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Education as service industry and the student as customer: square pegs in round holes?

Abstract

This session considers the extent to which theoretical concepts of service management and the service encounter 
apply to the field of education. The session aims to raise questions about the role of educational institutions in 
modern-day society. The session is also designed to be interactive given the range of business and education 
expertise in the audience. After initially applying a number of theoretical concepts to modern day educational 
institutions, secondary research which questions the application of service industry and customer monikers in the 
education sector will be reviewed. Finally, the audience will be invited to comment on the views presented and 
give their own perspectives on this complex debate.
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