed important aspects of university life in 

relation to the satisfaction of the student community on the fulfillment of quality 

public policies in higher education. 

 The analysis of the data collected through interviews allowed the understanding of 

the institutional management perspective to ensure that there is a quality service. In 

this way, the interview implemented was aimed at a focus group made up of relevant 

actors in the student community such as student representatives, who revealed the 

reality of the students in the quality of the service offered by PUCE Manabí. 

The focus group is part of the research collection techniques that are used to create a 

dynamic process among the participants to acquire opinions that are contrasted or 

confirmed by the other actors. (Benavides M., 2022) Encouraging the use of a focus 

group within qualitative research has an advantage in the collection of information, 

because it is more representative in the study and in the sources of information. 

By promoting dialogue among the participants, the perceptions of PUCE Manabí 

student representatives who share similar emotions within their university stage were 

discovered, contrasting through this technique with open and specific questions on 

key aspects of service quality, such as infrastructure, academic support, 

administrative management and general satisfaction. The resulting discussions 

provided valuable and detailed context on how public policies affect the university 

community as a whole. 

It is worth mentioning that this research used as a strategy the content analysis of the 

information obtained. Kriger P. (2021) highlights the particularity of this strategy, as 

it is considered an important tool to apply in the study of textual sources due to the 

large amount of written information. 

This strategy is characterized by finding those patterns within the interpretation of 

the content in order to categorize the underlying information acquired in the 

interviews with the student representatives. This would imply that the strategy 

objectively examines the data collected from the aforementioned technique to 

decompose the information into meaningful units, allowing a structured 

understanding of compliance with public policies on service quality in PUCE 

Manabí. 

In this scheme, we sought to detect the key words and relevant concepts of the 

experiences and perceptions of the actors involved, becoming a versatile technique 

that is efficiently used in qualitative research. From this, the manifestos 

communicated by the student representatives, who were the voice of the students, 

contrasted the reality that involves the students on the satisfaction of the service 

received within the institution. 
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In addition, this research involved the meaning strategy, which consisted of 

identifying themes, deepening the context, and engaging the relevant findings of the 

information. From the hermeneutics it allowed to understand the perceptions from a 

subjective characterization of the influence that public policies aimed at the quality 

of service have had on the students of PUCE Manabí. 

 

4. Findings  

Around the research called "Public policies oriented to the quality of service in 

Ecuadorian HEIs. Study Unit: Pontificia Universidad Católica del Ecuador Manabí 

Campus" the public policies focused on this case and relevance in the country's 

Higher Education have been identified; which were determined from the 

Development Plan for the New Ecuador 2024-2025 where it mentions from policy 

2.3, the importance of strengthening access, permanence and tenure of the Higher 

Education System through democracy, meritocracy and most importantly quality. 

Based on this, the government has established strategies that, since their 

development, contemplate the effectiveness of the fulfillment of its goals to establish 

quality assurance from the regulatory entities of the State, known as CES, CACES 

and SENESCYT. 

However, from what has been acquired in documentary research, it is important to 

contrast the information with the actors involved in the phenomenon in question. To 

this end, interviews were conducted with PUCE Manabí student representatives from 

the 2021-2023 period, with the purpose of describing the students' perspective on 

compliance with public policies aimed at quality service in the institution. 

Based on Table 1, it is described through the categorization used around the in-depth 

interviews carried out with the student representatives to detect from the key actors 

the key words around the written experiences. 

Table 1 In-depth interview categories 
Interviewee Extracted code Category 

Interviewee 1. R1: Improving transparency and 

accessibility to information on public policies will allow 

students to form informed opinions and participate more 
actively in the evaluation and monitoring of their 

compliance. 

 
Interviewee 1. A2: Students greatly value the quality of 

teaching and the level of preparation of teachers. Aspects 

such as student care, psychological and emotional support, 
academic and professional guidance, as well as 

accessibility to health and wellness services, are of great 

importance to students. 
 

Interviewee 1. A3: Policies that support quality student 

services, such as effective academic guidance, emotional 
support, and accessibility to technological facilities and 

resources, significantly improve our personal experience at 

the university. They make us feel supported and valued as 

members of this academic community, contributing to a 

learning environment that is welcoming, inclusive, and 

Accessibility 

Participation 

Transparency 
 

 

Infrastructure and 
resources 

Academic quality 

Student Services 
 

Student Wellness 

Meaningful Learning 
Intrinsic motivation 

 
 

Academic 

Quality 
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nurturing. 

 

 
Interviewee 2. A1: since in this way it can be guaranteed 

that all the quality standards of the educational service 

offered by the University are met, in order to guarantee a 
comprehensive and effective training that allows them to 

develop and perform in the best way in their professional 

life. 
 

 

Interviewee 2. A2: On the other hand, a space must be 
opened where the student can communicate any 

disagreement about the service so that they can be listened 

to, analyzed and above all improved in the future. In this 

way, a quality service can be offered that is constantly 

improving. 

