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A Viewpoint on Educational Service Encounter Research
— An examination of service characteristics as a first step—

Takako SANO (University of Tsukuba)

In the field of service management research, a situation in which a service provider and
customer come into direct contact and interact with each other is called a “service encounter”.
Characterizing a situation in which an educational activity takes place on the basis of direct
contact between a teacher and students as an educational service encounter, this paper looked at
what kind of viewpoint should be taken when engaging in educational service encounter
research.

A seller’s act of providing a buyer with a service boils down to the establishment of a certain
mutual control relationship. In the educational scene, too, such a relationship is sought in
service encounter situations where a teacher and students come into direct contact. In
educational service encounters, therefore, how to manage the mutual control relationship
becomes an extremely important issue.

Conducting classroom teaching research from a service encounter research viewpoint will
make it possible to provide useful suggestions on teachers’ practical attempts at turning the

classroom teaching environment into a better “educational” environment.
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