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Why should we care about expectations? 

expectations
high/low - correct/wrong


customer satisfaction


(perceived) quality
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The survey

 Questionnaire (25 questions) sent out to 113 former Language Centre 
students and test takers

 67 respondents (59% response ratio)

• officers 54%
• NCOs 42%
• civilians 6%
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The survey – sample questions
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55%

22%

23%

Preferred test modality (overall)

digital

pen-and-paper

no preference

N=67
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56%

44%

Preference for digital testing (by age)

≤ 30 years

> 30 years

N=33
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N=33
N=67
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9%8%

61%

26%

7%

How important is it to you that the test is digital?

Very important Important Not so important Not at all important N=67
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N=33
N=67N=67

24%

14%

35%

46%

22%

5%

22%

16%

35%

30%

38%

0% 10% 20% 30% 40% 50%

it is usually easier/I perform better

can be adaptive

test tasks can be more authentic

do not like to write by hand

greater variety of test techniques/question types

visually more attractive

rated more objectively

immediate results

more practical/autonomy re. time and place to take the test

I do all my work on the computer

more modern/we live in a digital world

Reasons for preferring digital language tests
(more than 1 answer possible)

N=37
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N=33
N=67N=67N=15

N=15

40%

20%

27%

20%

47%

33%

13%

40%

0% 10% 20% 30% 40% 50%

too much scrolling (reading test)

time pressure (max. time allowed per item)

fear that test answers can be easily manipulated by
administrators

possibility to accidentally click the wrong answer

computer cannot reliably measure my speaking/writing
skills

computer may not be able to deal with typing errors

fear of hardware issues (bad connection, freezing, power
cuts etc.)

fear of software issues (log in problems, answers not saved,
etc.)

Main concerns about digital tests
(more than 1 answer possible)

N=15
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N=33
N=67N=67
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AT HOME AT MY WORKPLACE AT A TEST CENTRE

60%

31%

9%

36%

13%

51%

Preferred location to take a language test

low-stakes (placement test) high-stakes (proficiency test) N=67
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N=33
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0% 0% 0% 3%

Preferred test length

< 30 min 30-60 min 60-90min 90-120 min N=67
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15%

10%

9%

24%

12%

3%

6%

15%

6%

36%

39%

15%

36%

13%

6%

9%

34%

16%

34%

27%

36%

15%

18%

27%

31%

36%

25%

9%

15%

31%

19%

24%

39%

42%

9%

37%

6%

9%

9%

6%

33%

25%

12%

6%

15%

0% 20% 40% 60% 80% 100%

the computer can reliably rate my productive language skills

it is easy to cheat during an unproctored online test

the test results should be available within 1 hour

it is important that I can take the exam on my cell phone

it is easier to read a long text on paper than on a screen

dictionaries or a spell checker should be allowed on a writing test

listening tests should include video items

I'd perform better on a speaking test with an avatar than with a
human interlocutor

pen-and-paper tests are a thing of the past

How much do you agree or disagree?

strongly disagree disagree neutral agree strongly agreeN=67
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18%

21%

25%

30%

33%

39%

42%

45%

48%

0% 10% 20% 30% 40% 50% 60%

computer-adaptive

reliable

fair / objective

practical (easy to take/limited duration)

clear instructions

giving opportunity to show what I can do with the language

clear rating criteria

authentic (measuring relevant/real-world competences)

no ambiguous questions or wording

The most important qualities of a language test
(select 3)

N=67
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Main outcomes

The respondents expect language tests that are
√ administered (mostly) by computer (except for speaking), at home or at a test centre
√ rated by human raters
√ short (no more than 2.5 hours for a full test battery)
√ using video items for listening
√ measuring authentic/relevant language skills

In particular, they have high expectations regarding
√ clear instructions
√ clear rating criteria and cut scores
√ unambiguous wording of the questions and options
√ the use of aids/resources similar to those in real life
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Changing expectations 

Two different ways of dealing with expectations

Expectation management = controlling and shaping /modifying the expectations of your test 
takers

Expectations are often preconceptions or assumptions based on previous experiences
 test takers may use previous experiences with (language) tests as a benchmark for what they 

expect from you if they take your test

Changing expectations

Passive role: how have expectations changed 
and how do we react to that?

Pro-active role: managing expectations

Presenter
Presentation Notes
Two different ways of dealing with expectationsYou can assume a passive role and accept the expectations as a result of external factors you cannot control, and try to meet the test takers’ expectation as good as you can.But expectations are not always correct or realistic, and then it will not always be a good thing trying to meet these expectations. You may want to take on a more pro-active role, and try to manage expectations.Expectation management means that you take control over and change or shape you test takers’ expectations. Expectations are often preconceptions or assumptions based on what has come before. Test takers may use previous experiences with language tests as a benchmark for what they expect from you if they take your test. 
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Managing expectations 

 Get a clear picture of what your test takers expect
o through regular surveys, informal talks, etc. 

o expectations are based on what has come before. Therefore, have an awareness of what 
is accepted practice in your field of expertise and how you can do better.

Make sure test takers’ expectations match reality
o think carefully about which expectations you (want to) create and deliver accordingly

o don’t assume every test taker knows what is going to happen next when they sign up for 
the test. Many students or test takers do not have very clear expectations, and they 
accept whatever you tell them.
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Managing expectations 

o information and communication are crucial

• provide step-by-step explanations of what is going to happen, in which order and 
how things will be delivered (be aware that some people will make assumptions 
anyway and not read your explanations, and then be disappointed when they 
don’t get what they expect)

• candidate handbook with sample test items, mode of delivery, regulations and 
instructions

o Negative feedback if often the result of a difference between what you said 
was going to be delivered, how that was interpreted, and then what was 
actually delivered. So make sure to live up to your own standards and to the 
expectations you yourself created

Presenter
Presentation Notes
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Managing expectations

o Correct wrong expectations immediately > wrong expectations are more 
damaging than low expectations!
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Final remarks

o Success comes down to understanding what people want and making sure they 
get it exactly how they expect to get it or even better than they expected.

o Don’t over-manage expectations. All you need to do is know enough and 
explain enough to keep test takers happy.
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