 
 

Interviewee 2. A3: Feeling heard as a student is very 

important and undoubtedly improves the feeling of well-
being on campus while you are training as a professional. 

 

 

Educational quality 

Professional 

Development 
Comprehensive training 

 

 
 

Quality of service 

Student feedback 
 

 

Student Wellness 

Effective 

communication 

Feeling of Belonging 

 

 
 

 

Comprehensive 

training of 

students 

Interview 3. A1: Teachers are mostly competent and 

approachable, but some could benefit from more training 
in modern teaching methodologies. Administrative 

services are efficient, but sometimes slow in managing 

certain procedures. 

 

 

Interview 3. A2: In addition, the implementation of 
effective mechanisms for student feedback and 

participation in decision-making, as well as transparency 

in resource management and accountability on the part of 
the institution, is crucial. These elements are essential to 

guarantee a high-quality academic environment in 

accordance with our expectations and needs. 
 

Interview 3. A3: When public policies on quality of 

service are properly implemented, we enjoy better 
facilities, up-to-date technology, and a well-trained faculty, 

which improves our learning and professional preparation. 

Together, these improvements create an environment more 
conducive to our well-rounded development and academic 

success. 

Teacher training 

Infrastructure 
Continuous 

improvement 

Administrative 

efficiency 

 

Quality of service 
Student Engagement 

Accountability 

 
 

Professional 

Development 
Sense of Relevance 

Motivation 

 

 
 

 

 
 

 

Continuous 
improvement in 

Education 

Source: Prepared by the researcher (2024) based on in-depth interviews. 

The codes established in the table above were collected through the Atlas.ti platform 

(version 2024: https://web.atlasti.com) to facilitate the categorization process of the 

in-depth interviews conducted with student representatives. Two examples of the 

tool are shown below: 
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Figure 2 Questions addressed to the student representatives established from Atlas.ti 

 

Source: Interviews with student representatives (2024). 

https://web.atlasti.com/projects. In original language Spanish 

Figure 3 Codes generated from Atlas.ti 

 

Source: Interviews with student representatives (2024). 

https://web.atlasti.com/projects. In original language Spanish 

In this way, the interviewees mention that the way in which PUCE Manabí students 

perceive compliance with quality policies focuses on the complexity of 

implementing policies in an institution with multiple directions, evidencing a 

possible disconnect between institutional efforts and the student experience; 

highlighting that it is crucial for the university to improve its communication so that 

all students are informed and can actively participate in the evaluation of these 

policies. In view of this, they consider it vital to comply with these policies to 
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guarantee a quality educational service, which reflects their high expectations and 

desire for comprehensive professional development; However, they recognize the 

university's efforts, but they also identify areas for improvement, such as 

connectivity problems and the need for training in teaching methodologies. In 

addition, although the university is perceived as a favorable educational 

environment, there is room for improvement, where daily commitment and 

collaboration between students, teachers, administrators, and authorities is required 

to achieve educational excellence. 

It is essential to clarify that the key to greater student satisfaction and better 

alignment with public policies lies in improving communication and transparency, 

optimizing resources and processes, and ensuring continuous and adequate training 

for academic staff. Addressing these aspects will not only improve student 

perception, but will also strengthen the university's commitment to educational 

excellence and compliance with established standards. 

The main actors of this research have also recognized which specific aspects 

regarding the quality of service are relevant at PUCE Manabí, which they consider 

necessary for the improvement of the quality of academic service. Starting from the 

importance of teaching quality and the continuous training of teachers is a highlight. 

This underscores the need for educational institutions not only to hire highly 

qualified staff, but also to invest in their ongoing professional development, adapting 

to educational innovations and student needs.  

In addition, the importance of infrastructure and resources is emphatically described, 

indicating that an adequate and accessible physical environment is essential for 

learning. This reveals that, although the quality of teaching is paramount, the 

material conditions in which the training takes place are equally critical. Student 

services and the need for comprehensive attention to the emotional and academic 

well-being of the student are also highlighted, suggesting that education should 

address not only the academic aspect, but the integral development of each 

individual.  Likewise, the demand for transparency and effective communication 

reflects a need for trust and collaboration within the educational community. 

Students seek to be heard and participate in decision-making processes, which can 

strengthen the sense of belonging and commitment to the institution. 

In this way, it is distinguished that educational quality cannot be addressed in 

isolation; It requires a holistic vision that includes academic, material, emotional and 

institutional aspects. Creating a space where students can voice their concerns and be 

an active part in improving service is essential to building a more inclusive and 

effective university. Policies must be dynamic, allowing for constant evolution that 

adjusts to the changing realities of students and the educational world as a whole. 

