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Abstract

Management Educarion in India which started a lissl, Les

than half a century ago has made rapid strides oper ),
- past decade. The process of liberalization which starse, ;
India in 1991 led to a major spurt in the demand fo
management graduates. This increase for manageme;,
graduates, in turn, gave a major fillip to the dema,,
Jor management education in the country which resul),

in mushrooming of institutes/university departmen;
offering management education. The task of selecting .
management institute has become more difficult due 1
this as there are no standard or universally acceptal,
parameters or criteria in our country for rankig
management institutes.

This study therefore was conducted to find out the

. parameters on which an institute is Judged upon by any

student. The study seeks to find out how does the studen:,
take the decision of selecting a particular institute for
Joining? What are the factors which contribute toward:

| making an institute a strong brand? It also highlights the
| fact that faculty of an institute is a very important factor
 inguiding the decision making. The study has implication:
Jfor providers of private educasion by helping in analyzing
- the student customer 5o as 10 sell there wares competitively
L in the open market, It also may be useful for educational



meurs who are planning 1o venture oyt and explore the
, iﬂ;mar in terms of business opportunities.
Keywords: Management education, Qualiry,

; , Suppor
GerViCes, Privatization of higher education

pR]VATIZATION OF HIGHER EDUCATION

The system of highcr L‘ducminn. jl‘l India has been
highl)' structured, intensely s|~raul|cd and predomi.
santy publfd}' contrnllcd and funded. In spite of sever
resource crunch, it has been u ndcrgning major
ﬂ.ansfomﬂfio" since lndcpcndlcncc. Access, cquity and
paﬁl)’ issues have becnl the major concern all ihmugh.
The world economy s expeniencing unprecedented
change. New dC\'el?p11leI1t in science m.ui lcchnnlngy,
cbmpl?ﬁﬁ"m mct‘:lla _r§\'olurmn. am! internationali-
sation are revolutionizing the c_ducatmn sector, They
mﬁkﬁ new demands and pose fresh chal]cngcs to our
established educational system.

_ Globalisation is having impact on education also
ana this is happening more immcdiatcly because of
shrinking space, shrinking time and disappearing
borders as a result of information and com munication
revolution. Hence even though educating the youths
will continue to remain the responsibility of public
universities, it may not necessarily be their sole concern,
Alternatives like private institutions and spreading of
teaching activities by foreign universities are emerging
in India. These alternatives, albeit expensive, are
equipped o offer better and useful results.

- The growing Indian economy and the nation
which is relocaring itself to face the challenges of
gloﬁ?limﬁon, also need highly skilled human power
1o manage its own affairs. This demands that our
education system must address the question of quality
and roducing value added trained human power,
iplines and all subjects that would sustain
ance our advantage as a nation contributing
ray Revolution’. In recent times, we have seen

ese institutions by endowments and liberal
with the main aim of rendering service to
Overa period of time, with the increase in

demand and tise

in the recurring and non-recurring
cost, the priv

ate efforts, with the sole aim of service
has declined agnificantly. Thus, the welfare state
philosophy hag paved the way

for free marker economy,
In the current «ce

nario, 1t 1s believed char, ir is not the
government but the market that can do o erything for
everybody. The education sector is also influenced by
thig |‘|lilmc!P|\\'. The resultants out-come has been the
establishment of higher education institutions. which
arc founded, funded and
Primary motive
edue

un by private agencies. The
of these private bodies in setring up
ational institutions is to earn profic.

EMERGENCE OF THE STUDENT
CUSTOMER

Ina globalised covironment when every thing has to
compete to survive it should not surprise us if higher
education has not only been reduced to the level of

hcmg A commodity but it must

also sell its wares
competitively on the open market. Since higher

education is an intellectual affair, its quality should

not merely be guaranteed bu be market savvy as well.
The fact that an institution would be judged by the

quantum of distincriveness it possesses over others but

also how it deals in similar or identical products. Time
was when higher education was meant to develop
certain faculties only totally unrelated to the job
market. Things stand radically changed now. The
government is encouraging establishment of self-
financing institutions, which are founded, funded and
run by private agencies. These recover the entire cost
of providing education from the students. Higher
education will effectively be a market of ‘Seller’ and
‘Buyer’, institutions will be forced to market IS
transparent facilities and capabilities so that students
as clients could choose based on their tastes, needs,
and buying capacity. The institutions as ‘seller’ would
make best efforts to satisfy their clients with quality
and environment. In other words students are emerging
as end customers of the self financed institutes who
need to be satisfied.

