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EDUSCAPE: THE EFFECTS OF SERVICESCAPES AND EMOTIONS IN

ACADEMIC LEARNING ENVIRONMENTS

Abstract

Conceptual and empirical studies on the impact of physical environments in educational
settings are lacking. In comparison, consumption environments research has a rich history. In
this paper we bring together these two research streams to develop (Study One) and test (Study
Two) an ‘Eduscape’ model of the effects of emotions and servicescape factors in higher
education settings. Study One (423 students), explores aspects of the physical environment.
Building on Study One, Study Two uses structural equation modelling (209 students) to test
the proposed conceptual model. The results highlight that comfort, temperature/humidity,
functionality/design, acoustics/visual features are key in determining the pleasure of students
within the environment. Although Study One highlights that cleanliness/upkeep is important
to students, Study Two does not find statistical support for this association. The proposed
model also emphasizésg links between students’ pleasure derived from the environment and

their satisfaction, engagement/involvement and approach behaviour.
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I ntroduction

Moving from an elite to mass system, during the past 10 years, higher education has faced
competitive marketplace where tuition fees and global league tables have resulted in a shift
where students have been viewed as interchangeably as; consumers (Hunt-Grubbe 2010)
informed consumers of received knowledge (Bedeian 2004), junior partners (Ferris 2002) and
professional services clients (Armstrong 2003). Consequently studemtsds on learning
environments have changed, demanding more convenience, interaction and better amenities
(Coffey and Wood-Steed 2001). Prospective students are also increasingly viewed as market
segments to be served by the various programs on offer (Armstrong 20@8/dition, recent
research finds that the quality of facilities at UK universities plays a significant role in which
establishment students choose to study (Sellgren 2014). One way, in which many universities
have responded, is through engaging more heavily in marketing strategy, the so-called
‘marketization of higher education (Lowrie and Helmsley-Brown 2011)This increased focus

has encouraged the adoption of many practices associated with private enterprises (Newman
and Jahdi 2009) (see also De Vita and Case 2003 for a critique of marketization within the
international context). As Ford and Bowen (2008) note, within services marketing the physical
environment in which the service is provided communicates safety, quality and value of the
service itself and in response to this element of marketing many universities and business
schools have engaged in extensive building projects (Newman and Jahdi 2009). However,
while there has been brief academic mention in this area (Newman and Jahdi 2009), Temple
(2007) notes that detailed reflections on teaching spaces is largely absent in the higher
education literature highlighting a need for empirically and theoretically grounded studies in

the area.

Extensive studies in retail and service settings have long reedghis physical

environment as an effective marketing tool for consumers (Donovan et al 1994; Bitner 1992;



Turley and Milliman 2000pnd employees (Elsbach and Pratt, 2007). Yet, higher education
establishments have focused on the traditional marketing mix (promotion, price, product and
place) at the expense of aspects of the extended services marketing mix which encompasses

the focus of this paper, the physical environment.

The two studies reported in this paper are designed to contribute in several ways. First,
an objective of the research is to synthesise literature on learning and consumption
environments and apply this to higher education environments. Driven by this synthesis and
the exploratory results of Study One, a second objective is to build a conceptual model of higher
education environmentsrmed ‘Eduscape’. Consequently, distinct from studies that examine
individual internal environmental factors, the current study addresses an important research
gap because it forwards the first holistic conceptualisation of higher education environments.
Therefore, a contribution of the research lies in dhudy’s synthesis and application of
literature from both education and marketing to the context of higher education. Third, an
objective of this study is to test the Eduscape model providing empirically grounded insights
into the proposed dynamics. Thus, the study contributes to existing research via the
simultaneous estimation of the Eduscape constructs. In doing so, the study offers rich insights
and deepens understanding of the factors associated with higher education environments and

students’ behaviour within them.

Background

Environmental psychology, the study of ‘the relationships between...... behavior and
experience and the built and natural environment’ (Bell at al 2001, 6) offers insight into
physical environments and has been utilised in both retail and educational settings.

Retail Environment Research



Retail environmental research has employed a range of terminologies to describe and analyse
the impact of the environment eonsumers’ decisions including atmospherics (Kotler 1973)
shelf-space studies and servicescape. The majority of these studies found their theoretical
approach on the stimulus-organism-response (S-O-R) paradigm where atmosphere/ambient
factors (the main features of atmospherics research) represent the stimuli (S) that causes
consumers evaluation, emotion or attitude (0) and causes some behavioural response (R) (Tai
and Fung 1991). In turn these studies draw on the work of researchers Mehrabian and Russell
(1974), within whose framework, ambient factors are argued to result in a mixture of three
emotional responses, Pleasure, Arousal and Dominance (PAD) which are, in turn, expected to
affect consumer response behaviour resulting in two consumers behaviours, approach and
avoidance. Pleasure is the degree to which the person feels good, happy or satisfied in the
situation. Arousal represents the degree that a person feels excited, stimulated or active in a
situation. Dominance denotes the extent to which the individual feels in control, or free to act
in, the situation. Approads the desire to stay, work and affiliate in the setting. Avoidance is
characterised as the opposite - a desire not to stay, work, and affiliate (Mehrabian and Russell
1974). The authors suggest that pleasurable environments usually result in approach behaviour,
unpleasant environments the opposite. Arousal is a more complex issue as some individuals
prefer arousing environments, others not, and levels of arousal required may differ for the tasks
at hand. For example, nightclub patrons seek more arousing environments compared with those
who frequent museums. Multiple studies have applied the Mehrabian and Russell framework
to consumer behaviour including studies in retail settings (Donovan et al 1994), shopping
centres (Raajpoot at al 2008), banking (Massara at al 2010), outdoor markets (Ridgway at al
1990), restaurants (Jang and Namkung 2009) and online purchasing (Kim and Lennon 2010).
Building on and including the PAD dimensions and approach and avoidance, in 1992,

Bitner developed an integrative theoretical framework termed ‘servicescape’. Focusing on



service environments, the servicescape framework emphasises the impact of the physical
environment on the behaviours of both customers and employees and also adds cognitive and
physiological internal responses to the emotional outcomes central in earlier studies.

