Get  Rid of the Factory – Create an Experience!

Janet Ferguson
Otago Polytechnic
The apparent lack of research and attention to the impact of the tertiary servicescape on student affective behaviour (Ferguson NZABE, 2007)
It is recognised in the retail sector that there is a correlation between the nature of the servicescape and the customer experience (Bitner 1992; Hoffman, Kelley & Chung 2003, Jones 1999; Wakefield and Baker 1998 cited in McOmish & McColl-Kennedy). It is also recognised that the nature and design of the learning environments has an impact on the learning and social experience of primary level learners. 

A tertiary institution – especially a polytechnic is a hive of sensory activity occurring often behind closed doors, within a traditional pedagogy or within a workshop. These activities could be opened up to the whole community of learners (and potential learners) to experience as an observer to give them more of an affective connection to the whole learning environment.  A learning activity whilst providing a sensory experience for the current learner could be a ‘shop-window’ for the potential learner passing by but looking in. 
If the intention of retail servicescapes is towards a memorable and appealing experience for shoppers and providing hedonic benefits why not for learners. A hedonically valuable shopping experience is characterised by increased arousal, escapism, heightened involvement perceived freedom and fantasy fulfilment (Bloch & Richins 1983).  Could learning be a hedonic experience? 
Could broader observation and interaction within the total immediate learning environment generate a feeling of belonging and identity and would these ultimately lead to greater achievement, satisfaction levels and repeat custom? Would it create a real community for lifelong learning and belonging?
At best the most fulfilling retail servicescapes provide a sense of community, have a village identity and charm. They blend the indoors and outdoors – bringing outside in. There are a range of facilities in a relaxing yet efficient and accessible location with a variety of designs all blended to suit different peoples’ different sensory needs. The sense of claustrophobia and clinical or bland environments which instill a soulless feeling have been some other criticisms. There are also noisier, cluttered chaotic places which make the consumer more task orientated and want to get the purchase made and then get out.

Should we be looking at the best of the servicescapes of retailing to find a model for learning? What would a learning servicescape look, sound and smell and feel like? Learners have multiple intelligences and multiple senses which need to be stimulated into a responsive learning scenario. More importantly would it make you want to stay longer and learn more? Having only intended to look around or pass through the retail customer has her senses affected and aroused an then leaves with bags of shopping and a feeling of satisfaction.  The customer of learning could leave with bags of knowledge after having a sensory experience and a feeling of belonging and then come back for more. Once aroused and ready to purchase or take part how easy is it to gain access. 
The following is adapted from: Krathwohl, D., Bloom, B., & Masia, B. (1956). Taxonomy of educational objectives. Handbook II: Affective domain. New York: David McKay.
Krathwohl developed a taxonomy to organize levels of commitment and internalisation.

 "The taxonomy is ordered according to the principle of internalization. Internalization refers to the process whereby a person's affect toward an object passes from a general awareness level to a point where the affect is 'internalized' and consistently guides or controls the person's behavior (Seels & Glasgow, 1990, p. 28)." 
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Krathwohl’s explanation of these is as follows:

Receiving is being aware of or sensitive to the existence of certain ideas, material, or phenomena and being willing to tolerate them. Examples include: to differentiate, to accept, to listen (for), to respond to.
Responding is committed in some small measure to the ideas, materials, or phenomena involved by actively responding to them. Examples are: to comply with, to follow, to commend, to volunteer, to spend leisure time in, to acclaim.
Valuing is willing to be perceived by others as valuing certain ideas, materials, or phenomena. Examples include: to increase measured proficiency in, to relinquish, to subsidize, to support, to debate.
Organization is to relate the value to those already held and bring it into a harmonious and internally consistent philosophy. Examples are: to discuss, to theorize, to formulate, to balance, to examine.
Characterization by value or value set is to act consistently in accordance with the values he or she has internalized. Examples include: to revise, to require, to be rated high in the value, to avoid, to resist, to manage, to resolve.
Thus if learners and potential learners receive sensory stimulus and information about the range of services, facilities and learning events in a Learning Mall, they may respond by participation, if the senses are satisfied and there is a positive affective response including the increased level of knowledge or skill then there is feeling of value in addition to added value. The organisation level is where the learner internalises an feeling of identity with the learning community and with the process of learning so that it may occur naturally. The learners characterises this be placing a higher value on learning, their achievement and the enjoyment of this and the process. 
Russell and Pratt (1980) proposed that an environment has “affective quality” defined as its emotion-inducing quality that persons …attribute to that place. There is a potential now to examine if the model and concepts from retailing could be extended to change the way we receive knowledge and skills and the way we perceive the learning environment. It would be useful to investigate the effects of environments on learners’ motivation, sense of belonging and their wishes to remain within this new community learning. There has been attention given to creating e-environments for learning and virtual worlds but the physical world of learning could do better. 

We have been told in the new funding framework that the Tertiary Education Commission has planned to boost the quality of learning and research. We are also told that participation rates over the medium term are to grow from a population bulge now flowing through the secondary system.

We are further told that there will be an element of funding for Innovation, and one of the six main areas includes infrastructure and another on innovative delivery systems.

The activities and research of TEFMA – the Tertiary Educational Facility Manager’s Association of Australia is pro-active in this and is gaining the interest of the New Zealand Facilities Managers within the ITP sector.

Our research focus should be on the feelings and consequent responses of our students: How they are affected by the immediate learning environment i.e. the classroom and the ‘School’. How they are affected by the broader environment such as the layout and facilities provided. Do they have or want more interaction with or visibility of other learning events. A study of these feeling and of their achievements could be made for comparison now and after any changes.

We could make small steps in changing our environments which would lead to changing the way our students learn – more in line with how they use their senses and how they expect to learn. This could be by addressing our own immediate environments – i.e. the classroom and create a learning environment more conducive to the multi functional and multi – sensory needs and expectations of today’s learner. Perhaps then we can develop a stimulating visible pedagogy because at least the environment permits us now. This within the new polytechnic environment would be the shop window offering more delights to existing and potential learners.
Questions:

1. How many students know what other learning events occur in a polytechnic?

2. How could we measure how they feel about their learning environments?

3. How could we correlate this with achievements and return ‘visits’?
4. How would our teaching styles change if we had more input to the learning environment?
5. Why can’t we make it happen now – even on a small local scale and measure the response?

6. Can we develop an action plan for the School and hence develop an incremental set of actions and measures?
7. What is the impact of environment on affective development of the tertiary learner?
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