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Executive Summary

The aim of the research presented here is to asketsnt satisfaction at the Aarhus
School of Business (ASB) for the Summer Universigt was first introduced in July
2006. The European Performance Satisfaction IndeRS() was adapted to
incorporate student satisfaction in order to rethch aim, and was used as the main
approach in our thesis. The necessary data wa®rgdtifrom online surveys we
derived from the students.

Two studies complemented this model. On the one,hstnuctured interviews were
conducted with all relevant lecturers and on theeohand, a survey was conducted in
two waves with Summer University participants.He first wave, the students’ initial
expectations were measured and in the second waas ithe degree of fulfilment for
these expectations that were measured. Results thierEPSI model indicated that
participants of the Summer University were satdsfeverall with the program and
will remain loyal. Surprisingly however, the variabmage showed no direct impact
on perceived value, satisfaction, and loyalty. Tésults from the interviews showed
that lecturers were well chosen, but not adequatedpared for the program. In
addition, the survey results indicated that exgexta were to some degree fulfilled,
but certain attributes of lecture quality expermsha negative disconfirmation of
expectations. Furthermore, the direct comparisodadf from the lecturers and the
students suggested problems with the informatiow fbetween ASB, the lecturers,
and the students. From these findings it can beladed that overall, the Summer
University was a success in the introduction okw study program; however, there
are some areas that need to be improved. Thus,soggestions include new
positioning and better marketing for next year, aete improvement of quality
attributes and information flow, and a strategydustainability and expansion of the
Summer University.

Our work successfully presents student satisfactwith a threefold approach, not
used hitherto. Combining all three approaches ie dissertation and establishing
linkages and interrelations between them, providasextensive insight towards
student satisfaction. Considering ASB Summer Ussitpetook place for the first time
in 2006, the insights we provide and the recommigmas we are able to give, will
influence the further organisational and manageigaklopment of the program.




Preface

When deciding on the topic of our thesis, we cotregad on two issues. Firstly, it
had to be both practically oriented and supportetrportant theories learned in our
study program. Secondly, it needed to be benefard meaningful to a third party.
Thus, we were very delighted, when we received dpportunity to evaluate the
performance of the Summer University for the AarBastool of Business. We would
like to thank both the ASB management and all peaplolved, who helped us with
this project. This includes Peder Jstergaard arahk-iPedersen for giving us the
opportunity to investigate, and Steen Weisner amdtdd Fgns Sgrensen for their
personal support. Our special gratitude and ackedgdment goes to our supervisor
Joachim Scholderer, for his untiring support andoemagement. His professional
guidance and patience, combined with the high ddsdme sets on a master thesis
helped us to produce a master thesis we can be pffou

Ella would like to thank:

My family. Especially my parents for supporting amdtivating me throughout my
studies. Thank you for believing in me! | wouldalge to thank my thesis partner,
Oliver Muhlich, for his great cooperation and cormment. Without him, | would

have never completed such complex work. | wish &linthe best in the future.

Oliver would like to thank:

First of all, my parents. It was a long way. Withgour support, love, and belief, |
could have never accomplished this. Thus, this i@dedicated to you. | also would
like to thank my beloved girlfriend, Juliane. Thaydu for being there for me and
supporting me in this sometimes very stressfulggeriiast but not least, | would like
to thank Ella for the good work we have done togetand Hannah, Rebecca, Rene,
and Simon for proof-reading this master thesis.