Bitner advocates that consumers respond holistically to settings and states ‘although
individuals perceive discrete stimuli, it is the total configuration of the stimuli that determines
their responses to the environment’ (1992, 65). The servicescape framework has been used
extensively to study a range of environments including retail settiigggs and Grace 2008),
leisure settings (Wakefield and Blodgett 1996), online settings (Williams and Dargel 2004),
public houses (Schmidt and Sapsford 1995), tourism (Cunnell and Prentice 2000, Lucas 2003)
and restaurants (Ryu and Jang 2008).

Educational Environmental Research

Typically, work in this area has either noted the importance of the learning space for facilitation
of the learning experience generally (Rowley 2002; Kolb and Kolb 2005) or has explored
individual ambient factors in isolation (see Ezeh and Harris 2007) on specific aspects of
educational achievement. This is to the determinant of studies that utilise a holistic approach
as is advocated by Bitner. The majority of education-based studies also concern themselves
with school, rather than higher education environments.

Single-focus studies have independently concentrated on the three areas of general
maintenance, lighting and comfort. Focusing on general maintenance, studies have highlighted
the physical/logistical effects (slowing or impeding teaching) and cognitive (motivating and
inspiring) effects of poor building condition on attendance, behaviour and academic
achievement (Rutter 1979; CABE 2005; Duran-Narucki 2008). Additionally, Temple (2007)
argues that the accumulated and social effects of maintenance are important and that the
demoralizing effects of deteriorated school buildingsmay convey messages of unworthiness

and abandonment to students, parents and teachers.



The effects of lighting have been studied within learning settings (Winterbottom and
Wilkins 2009) and other built environments (Bechtel 1997). Lighting studies have highlighted
discomfort (e.g. glare from screens, too bright a light), headaches caused by flicker from
florescent classroom lighting and impaired task and visual performance as potential negative
effects from lighting (Winterbottom and Wilkins 2009). Potential positive effects from
lighting includerelaxation and interest in subjects and a link between attainment and good
lighting (Winterbottom and Wilkins 2009).

Comfort has also received limited attention with studies noting the potential
inflexibility of seating affecting learning within the space (Rowley 2002), ergonsiuities
investigating seating design and levels of comfort for students (Li et al 2010) and offices
(Groenesteijn et al 2009).

To summarise, although individual environmental aspects have received limited
attention, a review of existing literature reveals no single or specific factors within teaching
environments that appears most important to our understanding of students’ emotive, cognitive
and behavioural responses. Given this identified dearth in the literature, Study One outlined
below, builds on extant research to explore students’ perceptions of the teaching environment
and the effect of the environment on students’ ability to learn. This in turn contributes the base

for the development of a conceptual Eduscape model of higher education environments.

Study One

Given the current lack of research on the effect of environmental facets on university higher
education students, Study One sought to explore (a) which aspects of the environment were
perceived as most important, @dents’ overall impression of learning environments and (c)

how the environments enabled them to learn. A survey approach was used, including both



guantitative(closed) and qualitative (open-ended) questions, thus enabling students to make
further comment. Extant literature was employed to source suitable qualitative and quantitative
items. Qassifications of atmospheric/servicescape variables offered by Bitner (1992) and
Turley and Milliman (2000) provided guidance while measures relating to furnishings and
cleanliness were adapted from Harris and Ezeh (2008). Items relating to general condition and
design were adapted from Raajpoot et al (2008). Items reflecting layout and design factors
were garnered from Reynolds and Harris (90@uestions were asked in 3 sections (Physical
Quality of the Learning Environment, Your Overall Impression of the Learning Environment,
Learning in this Environment). The statements used for each section are inclAgeendix
A. For each section a space was left for comments, for respondents to either explain their
answers to the closed questions or to expand further. The students were also asked what they
would change in the lecture theatre(s) to make it more conducive to their leafihigig.age
and gender was also recorded. Questionnaires were handed to business school students in situ
in a university and were asked to consider both the room in which they were currently being
taught and other rooms in which they were regularly taught. During data collection, students
were asked to comment on four separate lecture theatres (see Table One). Hence the sampling
was purposeful to allow comparisons between different types of cases (Teddlie and Yu 2007)
and used a maximum variation approach (Onwuegbuzie and Collins 2007). A maximum
variation sampling approach chooses “settings, groups and/or individuals to maximise the
range of perspectives investigated in the study” (pp 285). The data collected underwent
exploratory descriptive data analysis, using SPSS and qualitative data analysis using NVIVO.
[Insert Table 1 here]

In total 423 questionnaires were completed from across three student groups (144 MBA

students, 204 first-year undergraduate Marketing students, 75 second year undergraduate

Business Management students). Respondents ranged from 18 to 37 years, 47% of the



respondents were female, 53% were malBmments were subjected to thematic analysis
(Braun and Clarke, 2006) and were repeatedly analysed until patterns and classfia#tion

the findings occurred that adequately reieidhe data (Edvardsson, 1992). Data collection

and analysis stopped at the point of theoretical saturation, the stage at which no new categories
of incidence or comments are divulged (Strauss and Corbin, 1998). The main themes
particularly commented on by studéntse discussed below and supported by quantitative

results in that area.

Overall, students felt that the lecture theatres in which they were taught ware of
comfortable temperature and humidity (61% and 60.2% respectively answered agree/strongly
agree). However, a number of students also complained that rooms where too hot and stuffy
while others thought that the rooms were too cold, suggesting that the optimum temperature

may be subjective.

Reports of the general cleanliness/upkeep of the lecture theatres differed across the
different lectue theatres. Those responding in the newer lecture theatre 1 stated that they
would not change anything and also gem@e positive comments: ‘LOVE IT (female, 18)’.

The more negative comments, which largely centered on the older lecture theatres concentrated
on the need for a makeover or modernisatiotiven up’, through to stronger comments such

as: ‘I would bulldoze it. Knock it down!nfale, 19)’. This was supported by the quantitative
findings. In lecture theatre 1, 90.1% of students agreed/strongly agreed that the room was clean
and well looked after. This dropped to 70.6% for lecture theatre 4, 48.3% for lecture theatre 2
and 32.5% for lecture theatre 3. These findings suggest that room cleanliness and upkeep is

important to students and that this is potentially linked to the age of the room.

L All student comments are presented as written by students- grammaeHimg) snistakes etc are retained.