MARKETING OF MANAGEMENT
EDUCATION

A satisfied student serves as a satistied customer who
in turn indulges in positive word of mouth and emerges
as an opinion leader tor other reference groups. This



word of mouth works in 1wo ways. Firstly, it
strengthens the brand image of the institute in the
competitive scenario and secondly influence intentions
to purchase of ather reference groups that get
influenced by these opinion leaders. The need of the
hour henee is to focus on this emerging customer and
direct all marketing initatives to satisfy the students.
The questions of how these student customers take
their decision of selecting an institute, what influences
there psyche, what role does faculty as intellectual
capital and other support services of an institute have
in inﬂucncing their decision becomes pertinent and
valid. A study in the Indian context, concerning
management education, reveals that some of the criteria
applied by students while choosing between institutions
have been observed as under:

. Reputation of the institution

2. Number of applicants keen to enroll in the
course

Past placement record

Faculty expertise

Range of specializations offered

6. Infrastructure facilities

Fees

N W
. . 5

<l
.

The Traditional 4Ps concepr developed for
marketing of products has been conceprually extended
by Brooms and Bitner (1981), 1o include three more
Ps. i.c. people, physical evidence and process, to explain
the marketing elements used for services. Developing
the right marketing mix for marketing of education
would mean constantly fashioning and reshaping the
components of the mix into the most effective
combination at any point of time. The proposition
here is that marketing of higher education programmes
need also be seen similarly and thar parameters of
managing the service encounters need to be researched
and evolved, such thar customer satisfaction becomes
attainable by design rather than as a chance happening.
Numerous researchers have indicated that customer
satisfaction depends directly and most immediately
on the management and monitoring of individual
service encounters (Bitner, 1990; Parasuraman er al.,
1985; Shostack, 1984; Shostak 1987, Solomon
et al., 1985).

The marketing of educational programmes has
attracted attention of researchers who haye identified
research-based planning and programme development,

relationship marketing and nun—tradi.timf]:ﬂ l'l’l‘('f{!li‘fds
for education delivery as key ArCay 'f“ “[UFt_ ocus
(Hayes, 1996). It is said that (]Il:lllll)’ like hc;u.lly Is an
clusive concept. ‘Quality in !11ghcr education is
complex idea, but above all it is about what studenyy
learnt (what they know, what thcy. can do “f‘d wl_m[
their attitndes arc) as a result nﬁhcn: interaction wigy
their teachers, department and university (]'T;l?,t_']:)_
Although, the Quality management concepts iy
business and in education remain same, there are :,
certain limitations in adopting the cnrp'm-:uc'mcﬁhuds |
nl‘lequ- management because educational INstitutes
cannot be considered as industry and tlhc }?l‘ﬂ(lllct.’\ are |
not their students, but it is the cdl_lcutlnn nnpart'cd to |
the students. Expectations from educationa] |
institutions (Dr. Asha Tewari, 2007). |

To be competitive in the global context, organi.
zations need to link appropriate corporate strategics
and marketing strategies to address different consume;
segments (White and Griffith, 1?97). Consumers
values and associated product attributes (Alreck and
Settle, 1999) could be addressed by various combina-
tions of corporate and marketing strategies, depending
on the customer segments targeted. You have got tq
value your customer’s view. For alumni it’s always 4
feel good factor if his alma mater achieves a good rank,
It becomes easier for them to move up in corporate
ladder and hop jobs for greener pasture even if the
institute just participates in ranking,.

Students, their parents, and their future em ployers
are the customers of this product called education. In
Quality management, the customer is defined as the
next person in line. In an educational institute, students
directly receive the teaching services and hence are the

customers of the teacher, whereas the faculty and the
Institute’s administrators are the suppliers of the
services.