Student representatives also express the impact of compliance with public policies 

from the academic and personal experiences lived in university facilities, revealing a 

clear connection between the effective implementation of educational policies and 

the student's experience at the university. From his perspective, the importance of 

having well-prepared teachers and adequate resources is highlighted, which is 

essential to facilitate meaningful learning processes. The reference to innovative 

teaching methods shows the need to adapt to an ever-changing educational 
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environment, which implies that institutions must be willing to innovate and 

incorporate new technologies and pedagogical approaches. There is even mention of 

student services, such as guidance and emotional support, where the relevance of a 

comprehensive approach to education is underlined, emphasizing that the well-being 

of the student is as important as their academic training. This reinforces the idea that 

a student who feels supported and valued is more likely to succeed and contribute 

positively to the university environment. In addition, the emphasis on equity and 

inclusion indicates a growing awareness among students of the importance of 

ensuring that everyone has access to the same opportunities, which fosters a culture 

of respect and diversity. 

Thus, compliance with policies that promote educational quality and student well-

being is essential to train not only competent professionals, but also responsible and 

empathetic citizens. A university environment that prioritizes communication, 

transparency, and fairness creates a positive cycle where students feel valued and 

motivated, which in turn drives them to reach their full potential. This highlights the 

critical need for educational institutions to continue to prioritize and evaluate these 

policies to ensure that the growing expectations and needs of their students are met. 

For this reason, it is important to emphasize that PUCE Manabí annually analyzes 

the students' perspective with a satisfaction survey that is determined through the 

Quality Model (PUCE, 2021) schematizing 22 elements that identify the fulfillment 

of the academic project on which the institution is focused. 

From the information collected and processed through the Quality Assurance Office 

of PUCE Manabí, the results of student satisfaction are presented; Percentage data 

that reflect through a scale the average satisfaction that students have with respect to 

the 22 elements. (Brito N., 2023) 

Figure 4 PUCE Manabí Student Satisfaction Results- 2023 

 

Source: Stylized facts from the 2023 Satisfaction Survey Results (Brito N., 2023). In 

original language Spanish 

Figure 4, which reflects the results of the Manabí Campus, reveals a diverse 
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panorama in terms of the perception of quality in various educational aspects. 

Elements such as "Admissions", "Professors" and "Academic Achievements" stand 

out with high percentages of satisfaction, which indicates a strong performance in 

these areas. This can be attributed to effective policies and institutional efforts to 

ensure an inclusive and high-quality educational environment. However, there are 

areas that require urgent attention, such as "Resources and Infrastructure" and 

"Administrative Support", which have notably low levels of satisfaction. This 

suggests that, despite institutional efforts, there is a significant disconnect between 

students' expectations and the reality of the services and infrastructures offered. 

This disparity in satisfaction levels reflects the need for a more balanced and holistic 

strategy for the implementation of public policies in higher education. Interviews 

with PUCE Manabí student representatives underscore the importance of improving 

communication and transparency within the institution. To better align with public 

policy and meet student needs, it is essential that the university address deficiencies 

in infrastructure and administrative support. In addition, investment in the 

continuous training of academic staff and adaptation to innovative teaching 

methodologies are crucial. Overall, improving these aspects will not only raise 

student satisfaction, but will also strengthen the university's commitment to 

educational excellence and compliance with the standards set by public policies. 

 

5. Final Reflection 

In the course of this research, it has been possible to identify public policies aimed at 

the quality of service in Ecuadorian Higher Education Institutions (HEIs), with a 

particular focus on the Pontificia Universidad Católica del Ecuador Sede Manabí 

(PUCE Manabí). These policies, established in the Development Plan for the New 

Ecuador 2024-2025, seek to strengthen access, permanence and quality in the Higher 

Education System through democracy and meritocracy. The importance of these 

guidelines and the strategies implemented by the government, which are supervised 

by regulatory bodies such as CES, CACES and SENESCYT, to guarantee high-

quality higher education is highlighted. 

Through the interviews conducted with PUCE Manabí student representatives from 

the 2021-2023 period, students' perceptions of the influence of these public policies 

have been described. The students recognize the institutional effort in the 

implementation of quality policies, although they also highlight areas for 

improvement. Connectivity problems, the need for training in teaching 

methodologies and greater communication between the university and its students 

are mentioned. The general perception is that, although PUCE Manabí offers a 

favorable educational environment, there are opportunities to optimize the student 

experience through greater alignment between institutional efforts and student 

expectations. 

Reflecting on the influence of public policies on the quality of the service offered by 

PUCE Manabí, it is evident that the key to greater student satisfaction lies in 

improving communication and transparency, optimizing resources and processes, 

and ensuring continuous and adequate training for academic staff. Students express a 
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clear connection between the effective implementation of educational policies and 

their experience at university. A comprehensive approach that includes teaching 

quality, adequate infrastructure, and comprehensive student services is essential to 

building an inclusive and effective university. Thus, it is highlighted that continuous 

improvement and adaptation to the changing needs of students are essential to 

achieve educational excellence and meet the standards established by public policies. 
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