A number of students commented on issues relatingsigd and comfort. When asked
what they would improve, the majority of comments were negative asking for better comfort,
colour and seating size. Remaiksluded: ‘The seats are too low and | have not enough space
for my legs which is very uncomfortable (male,)’20There isn’t enough writing area, the
desksbench is too thin (female, 22)’. Students also noted the effects of comfort on their ability
to concentrate:lt’s difficult to concentrate when you’re uncomfortable [lecture theats¢’.
Concurrent with comments relating to cleanliness, the quantitative findings suggested comfort
differed across lecture theatres, with 92.1% of students agreed/strongly agreed that the room
was comfortable for lecture theatre 1, dropping to 74% for lecture theatre 4, 21.6% for lecture

theatre 2 and 20.3% for lecture theatre 3.

Students also reported issues that related to their ability to hear and see within the
lecture theatres. Specifically, lighting received a number of comments. The quantitative
findings show that the majority of students agreed/strongly agreed that the rooms were
adequately lit (62.3%), but 58.2% stated they would prefer natural light although this differed
between lecture theatres. In their comments students requested more and better lighting
reporting lighting conditions as dull. Comments suggested the effect of poor lighting on the
students’ ability to learn: ‘I dislike artificial light-makes me tired andisarable (male, 19)’.

Two other factors appeared to affect students ability to work with students commenting on
acoustics: ‘Listening in the back few seats could be a bit difficuinéfle, 18)’ and odours:

‘...sometimes air being circulated smells of fumes (female, 19)’.

To summarise, the results of Study One highlight that that temperature and humidity,
comfort, cleanliness and upkeep, comfort, functionality and design, and acoustics and visual

features are of primary importance to students.



Study Two: An Eduscape model

As noted above, past research on the impact of physical environments within education settings
has focused almost exclusively on a small number of individual environmental factors. This
has been to the detriment of a broader understanding of the environmental factors that affect
higher education student3.o contribute to this identified gap, Study One provides evidence
that numerous dimensions are important to our understandisghdeits’ emotions and
behaviours within higher education settings. Consequently, the need to conceptualize and
empirically study the effects of a broader configuration of relevant environmental stimuli on

higher education student’s emotions, cognitions and behaviours is needed.

As a result in Study Two we seek to forward and assess a framework termed
‘Eduscapg derived from extant literature, and the results of Study One (see Figure One).
While Study One highlights the importance of a number of environmental factors, a useful
framework is neeedd to examine the simultaneous impact of these environmental factors on
students’ emotive and behaviours outcomes. As noted previously much research in
environmental psychology utilizes the S-O-R framework and we also propose this framework
for the Eduscape model. As can be seen in Figure One, it is suggested that the environmental
factors form the stimulard will be discussed further below. Based on existing literature and
the results of Study One, we forward pleasure (one of the three elements of Mehrabian and
Russell’s Pleasure, Arousal and Dominance (PAD) framework) as an internal organism
response. Students within Study One reported higher levels of pleasure (in response to the
statement ‘The room is a plearable place in which to learn”) when students were also satisfied
with various ambient factors (temperature (r =.523), ventilation (r = .668), humidity (r = .608),
lighting (r = .643) (all g<.01)). Finally three response variables (approach, satisfaction and

involvement) are hypothegidand are discussed further below.



[InsertFigure 1 here]
Hypotheses Development: Environmental Factors and Pleasure

Based on a review of the literature and the results of Study One, five independent
environmental stimuli variables are identified whose relationship with our dependent variables
is mediated by the affective construct pleasure. Mehrabian and Russell suggested a range of
differing levels of pleasure dependent on the specific type of educational envirgnmitmt

cosy or private educational settings demonstrating higher levels of pleasure. How these
emotional responses are linked to the ambient factors is of vital importance. Yet, in both retalil
and educational settings little work has looked at the specific links between ambient factors
and emotions. However, it is evident that students who report being comfortable or happy with

the dimensions of their environment will display higher levels of pleasure.

Firstly comfort has been shown to be important to students in Study One affecting their
experience in the learning environment. Comfort has also been highlighted as an important
variable in servicescape research exploring leisure settings (Wakefield and Blodgett 1996),
casinos (Lam et al 2011) and restaurants (Kim and Moon 2009) demonstrating a positive

relationship with behavioural intention, satisfaction, pleasure and repatronage.

Secondly, students noted temperature as important in Study One. Interestingly, a
number of studies draw a link between temperature and aggression within commercial settings
with the suggestion that hot temperatures increase upset feelings, decrease comfort and

heighten feelings of distress as well as impairing performance on some cognition-based tasks,

2 Three examples of educational settings that Mehrabian and Russell; (Jpahdi A) tested: (1) sitting in a
library cubicle (pleasure -0.32, arousal -1.22, dominance-.0915tu@ying in a familiar and cosy place (pleasure
+0.34, arousal -0.95, dominance -0.17), (3) studying i wewn barren office (pleasure -1.ldrousal -0.77,
dominance +0.06). (A numerical scale of +4 to -4 is used fdr dinension (e.g. +4 is assigned for extremely
happy and -4 for extremely unhappy). Subjects responses aegadercross the six dimensions of each of the
three factors).



including visual and auditoryigilance tasks, arithmetic tasks and short-term memory tasks
(Anderson and Anderson 1998). However, Study One suggested that temperature was
important in terms of individual comfort, rather than being too high or too low. This is
supported by Lam et al (2011) who note that in the case of casinos gamblers will feel physically

uncomfortable if the servicescape is too cold or too hot, and the air quality is poor.

Thirdly, work on servicescapes highlights the imaoce of functionality and design
generally (Bitner 1992), in restaurants (Harris Baeéh 2008) and with regards corporate image
(Nguyen and Leblanc 2002). Students’ ability to hear and see what is happening within the lecture
theatre was noted as important by a number of steidétitin Study @e Acoustic issues have
been studied within servicescape research broadly links to satisfaction within healthcare
settings (Lee 2011) and appropriateness of nosefiects on pleasure, arousal and behavioural

intent within restaurant settings (Novak at al @01

Finally, as noted prior research highlights the ipidé negative effects of poor building
guality and cleanliness. This concurs with Study Where students commented significantly on
the condition of the lecture theatres. Studiesemwrdely in terms of servicescape have
demonstrated the importance of a clean environifwgakefield and Blodgett 1996; Harris and
Ezeh 2008) and a positive relationship betweerldanliness of a servicescape and feelings of

pleasure (Vilai-Yavetz and Gilboa 2010). Thus:

Hi:  The greater the perceived level of comfort, theaggr is the pleasure experienced.