Perception of quality depends on the perception
of stakeholders. There are many stakeholders for
higher education — the parents, the employers, the
management of the institute, and, the most important
the students. Fach one’s view of quality differs. Quality
in higher education in fact refers to various qualiies
related to the process of education. That is, the quality
ofinputs — the teacher being the most important input.
Teacher affects the process of learning both in content
and delivery system, Faculty, therefore, is an intellectual
capital and it surely affects studens’ perception about
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Lot

sality of the institUl?S- In markcti!lg, the critical
theq f institutional image and institutiongl
role o'on in customer’s buying intentions is wel|
rcp’uraU(BMich and Kotler, 1991). For example,
k"({wn'onal image and reputation are important 1o
jnstitutl and maintain a loyalty relationship wigl
dn:v::lOP‘;q (Dick and Basu, 1994; Raj, 1985), 1y,
custome 1‘a| services management, these concepts are
edut:flf.'m1 ’ u;ed as positioning instruments to influence
mcnswe’)choicc of a higher education institution
smflcnt:.ll. 1989; Weissman, 1990). More over, the
.(M;‘Io ;01‘1,5 ’imagc and reputation may also have impact
msumd ats decision to stay for advanced studies. 1n
on stude ects, institutional image and institutiona]
other ICSOE are considered as two distinct but strongly
fc_Pu:insociaj entities. This relationship is intuitively
;e]a:galiﬂg given the idea that image and reputation
sharea cerrain number of components, while they
f‘:ﬁ;timw the global outcomes of the process of
]C s mation or the credentialing mechams_m {Rao,
1594). How do the st.ude.nts actually decide on a
rricular management l.nStl[UtC?.\What are thff factors
_fh‘at quide thcir‘decwlon makl.ng? W!lat is their
crception of quality of the Cd-UCE.ltlon service and what
are the factors on which it is c.lependant? Hf)w
important is the factor of faculty as u:mellec.tual capital
for the students? %at are the gaps if any in terms of
importance and avallal?1llty? . s
[t was with these mind boggling questions in mind
that the objectives of the study were formulated which

are given s under:

To study the impact of quality of educational
-package, being offered by an institute on the
student’s perception.
What constitutes quality of education and whether
it affects students’ perception/decision to join a
particular course or an institute?
To find out the reasons of joining the present
institute.
To study the level of satisfaction for different
variables relating to quality and support services.
To study the perception of students in terms of
the Importance and availability of each variable of
 faculty as incellectual capital enhancing the quality
of an institute.
To study the expectation of the students on
completion of the course.

CU_Slomerisation of Management Education

HYPOTHESES
I

'lm"l'ht‘rc will be a no difference between overall
'Mportance and overall availibility of faculty as
'il‘llc”cclu:ﬂ capital of an institute.

» There will e o significant relationship between

Level of satisfaction of the students with respect

Y0 program they are pursuing and Assessment of

the institute in comparison to other institutes,

here will be o significant relationship between

Importance of cost quality and support services

parameters with reference to course and Assessment

()f the institute in comparison to other institutes.

H, There will be 5 significant relationship between

Importance of faculty as intellectual capital and
Assessment of the

institutes.

4 There will be a significant relationship Availability
of faculty as intellectual capital and Assessment of
the institute in comparison to other institutes.

H

institute in comparison to other

RESEARCH METHODOLOGY

The study was carried out in the Delhi NCR region.
The sample chosen consisted of 273 respondents. The
sampling technique used was multistage sampling. [n
the first stage the sampling was purposive wherein 10
Management institutes were selected randomly (every
second institute) from the list of AICTE approved
management insticutes published by AICTE in the
Delhi NCR region. 30 students per institute were
approached to fill in the questionnaire. Our of 300
questionnaires 273 completed questionnaires were
considered for the study. The data was collected
through a field survey conducted with the help of a
non disguised pre structured questionnaire. Using a
5-point, Likert-type scale (1 = strongly disagree, 3 =
neutral and 5 = strongly agree). The effort was to gauge
respondents perception on different dimensions of
quality and its impact on decision making for the
institute. The questionnaire was pre-tested on a group
representative of the target population and modified
as needed.

The final survey instrument took between five to
eight minutes to complete. The statistical tools used
for descriptive analysis included mean, standard
deviation, etc. For inferential analysis independent
sample t test was applied. Besides this da.u;l was also
analyzed using Pearson’s moment correlation.
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ANALYSIS AND DISCUSSION

The student’s definition of 2 Quality experience has
to be found through discussions and obscrvations of
what gives them joy of learning, not just enjoyment
without Icarning. [f the teaching and Icarning process
conforms to their ideas about what is Quality
education, students enjoy learning. (Tewari, 2007)

Among the reasons considered important for
Judging the quality of the institute, the responses of
the students on good faculty, good infrastructure/
college campus, good brand image, good placement
potential, and good extra curricular activities was
considered important. It is clear from the Table 1 that
students’ perceived faculty and brand image as more
important than extra curricular activities of the
institute.

