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Abstract

Some higher education management departments have started to implement customer service

orientation strategies in their marketing activities in order to solidify value exchange perceptions,

differentiate themselves, and improve retention rates. However, if students are to get the most out of

their academic experiences, they need to become meaningfully and psychologically involved in their

studies. This research study explored the specific job context of students within the higher education

environment by testing the structure of the “work of students” by utilizing job design theories. The

ensuing conceptual Student Engagement Work Design Model (SEWDM) and the empirical findings

provide a roadmap of how the engagement elements of autonomy, feedback, skill variety, task

identity, and customer services can be utilized by universities when attempting to predict institutional

commitment and personal growth needs. A co-creation approach to management education is

definitely more complicated to promote and implement, but it has the larger payback as costs can be

lowered through the careful design of the students’ work so it will be motivational—with students
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helping to create a better educational experience for their peers, the faculty, and the community

resulting in more positive word-of-mouth promotions. (HRK / Abstract übernommen) Wardley,

Leslie J., E-Mail: leslie_wardon@cbu.ca
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