H>:  The greater the level of comfort with ambient tenaggure and humidity, the greater is the

pleasure experienced.

Hs:  The greater the perceived functionality of theuse room design, the greater is the

pleasure experienced.



Hs:  The greater the quality of the audio and visual feataf ¢he lecture theatre, the greater

is the pleasure experienced.

Hs:  The greater the perceived cleanliness and upKebp ecture theatre, the greater is the

pleasure experienced.

Hypotheses Development: Response Variables

Outcomes relating to the pleasure experienced by students form the final three hypotheses of
Study Two. The response of students to physical learning environments is of vital importance
While achievement (grades) is used within the schools literature (see for example Duran-
Narucki 2008) this is a difficult objective within university higher education research (Temple
2007 as it is unlikely that any one university higher education educational settinga(e.g
lecture room) may have a large single effect on graékesice other features of a student’s

behaviour may be more suitable for responses are discussed below.

In line with the works of Mehrabian and Russell and Bitner, Approach-Avoidance is
the first hypothesied outcome variable. Approach-Avoidance is deemed to have four aspects,
the fourth of which ‘the degree of enhancement (approach) or hindrance (avoidance) of
performance and satisfaction with task performahgeshe most relevant for educational
settings. Howevelin educational settings it may also be less about performance and more
about ability to learn as noted in Study One. Th& between emotions and approach-
avoidance has been studied a number of times within the retailing literature. In general studies
show higher levels of pleasure are linked directly with an increase in approach behaviour

(Donovan at al 1994, Jang and Namkung 2009). Thus:

He:  The greater the experienced pleasure, the greh&erenhancement (approach) of

performance and satisfaction with task performamgtsn the environment



Thesecond response variable hypothedielates to satisfaction. Wiers-Jenssen, et al
(2002) deconstruct the concept of satisfaction in educational environments into eight different
areas including quality of teaching, quality of physical infrastructure etc. CABE (2005)
suggests that in addition to the general importancatsfaction for students that ‘the way
people feel and behave while studying or working within buildings is linked to their overall
satisfaction rates and levels of happiness. (8) other markets, such as dentistry, the link
between satisfaction and servicescape factors has also been found (Andrus 1986). Arambewela
and Hall (201} also found a significant link between the internal and external environment
and the satisfaction of students. Temple (1997), does however, note indecision in the literature
about the linkage between physical features and satisfaction. He suggests that the effects are
often indirect supported here by the linkage via emotional responses to overcome this problem.
A number of studies have directly linked PAD dimensions to satisfaction. Ridgeway, Dawson
and Bloch (1989) found that increased pleasure was associated with increased satisfaction.
Machleit and Mantel (2001) suggested more broadly that positive pleasure, arousal and

dominance would result in increased satisfaction. Thus:

H7:  The greater the experienced pleasure, the grisdéel of satisfaction.

The third hypothesexd outcome termed academic engagement/involvement, has been
previously studied in schools (Greenwood, et al 2002), universities (Astin 1984, Hu and Kuh
2002, Richardson et al 2003) and workplaces (Noe et al 2010). Owing to the wide focus of
study, there is no one agreed definition of academic engagement. Rather, a numbersof author
(Marks 2000, Hu and Kuh 2002, Richardson et al 2003) propose aligned definitions including
‘the quality of effort students themselves devote to educationally purposeful activities that
contribue directly to desired outcomes’ (Hu and Kuh 2002, 555). Academic engagement has
been linked to and is a strong predictor of student development (Astin 1984), academic

achievement (Greenwood, Horton and Utley 2002, Klem and Connell 2004), retention and



dropout (Astin 1984), satisfaction (Riardson, Long and Woodley 2003), good attendance

(NCSE 2006) and grades (e.g. Duran-Narucki 2008).

Engagement is often viewed as overlapping the construct of involvement (Glanville and
Wildhagen 2007), which Astin (1984kfines as ‘the amount of physical and psychological
energy that the student devotes to the academiciexper(518). Involvement, rather than
engagement, is widely researched within both social psychology and consumer behaviour
(Zaichkowsky 1994) where shorter measures map extremely well against academic
engagement measures. While there is no current published work that directly links academic
engagement/involvement to the PAD dimensions a number of studies have explored the effect
of the PAD dimensions on desire to affiliate (Dubé et al 1995), increased explorative behaviour
(Ridgeway et al 1989) and allocation of effort (Tai and Fung 1997) all suggesting that higher
levels of positive emotions increase these behaviours and thus it would be expected that higher

levels of/more positive emotions would increase engagement/involvement:

Hs:  The greater the experienced pleasure, the grisates level of student

engagement/involvement.

Method

Given the composition of our research model, a survey-based approach was deemed most
appropriate. A total of 213 business school postgraduate and undergraduate students were
recruited at a university (209 questionnaires were usable). As in study one the sampling was
purposeful and followed a maximum variation approach (Onwuegbuzie and Collins 2007).

Students were asked to participate during class time and to answer the questionnaire reflecting



on the teaching environment that they were currently in. A total of 2 roomsarepged (see

Table Two). Students took an average of 10 minutes to complete the questionnaire and 51% of
the respondents were female. To encourage student participation students were offered a
financial incentive to complete the questionnaire (entered into a draw to win £150). The
measures utilsd 7-point likert-type scales and were derived from existing studies. Scales for
comfort, temperature and humiditiunctionality of design, audio and visual features and
cleanliness and upkeep were taken and adapted from Rajpoot et al (2008) Harris and Ezeh
(2008) and Lewis, James and Reynolds (2007). Pleasure was assessed using Mehrabian and
Russell’s (1974) scales, while approach/avoidance was assessed using Donovan and Rossiter’s

(1982) measure. Satisfaction was measured using scales from Wiers-Jenssen et al (2002) and
engagement/involvement was measured using the Personal Involvement Inventory (PII)
(Zaichkowsky 1994).See Appendix B for full detail on each of the scales/measures used in

Study Two.
[Insert Table 2 here]
Scale Assessment

Following exploratory factor analysis, we used confirmatory factor analysis (CFA) to assess
our measurement model. Analysis of the fit indexes suggest satisfactory mogfétifit £

1.70, comparative fit index [CFI] = .93, non-normidnidex [NNFI] = .94, and root mean square
error of approximation [RMSEA] =.06). Our resultsaindicate that our measures possess good
psychometric properties. All loadings and correginmnt-values were statistically significant (p

= 0.05) indicating convergent validity. Values relating to each measure’s Cronbach alpha,
composite reliability and average variance extra¢fedE) all exceeded standard thresholds.
Following recommendations outlined by Fornell aratdker (1981) the AVE score for each

construct was used to demonstrate measure disenimmlidity.