As given by the mean scores (in descending orders)
it is very clear that the respondents are most sarisfied
with the student teacher relationship existing in these
institutes and the coverage of syllabus. Further more,
the students are satisfied with the academic
qualifications of the faculty, aids and other facilities
available for the purpose of reaching and the
methodology adopted by the faculty. The next in line
are the experience of the faculty and expert lectures
conducted by the institute that lead to their satisfaction.
The mean scores reveal that the course is updated
according to the requirement and faculty possess
industry exposure 1o a reasonable level of satisfaction.

The mean values of satisfaction for facilities offered
vis-a-vis cost are relarively less than the other above
given parameters. It may be seen that the mean values
on a scale of 5 (for sarisfaction) with 1 lowest and 5
highest are considerably and relatively low for
innovativeness in teaching/learning practices,
arrangement of industrial training, remedial training
and counseling activiries, and the research acrivities
conducted in an institute than the other mentioned
parameters. The combined mean of the variables
chosen for finding out the students level of satisfaction
is 2.72, which implies thar the students do not perceive
good quality of the institutes as per their expectations.
Much, therefore, needs to be done on this count at
the level of the institute.

When students were asked to give their response
to the fact that faculty as intellectual capital plays an
important role in enhancing the quality of the institute,
all agreed to it. The variables included in this parameter

3 )

(faculty as intellectual capifﬂl) were short listed by ¢,
process of elimination as given ahulrwc.

Students’ response on cach variable on two counts
— importance of the variable and availability of the
samc in the institute — are given in the above table, In
general, it was found that most oflthc variables wer,
important so far as the Fncu!ry as II'IFC”CCKU:I] capital
was concerned. But the desired availability of theq,
variables was lacking. Students valued command o,
the subject, sincerity and commirment of the faculty,
and communication skills as most im portant
characteristics, which should go with the Fnculry, but
they perceived that such qualitics among the Facu}[y
of their institute was lacking.

Advanced statistical analysis has also been
attempted for the purpose of drawing an overal]
inference about the importance of various variables
(which are indicative of faculty as intellectual capital
and enhancing the quality of the institute) on whijch
student’s response was sought. This has been done with,
the help of combined mean, standard deviation (SD),
and t value.

Combined mean is the mean of the means of
individual variables. It helps us to draw a conclusion
on the extent of overall importance of faculty as
intellectual capital as perceived by the students,
Similarly, the combined mean of the means of
individual variables perceived as available, by the
students in the institute can tell us about the students
perception of overall availability in determining the
quality of faculty.

The (paired t-Test) comparison of means between
the variable of importance and availability shows that
there is significant difference between the importance
of faculty as intellectual capital and its availability as
desired (tr = 17.29, p < .01). The mean score further
reveals that the students attach good importance to
the faculty as intellectual capital, but thus do not have
the desired availability of the same. Hence hypothesis
H,, is refuted.

Besides faculty, quality of the institute also depends
on infrastructure, support services, and other activities
such as placement and industrial training, The various
variables, responses on which have helped the
investigator understand the impact of quality on
students’ perception, are as analysed in Table 4.

The mean score in descending order as shown in
the rable (Table 4) depicts that the main reason for
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g:sril:ggciupr:;;lscula_r l:msL.im[e is the availability of a
and ood. 1of pecia 1741t|011,Fc?110\vcd by good faculty,

s rastructure as important parameters
guiding their decision to join a particular institute,
Qood brand name and convenicat location are also
Important reasons for choice of an institute as perceived
by the respondents. In terms of students’ perception,
extra curricular activitics are a relatively less important
fﬂcth is to guiding to their decision of joining an
institute.

Perception of the entire population, with regard
to different reasons that they have considered for
pursuing the current program, was also studied. The
parameters used for this purpose included good scope
and job opportunity, self interest, good social status
and success, parent’s/guardian’s advice, matching with
previous qualifications, influence of peers and friends,
and affordable fec and casy course.