Structural Model

The results of our structural model are presented in Table Three. Analysing our data using
structural equation modelling allowed us to assess each of the eight proposed hypotheses
simultaneously. The goodness of fit indices suggest that our research model represents a good
fit with the data ¢%/d.f. = 2.00, CFl = .93, NNFI = .93, and RMSEA $)0 Statistical support is

found for seven of our eight forwarded hypothed@asst, statistical support forHpB = .35, t =

2.50,p <.05) suggests that the more comfortable a stdithels a lecture theatre environment the
more pleasure they experience during their timeimviiire environment. Statistical support for

H> (B = .20, t = 2.01, p <.05) suggests that the morefartable the temperature and humigdity

the more pleasure students experience during goturkes. We also find support fos (8 = .19,

t=2.12, p <.05) which posits, a relationshipN@etn lecture theatre design and functionality and
students pleasure. Specifically, as perceptionsunttionality increase so does pleasure.
Statistical support is also uncovered far(pl= .23, t = 2.93, p < .05) suggesting that quality o

acoustics and visibility in a lecture theatre puslij relate to student pleasure.

Interestingly, our results do not provide statistggoport for H (3 = .11, t = 1.31p >
.05) indicating that good levels of lecture theateanliness and upkeep do not directly impact
student pleasure as expected. We speculate thabélyi be because unlike school environments
where students spend full days within the samenilegrenvironments our students spend less
time overall in the individual environments testetl are exposed to a wider range of learning
environments. The results of our structural eguathodel suggest that pleasure has a positive
and statistically significant impact on all threeoof dependent variables; approacl [§H .64,
t = 6.45, p <.001), satisfaction{B = .53, t = 5.47, p <.001), and involvemeng (H= .45, t =

4.25,p < .001).

[Insert Table 3 here]



Discussion and Conclusions

This research proposes and tedtseoretical framework termed Eduscape with the aim
of guiding future research in higher education learning environmdiitst, extant literature
on learning and consumption environments is reviewed. Together with insights derived from
Study One, we forward a formal research framé&wee term ‘Eduscape’. In adopting a
holistic perspective, our Eduscape model contributes to an identified research gap. That is, to
date, the limited research in this area has focused on individual and separate environmental
facets. The current research contributes because it is the first study to offer a holistic
framework that hypothess the dynamics between multiple environmental factors and
student’s emotions, cognitions and behaviours and simultaneous studies the relationships and
therefore assesses the dynamics in play between different variables. The outcome of Study
Two also represents a contribution to the literature. Via the empirical assessment of the
developed Eduscape model, the current study represents the first to assess simultaneously the

relationships of interest.

To summarise, the two studies highlight key ambient factors (comfort, temperature and
humidity, design and functionality, audio and visual features) which students report as
important and which have a statistically significant effect on the level of pleasure students
report. One factor, cleanliness and upkeep, although determined important by students in Study
One does not show statistical significance in Study Two and therefore will require further
evaluation to determine the extent of its effects. Other features also highlighted with Study
One such as lighting and aroma were not explored within Study Two as scales were not
available to test these variables. Future research should attempt to include these factors within

the Eduscape framework.



In turn, pleasure is found to have a significant and positive relationship with the three
outcome response measures assessed (approach behaviour, satisfaction and
engagement/involvement), with the relationship with approach behaviour being the strongest.
Overall there is support for the application af S-O-R approach in educational learning

environments and thus a theoretical continuation to work on higher education environments.

This research provides guidance to both lecturers and those members of staff in charge
of maintaining, developing, designing and building learning environments. Firstly it is
important that students have the chance to say how they feel about their learning environment
and that within existing learning environments the optimum levels of temperature, humidity
and lighting are determined for each individual learning environment and group of students.
Focusing on newly developed learning environments, it is important to determine, alongside
students wishes, comfort and design of environments and in particular leg room and desk space.
Another issue that should be noted is that staff training is also of vital importance. Many
aspects of the learning environment are controllable in many situations (e.g. lighting) and
control is often welcomed by those within the environment (Moore and Carter 2802).
number of features could be used in future designs (heating and humidity) and it is important
therefore that adequate training is given to staff expected to use these systems. This may also
play a role in ensuring that students can hear and see and whether staff training is a significant

issue would need to be tackled and evaluated in future research.

Future Research

Further research could focus on a number of key areas. Study Two is limited by the study of
pleasure only and therefore future studies should also test the effect of environmental factors
on both arousal and dominance. The impact on Eduscape staff members would also make an

interesting area of enquiry as Kuntz (2011) and Temple (2007) suggest that the physical



environment affects staff more than students, a factor reflected setieescape model with

its emphasis on staff as well as consumers (Bitner 1992). Further research should also study
the difference between different lecture theatres and other learning environments that students
frequently use and could also respond to calls for an understanding of effective blends of
classroom and on-line education as technology is increasingly being used to deliver some
portions of our educational content (Arbaugh 2008). Bitner's (1992) typology of services
organisations may be a useful classification for learning environments to be studied where
classifications can be made by the complexity of the Eduscape (lean or elaborate) and who is

performing the actions (self or interpersonal service).

To conclude, the two studies reported above contribute to the literature by synthesising
the extant literature in both education and consumption environments and application of this
to higher education learning environments. In addition with the results of Study One the paper
builds a model, named Eduscape utilising expertise from consumption environment research.
The final contribution of the paper is the successful testing of this model deepening
understanding of the key factors in higher education learning @nwros and student’s
behaviour within them.

This research also contributes by its potential synthesis with other pedagogical
research. While a range of research highlights the importance of materials and cufaculum
students without an effective learning environment this work will never make it to the student.
Like all servicesit is the ‘moments of truth’ (Beaujean at al 2006)when the customer
interacts with the organization and the service is produced and corisiBitedr 1995, 248)
that makes the difference to consumers and it is within the Eduscape, that these moments
happen. Some of the necessary changes and adjustments are within the control of the
individual academic and where this is the case the academics’ should be empowered to easily

make the Eduscape as appropriate as possible. Where these adjustments and in some cases



structural changes are not within the power of the individual universities need to support and
develop solutions alongside both staff and students to ensure that teaching is not undermined
by the environments in which they happen and this work contributes to knowledge regarding

this element.



References

Anderson, C.A., & Anderson, K.B. 1998 Temperature and Aggression: Paradox,
Controversy, and a (fairly) Cle&icture.” In Human Aggression: Theories, Research, and
Implications for Social Policy, edited by R.G.Green and E.D Donnerstein. Academic Press,
247-298.

Andrus, A. 1986.“Office Atmospherics and Dental Service Satisfactiohournal of
Professional Services Marketing, 1(4): 77-85.

Arambewela, R., and J.Hall. 2011The interactional effects of the internal and external
university environment, and the influence of personal values, on satisfaction among
international postgraduate studehiStudies in Higher Education, 38(7): 972-988.

Arbaugh, J.B. 2008:Introduction: Blended learning: Research and Pratt@sademy
of Management Learning & Education, 7(1), 130-131.

Armstrong, M.J. 2003:Students as Clients: A professional services model for business
educationi? Academy of Management Learning & Education, 2(4), 371-374.

Astin, A.\W. 1984:Student Involvement: A Developmental Theory for Higher Educétion.
Journal of College Student Development, 40(5): 518-529.

Beaujean, M.JDavidson, and S.Madge. 200khe ‘moment of truth’ in customer service.

The McKinsey Quarterly, 1: 63-73.

Bechtel, R.B. 1997. Environment and behaviour: An Introduction, Sage Publications.

Bedeian, A.G. 2004. The gift of professional maturity. Academy of Management Learning
& Education, 3(1), 92-98.

Bell, P.A., T.C.Greene, J.Fisher, and A.Baum. 2001. Environmental Psych@bgy
Edition), Harcourt Publishers.

Bitner, M.J. 1992 ‘Servicescapes: the Impact of Physical Surroundings on Customers and

Employees: Journal of Marketing, 56(2): 57-71.



Bitner, M.J.1995.“Building service relatinships: It’s all about promises.” Journal of the
Academy of Marketing Science, 23(4): 246-251.

Braun, V., and V.Clarke. 2006Using thematic analysis in psychologyQualitative
Research in Psychology, 3:-7101.

Coffey, J.S., and R.Wood-Steed. 200Tenter of Attentior. American School &
University, November 2001, 351-353.

Cunnell, D., and R.Prentice. 200@lourists’ Recollections of Quality in Museums: A
Servicescape Without Peopfe®Museum Management and Curatorship, 18(4): 369-390.

De Vita, G.,P.Case. 2003. “Rethinking the internationlisation agenda in UK higher
educatiori: Journal of Further and Higher Education. 27(4): 383-398.

Donovan, R. J., J.R.Rossiter. 1983tore Atmosphere: An Environmental Psychology
Approach” Journal of Retailing, 58(1): 34-57.

Donovan, R. J., J.R.Rossit& Marcoolyn, and A.Nesdale. 19945tore Atmosphere and
Purchasing BehavidrJournal of Retailing, 70(3): 283-294.

Dubé, L., JE.Chebat, and S.Morin. 1995The Effects of Background Music on
Consumers’ Desire to Affiliate in Buyer-Seller InteractiorisPsychology and Marketing, 12:
205-3109.

Duran-Narucki, V. 2008:‘School building condition, school attendance, and academic
achievement in New York City public schools: A mediation médieurnal of Environmental
Psychology, 28: 278-286.

Edvardsson, B. 1992 Service breakdowns: a study of critical incidents in an aitline.
International Journal of Service Industry Management, 3(4): 17-29.

Elsbach, K.D., and M.G.Pratt. 2007The Physical Environment in Organizatidhs.

Academy of Management Annals, 1 (Chapter 4): 181-224.



Evans, G.W2006.“Child Development and the Physical EnvironmeAhnual Review of
Psychology, 57: 423-451.

Ezeh, C, and L.C.Harris. 2007Servicescape research: A review and a research agenda.
The Marketing Review, 7(1): 59-78.

Ferris, W. P. 2002:Students as junior partners, Professors as senior partners, the B-school
as the firm: A new model for collegiate business educétideademy of Management
Learning & Education, 1(2): 18393.

Ford, R.C., and D.E.Bowen. 2008 service-dominant logic for management education:
It’s time.” Academy of Management Learning & Education, 7(2), 224-243.

Glanville, J.L., and T.Wildhagen. 2007The measurement of School Engagement:
Assessing Dimensionality and Measurement liaviae Across Race and Ethnicity.”
Educational and Psychological Measurement, 67(6): 1019-1041.

Greenwood, C.R., B.T.Horton, and C.A.Utley. 2002cademic Engagement: Current
Perspectives on Research and PractiSehool Psychology Review, 31(3): 328-349.

Groenesteijn, L., P.Vink/l.de Looze, and F.Krause. 2008 ffects of differences in office
chair controls, seat and backrest angle design in relation to”tégidied Ergonomics, 40:
362-370

Harris, L.C., and C.Ezeh. 200&ervicescape and Loyalty Intentions: A Culture/Climate
Perspectivé.European Journal of Marketing, 42(3/4): 390-422.

Hu, Sand, and G.D.Kuh. 2008Being (dis)engaged in educationally purposeful activities:
the influences of student and institutional characteristiResearch in Higher Education
43(5): 555-575

Hunt-Grubbe, C. 2010“Lessons from America.” The Sunday Times Magazine, 31st

January 2010: 42-49.



Jang, A, and Y.Namkung. 2009Perceived quality, emotions and behavioural intentions:
Application of an extended MehratRussell model to Restauraritslournal of Business
Research, 62: 451-460.

Kim, H., and S.J.Lennon. 2010E-atmosphere, emotional, cognitive, and behavioural
responses.Journal of Fashion Marketing and Management, 14(3): 412-428.

Klem, A.M.. and J.P.Connell. 2004Relationships Matter: Linking teacher Support to
Student Engagement and Achievemedburnal of School Health, 74(7): 262-273.