The mean scores (in descending order) (Table 5)
reveal the relative importance of different parameters
guiding the decision to join a particular course. It is
seen that good scope and job opportunity has been
the main reason for pursuing the program. This in
turn is followed by the interest in the course and good
social status attached with pursuing it. Ease of the
course, friends and affordable fees however are not
perceived as the main reasons for opting for a particular
course. Parents/guardian’s advice however is a more
important reason than friends’ advice.

The Table 6 is self-explanatory. It is clear the
students give very high importance to most of the
variables enhancing the quality of the program.
However, the highest importance is given to the
placement facilities available in the institute where the
mean score is 3.62. Equally important are industrial
training, faculty interaction and other variables short-
listed for the purpose of the response on this account.
The combined mean of these variables has also been
calculated which comes to 3.30. This means that most
of the variables are perceived to be important for
affecting the quality of the program being pursued. It
may be noted that though placement is the most
important indicator of quality yet it is not the most
imporrant reason for students to join an institute. The
students consider availability of desired course, good
faculty, good infrastructure and good brand name as
relatively more important than the placement potential
when it comes to taking the decision to join an

Customerisation of Management Education

institute. The reason for this alchough not probt‘d
further can be explained by the relative importance
students gives to variables when they concern him in
particular and when these are gencral perceptual
statements of the students.

The mean values (in descending order) (Table 7)
show the relative importance of different parameters
depicting the expectations of the respondents on
completion of the course. The scores show that the
respondents are expecting a highly challenging and a
professional carcer on completing the course. This is
followed by the belicf that the course will fetch them
good moncey, future comforts, and self-employment
potential. It is also perceived that further specialization
may be undertaken after successful completion of the
course. Relatively less importance is given to going
abroad or joining family business on course
completion. Sclf-financing institutions, therefore, have
to be vigilant about matching the students’ expectations
with their programmes as much as possible,

It can be scen from the table (Table 8) that
assessment of an institute by the students in comparison
to others is positively related to the level of sarisfaction
of the respondents with respect to the program they
are pursuing at .01 level of significance. That is, the
increase in the level of satisfaction of the students with
respect to the program is indicative of better assessment
of their institute in comparison to other institutes. In
other words, higher is the level of satisfaction of the
students berter is their assessment of the institute in
comparison to other institutes. Hence hypothesis H,
is accepted. [t is also positively related to the importance
of cost, quality, and support services parameters with
reference to the course pursued by the students ar .01
level of significance. Thus hypothesis H, also stands
accepted. )

Positive relationship also exists berween the
assessment of an institute by the students in comparison
to others and the importance of faculty as intellectual
capital (p <.01), institute Hence hypothesis H_ stands
accepted. _

There exists no significant relationship berween
the importance of infrastructure facilities and the
assessment of the However positive relationship
(p < .01) exists between availability of Infrastrucrure
facilities and the assessment of an institute in
comparison to other institutes.

Positive relationship exists between the assessment
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ofan institute by the students in comparison to others
and the availability of faculty as intellecrual capiral
(p < .01), institute Hence hypothesis H, stands
accepted.