Kolb, A.Y.,and D.A.Kolb. 2005.“Learning styles and learning spaces: Enhancing
experiential learning in higher educatidcademy of Management Learning & Education,
4(2), 193-212.

Kotler, P. 1973“Atmospherics as a Marketing Tobllournal of Retailing, 49(4): 48-64.

Kuntz, A.M. 2011.“Reconsidering the workplace: faculty perceptions of their work and
working environmers” Studies in Higher Education, 37(7): 769-782.

Lam, L.W., K.W.Chan, D.Fong, and F.Lo. 201Does the look matter? The impact of
casino servicescape on gaming customer satisfaction, intention to revisit, and desiré to stay.
International Journal of Hospitality Management, 30(3): 558-567.

Lee, S. 2011 Evaluating Serviceability of Healthcare Servicescapes: Service Design
Perspectivé.International Journal of Design, 5(2): 61-71.

Lewis, R., V.K.James, and K.Reynolds. 200Bhe Physical Environment: Servicescapes
in Education” Unpublished report.

Li, S., T.Liu, R.Zhu, H.Li, and W.Ding. 2010“Contour features based comfort evaluation
criterion on school chair surfa¢e®pplied Mechanics and Materials, 34-35: 1217-1222.

Lowrie, A., and J.Hemsley-Brown. 2011This thing called marketisatich.Journal of

Marketing Management, 27(11-12), 1081086.



Machleit, K.A, and S.P.Mantel. 200X:Emotional Response and Shopping Satisfaction:
Moderating Effects of Shopper Attributioiislournal of Business Research, 54: 97-106.

Marks, H.M. 2000.“Student Engagement in Instructional Activity: Patterns in the
Elementary, Middle and High School Yedramerican Education Research Journal, 37(1):
153-184.

Massara, F., S.S.Liu, and R.D.Melara. 20@lapting to a Retail Environment: Modelling
consumer-environment interactioiislournal of Business Research, 63: 673-681.

Mehrabian, A., and J.A.Russell. 1974. An Approach to Environmental Psychology
Cambridge, MA: Massachusetts Institute of Technology

Moore, T., and D.J.Carter. 2002User attitudes toward occupant controlled office
lighting.” Lighting Research Technology, 34(3), 207-219.

Newman, S., and K.Jahdi. 200Marketisation of education: marketing, rhetoric and
reality.” Journal of Further and Higher Education. 33(1): 1-11.

NCSE (National Center for School Engagement). 2006. Quantifying School Engagement:
Research Report, An initiative of the Colorado Foundation for Families and Children

Nguyen, N., and G.Leblanc. 2002Contact personnel, physical environment and the
perceived corporate image of intangible services by new clieimi®rnational Journal of
Service Industry Management, 13(3): 24262.

Noe, R.A., M.J.Tews, and A.Macconnell Dachner. 201@arner Engagement: A New
Perspective for Enhancing our Understanding of Learner Motivation and Workplace
Learning” The Academy of Management Annals, 4(1): 279-315.

Novak, C.C.,JLa Lopa, and R.E.Novak. 2010Effects of Sound Pressure Levels and
Sensitivity to Noise on Mood and Behavioral Intent in a Controlled Fine Dining Restaurant

Environment? Journal of Culinary Science & Technology, 8(4): 191-218.



O’Cass, A., and D.Grace. 2008:Understanding the Role of Retail Store Service in Light
of Sdf-Image-Store Image Congrueritsychology & Marketing, 25(6): 521-537.

OnwuegbuzigA.J, and Collins, K.M.T. 2007. “A Typology of Mixed Methods Sampling
Designs in Social Science Research.” The Qualitative Report, 12(2): 281-316.

Raajpoot, N.A.A.Sharma, J-C.Chebat. 2008 he Role of Gender and Work Status in
Shopping Center Patronagjdournal of Business Research, 61: 825-833.

Reynolds, K.L.. L.C.Harris. 2009 Dysfunctional Customer Behavior Severity: An
Empirical Examinatior?. Journal of Retailing, 85(3): 321-335.

Richardson, J.T.E., G.L.Long, and A.Woodle3003. “Academic Engagement and
Perceptions of Quality in Distance Learnih@pen Learning, 18(3): 223-244.

Ridgway, N.M., S.A.Dawson, and P.H.Blocth990. “Pleasure and Arousal in the
Marketplace: Interpersonal Differences in Approach-Avoidance RespbOnbtegketing
Letters, 1(2): 139-147.

Rowley, J., and F.Slack. 1999:The retail experience in airport departure lounges:
reaching for timelessness and placelesshéisternational Marketing Review, 16(4/5): 363-
375.

Rowley, D.J. 2002:Resource ReviewsAcademy of Management Learning & Education,
1(1), 122-127.

Russell, J.A. 1980:A Circumplex Model of Affect: Journal of Personality and Social
Psychology, 39(6): 1161-1178.

Russell, J.A., and A.Mehrabian. 197&nvironmentaVariables in Consumer Research.”
Journal of Consumer Research, 3(June): 62-63.

Rutter, M., B.Maughan, PMortimore, and J.Ouston. 1979. Fifteen thousand hours:

secondary schools and their effects on children. London: Open Books.



Ryu, K, and S.C.Jang. 2008)INESCAPE: A scale for customers’ perception of dining
environments.” Journal of Foodservice Business Research, 11(1): 2-22

Schmidt, R.A., and R.Sapsford. 199&sues of gender and servicescape: Marketing UK
public houses to womehlnternational Journal of Retail & Distribution Management, 23(3):
34-40.

Sellgren, K. 2014. “University facilities 'influence students' choice'.” BBC News Online, 2
April 2014, http://www.bbc.co.uk/news/education-26850641

Teddlie, C., and YUF. 2007. “Mixed Methods Sampling: A Typology With Examples.”
Journal of Mixed Methods Research, 1(1): 77-100.

Temple, P. 2007. Learning spaces for the 21st century: Areview of the literature, Centre
for Higher Education Studies/The Higher Education Academy.

Turley, L.W., and R.E.Milliman. 2000°‘Atmospheric Effects on Shopping Behavior: A
Review of the Experimental Evidentdournal of Business Research, 49: 193-211.

Vilnai-Yavetz, I., and S.Gilboa. 2010:The Effect of Servicescape Cleanliness on
Customer Reactions. Services Marketing Quarte8g(2) 213-234.