CONCLUSION

Professional education system has to be privatized to
achieve excellence in the higher education system to
meet the increasing international and domestic
demands. Thus, there is an obvious case for
encouraging innovation and for the establishment of
quality institutions th rough private initiative. The case
for privatization of professional higher education stands
not only on quality parameters but it also has cqually
sound support on other grounds too. Both in the
private and public domain careful thought and
planning is required as we move away from education
as per supply to education as per demand. This would
need, among other things, a proper research. The need
to effectively manage the various points-of-marketing
and especially those that led to the selection or rejection
of a course of study by a candidate. In any case we
have to move away from being programme-centric to
student-centric. How students as consumer make
decision to spend their available resource (time, money
and efforts) on selecting the best product, i.e. the overall
educational package offered by an institution, is
therefore, a million dollar question for such institution.
Finding an answer to it is both urgently needed and
highly relevant. Students view it from the point of
view of returns by studying a particular course and
the input in terms of knowledge/skill/attitude and
behavioral aspect of the course. In other words the
value addition and contributions made for their good
living attains importance in decision-making. Quality
of faculry as intellecrual capital has been found to have
the maximum impact on students’ perception.
Therefore, the dedicated teacher must get his reward
and delinquent one must receive the reprimand. Quite
periodically the teachers intellectual atrainment should
be gauged and guarded. The increments should be
sanctioned on the basis of the performance of the
teachers. Increments even can be doubled in deserving
cases. In nutshell, it is suggested that the central focus
of our endeavors has to be the students and the teaching
process and that we should certainly strive to make
the system more and more student oriented.
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3 the Quallly ot & Inst_ltute : E [Good placement potential of the institute 2.67 | 1.27
Indicators of Faculty as importance | Availabilityl  [Good extra curricular activity 253 | 1.29
‘ Intellectual Capital Affordable fee 044 | 1.28
Communication skill 3.73 2.69 No ofher alternative 515 | 1.36
Command on the subject 3.87 2.70 - -
Competent to enforce discipline 3.59 2.59
in the class
Sincerity and commitment 3.81 2.74
Encourages class participation 3.74 2.63
P g_ il .p Table 5: Perception of the Entire Population about
ersonal involvement with students|  3.56 242 ; -
] Different Reasons that They Considered for
Timely fegdback 3.63 2.55 Pursuing the Current Programme
Accessibility and openness for 3.66 2.67 L —
queries |Reasons of Pursuing the Programme Mean| SD
Use of modern teaching 3.65 2.56 Good scope and Job opportunity 3.39 | 1.43
methodqlogles Self Interest 338 |15
?;-E:FEETI? It_eadc:rs;lp qur:l_lltyI gg; 2;? Good social status and success 3.27 | 1.33
ility to integrate the curriculum ; ; , P ; -
of the subject taught with the Parent's Guardian's advice 3.03 | 1.47
overall courses Matching with previous qualifications 30214
Ability to design the project/ 3.59 2.47 Influence of peers and friends 26 |1.33
assignment to test understanding
e rolrse Affordable fee 246 | 1.33
To be creative/open and 3.60 248 Easy Course 241 |1.32
adaptable to changes No other alternative 2.03 | 1.37
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rTl‘b:ﬂ 6: Perception of the Entire Population about the Table 8: Relationship of A'ssfg‘?;‘er inatiites
mponance of the Various Indicators of Quality in Comparison to the G [
in Relation 1o the Course being Pursued and Ofher Indicators 7
Indi ) ‘ Assessment of the
-;Iu—-—hl‘iﬁf_f?ﬁ?f_oﬂ‘?'_’.’l S S B L Institute in Compa-
_cementfacility in the institute I Ydloutors rison to Other
Educational value of industrial training 337 Institutes r =
Interaction with facutty 1 335 Cgefﬂ?it:ir:’fnaf
e ———— | 835 ‘rela
Field trips and industry training 3.34 ik e = ----~9E;. —rrieva ]
ey Sy —— Ty PR i ith respect to 34
Faimess of internal assessment a.m Leve! of salisfaclion wi ]n
ey = e : sui e
Sound and elffective evaluation system 3.97 program they are pursuing " 13+
P — s . LT — Impottance of cost quality and
| =XPOSUre of student to corporate sector | 3.25 suppon services paramelers wilth
Institute brand image in the society | 324] lreferencelocourse =
Maintaining time-schedule of examination 3.22| [Imponance of facully as intellectual 12
Academic contents of the course 3.21 PEIE'#—-_*#,—E‘HECTJEF_" o 29"
Efforts by institute/faculty for overall personality Ava‘ulabilily of facully as in
development of student 317 | [capital = 04
a Importance of infrastructure facilities .
as support services = -
Table 7: Perception of the Entire Population with Regard Availability of infrastructure facilities A4
to Different Variables Depicting Expectation of the as support services
Student on Completion of the Course * significant at .05 level
Respondent’s Expectation on Completion Mean | SD ** significant at .01 level
I __Ofthe Course
| High achieving and challenging field 3.41 |1.37
Professional carrier 3.3 |1.46
Good status 3.28 [1.35
Good money and future comforts 3.21 [1.33
| Self employment potential 3.17 |1.36
Further specialization and studies 3.14 |1.45
Assured good job 3.13 |1.33
Good chances of Going abroad 2.7 |1.47
Helpful in family business 24 [1.39
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