Wakefield, K.L., and J.G.Blodgett. 1996The effect of the servicescape on customers’
behavioural intentions in leisure settirigslournal of Services Marketing, 8(3): 66-76.

Wiers-Jenssen, B.Stensaker, and J.B.Grggaard. 20t&udent Satisfaction: towards an
empirical deconstruction of the conc&guality in Higher Education 8(2): 183-195.

Williams, R., and M.Dargel. 2004:From servicescape to ‘“cyberscape”.” Marketing
Intelligence & Planning, 22(3), 310-320.

Winterbottom, M., and A.Wilkins. 2009:Lighting and discomfort in the classroom.
Journal of Environmental Psychology, 29: 63-75.

Zaichkowsky, J.L. 1994:The Personal Involvement Inventory: Reduction, Revision and

Application to Advertising: Journal of Advertising, 23(4): 59-70.



Zemke, D.M, J.L.Hertzman, C.RaalR.Singh. 2011:°A Little More Noise and a Little
Less Conversation? Ambient Noise in Restauranf®urnal of Foodservice Business

Research, 14(3): 256-271.



Appendix A: Survey Statements for Study One

Physical Quality of the L earning Environment

The room is a comfortable temperature

The room is sufficiently ventilated and there air is of good quality
The room is crowded

The room is adequately lit

| would prefer to have more natural light in this room

| can clearly hear the lecturer

The visual equipment (projectors etc.) is sufficient

The visual equipment (projectors etc.) is in good working order
The room is clean and well looked after

The room is a comfortable humidity

The room is easily accessible for all students

The room could be evacuated easily if an emergency arose

Your Overall Impression of the Learning Environment

The room is comfortable

| feel at ease in this room

The room gives the impression of a cutting-edge, professional organisation.
| would like more of my lectures to take place in this room

Overall, this room is a positive place to be

Overall, | like this room

Learning in this Environment

The room and environment is conducive to my learning
This room is a pleasurable place in which to learn

The room helps to make a stimulating environment

The room helps my concentration/allows me to concentrate fully on my work



Appendix B: Construct and measurement items for Study Two

Comfort?
CF1 The seating/ desks are comfortable. £.67)
CF2 The lecture theatre is big enough to contain all of the students comfortably. (.62)

Temperature and Humidity?
TH1 The room is a comfortable humidity. (.67)
TH2 The lecture theatre is a comfortable temperature ’(.75)

Design and Functionality?@
DF1 The lecture theatre is well designed. £68)
DF2 The lecture theatre’s interior is appealing. (.72)°
DF3 The lecture theatre’s interior is decorated in an appealing fashion. (.70)®
DF4 The lecture theatre is not attractive. (reverse scoredyf (.69)

Audio and Visual Features?
AV1 The visual equipment (projectors etc.) are in good working ordeP (.60)
AV2 The visual equipment (projectors etc.) are sufficient. {.61)

Cleanliness
CL1 The lecture theatre is not kept clean (reverse scored) (.72)
CL2 The lecture theatre is kept clean. (?88)
CL3 The lecture theatre is well looked after. (%65)

Pleasur e
DF1  Happy - Unhappy. (.62)
DF2  Pleased - Annoyed. (.62)
DF3  Satisfied - Unsatisfied. (.73)
DF4 Relaxed - Bored. (reverse scored). £60)

Approach?
AP1 | enjoy being taught in this room. (73)
AP2 | would like for more of my lectures to be in this room. £64)
AP3 | dislike working in this room. (reverse scored) (67)
AP4 | would like for less of my lecture to be in this room (reverse scored)’ (.60)

AP5 This room is a good place to work. (%65)

Satisfaction?
SF1 Overall | am very satisfied with (institution name). f.82)
SF2 (institution name) is very close to my ideal higher education institutiorf. (.67)
SF3 (institution name) compared very positively with my expectations® (.79)
SF4 | would recommend (institution name) to friends and acquaintance®. (.83)

Engagement/I nvolvement®
Ell Boring-Interesting. (.68)

EI2 Irrelevant-Relevant. (.68)
EI3 Unexciting - Exciting(.66)
El4 Means a lot to me Means nothing to me. (.70)

EI5 Appealing-unappealing. (.72)



El6 Fascinating-mundane.. (.?2)
El7 Valuable-worthless. (.7%)
EI8 Needed-not needed. (.87)

aSevenpoint scale (1 = strongly disagree, and 7 = strongly ggree
bStandardized factor loadings in parenthesis
¢Bi-polar scale



Table1l: Teaching rooms: Study One

Room

Description

Relevant Students

Lecture Theatre On

Modern lecture theater. Tiered, Fixed
Seating. 460 capacity.

Pool Room: used by all departments

MBA Students
Year One
Undergraduate

Marketing Students

Lecture Theatre Older lecture theater in need of MBA students
Two refurbishment. Tiered, Fixed Seating 260

capacity.

Pool Room: used by all departments
Lecture Theatre Older lecture theater in need of Year One
Three refurbishment. Tiered, Fixed Seating 309 | Undergraduate

capacity.

Pool Room: used by all departments

Marketing Students

Lecture Theatre

Older lecture theater in need of

Second Year

Pool Room: used by all departments

Four refurbishment. Tiered, Fixed Seating, 197| Business
capacity. Management
Undergraduate
Students
Table2: Teaching rooms: Study Two
Room Description Relevant Students
Lecture Theatre On¢ Modern lecture theater. Tiered, Fixed Year One
Seating. 460 capacity. Undergraduate

Marketing Students

Lecture Theatre

Two

Flexible learning classroom that holds up

60 people

MBA students




Table 3: Structural model results

Hypothesized paths

Resear ch modée

B(SE) t-value
H1: Comfort — Pleasure .35 (2.50)
H2: Temperature and Humidity— Pleasure .20 (2.01)
H3: Design and Functionality — Pleasure 19 (2.12)
H4: Audio and Visual Features — Pleasure 23 (2.93)
H5: Cleanliness and Upkeep — Pleasure A1 (1.31)
H6: Pleasure — Approach .64 (6.45)
H7: Pleasure — Satisfaction .53 (5.47)
H8: Pleasure — Student Engagement/Involvement 45 (4.25)
Goodness-of-Fit Statistics
N 1060.70
d.f. 519
v2ld.f. 2.0
CFlI .93
NNFI .93
RMSEA .06
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