Aarhus, October 2006

Ella Schneider Oliver Mihlich




Table of Contents

EXECUTIVE SUMMARY ... e e e et e e e e anns I
PREFACE ... e e I
TABLE OF CONTENTS ..o et e e 11
LIST OF FIGURES ... ettt e e e e \
LIST OF TABLES ... .o ettt e e e e e ees VI
ABBREVIATIONS ..o ce e e e e e s VII
1 INTRODUCTION ..ottt e et a et e e e e e e eeans 1
1.1 2 7= T3 (o | (0 11T o P 2
1.2 L0 o] 1= 0111V 2
1.3 [T 11 2= 10 L 3
1.4 L@ Y= = 4
2  STRATEGIC CONTEXT .ottt e e e e 6
2.1 Historical DACKGroUNd ..........coouu i 6
2.2 Strategy 2006 — 2009 ......couu ettt a et e rneaeeneans 6
2.3 IO 1Y Yo 1T 1= Lo = 8
24 Summer UNIVErSItY 2006 ..........oieiiiiiieieiae e e 11
3  THEORETICAL FRAMEWORK ..ottt e ea e 14
3.1 Total Quality Management...........coouuiiiiii e 14
3.1.1  Introduction t0 TQM ..ot e ettt e e e e et e e e e ettt e e e e e et e e e s snaeeeeaanaaaaens 15
3.1.2  TQM fTAmMEBWOIKS ...cevuiieeeiitee et e e et e e e e ettt e e e e e et e e e s snaeeeeaaaaaaaens 17
3.1.3  TQM in higher @AUCALION........uuuuiiii et e e et e e e e e eeren e e e eeeas 20
3.2 Student SatiSTaCHION ... 23
3.3 Customer satisfaction ModelS...........oooiiiiieeiir e 25
3.3.1 Expectancy disconfirmation paradigm..........ccceeeiiieeiiiiiiiiiiiiii e 25
3.3.2 Customer satisfaction MEASUrEMENT ......... oo e e e e e e e e eeeens 27
3.3.3  ECSI (EPSI) MOAEI ...uvuviiiiiiiieeiiiieeeeee s ettt s s s e e e e e e e eeeaasaaaanaeaaesesennnnnnnnns 31
3.4 SUMMIAY <ttt ettt ot 42 e 2 e e et b e et bt e e ea e e e ea e e etn e e e e ennaaeannaaes 34
4  PREVIOUS RESEARCH ...t et 35
4.1 Measuring student oriented quality in higher educabn...............c..ooiiiieieennnn.n. 36
4.2 Drivers of student satisfaction and loyalty................cooiiiiiiii i 42,




4.3 Miscellaneous research on student SatiSTaCtioN.........c..vveveeiie e, 46

4.4 SUMMIAY <ttt ettt ot 42t e 2 e e ettt et b e e e et e e e eb e e ean e e e e eenaaesnnaaes 49
5 RESEARCH QUESTIONS. ... e 50
6 SUMMER UNIVERSITY EVALUATION .....oiiiiiiiiceet e, 52
6.1 L0 o)1= 01 1AY=L R 53
6.2 Y11 T T L 54
L R = U 1ol o= g £ PR 55
L = (oot =T o (1] - PP UURTTRR 58
B.2.3  IMIBASUIES ... ettt ettt ettt e et ettt et e e et e e eb e et en e et e e ra e ean e aeans 60
B.2.4  ANAIYSIS .o iiiiieeeiie e e e e e e e atr e aaaaaas 63
6.3 S U P 64
6.3.1 EPSI model and item analySiS................ummmmmneeeeeereiiiiiiiiiiiieeeeeeeeeeeresriieaeeeseeeeenine 64
6.3.2 Comparison of Expected and Experienced qQUality o . .....uuvveeiiiiiiieeeiiieiiiiiiiiiiinn, 78
6.3.3  LECIUIEr INTEIVIEWS.. ..o ciiieeeeeeeeeii ettt r e e e e e e e e e et eesasaaeeeeeeeeeeessnnnes 84
6.4 3] =Y o 151 (] o 93
6.4.1 EPSI model and SPECIfiC IEVEL..........oiiiiiiiiiieiiiie e 93
6.4.2 Expectancy diSCONTIrMALiON............uuuueen s eeeeeeiiinsss e e e e e eeeeeeeaeean e eeeeeen s 99
L T [ 1 1= = PP 102
7 CONCLUSIONS AND RECOMMENDATIONS ......oiiiiiiiiis e, 104
7.1 KBY TESUIES ... e e e e e e e 105
7.2 (0] 1] 18153 (o] 13 106
7.3 Strategic recoOmMmMENAtIONS ..........uuiieiiii i e e e eeaas 108
7.4 Tactical recommMENdatioNS..........ooiiiieiieie e 114
7.5 Research implicationS ............oov oo 118
7.6 Managerial ImpliCatioNS ..........coouiii i 119
REFERENCES




List of Figures

FIGURE 1- STRUCTURE OF THE DISSERTATION 11 ttttutttuittuttttnstienesinesisestssasenstieessreseesaeesnesesnen 5
FIGURE 2- BALDRIGE CRITERIA FOR PERFORMANCE EXCELLENCE FRAMEWRK (NIST, 2002) .............. 18
FIGURE 3- EFQMEXCELLENCE MODEL (EFQM,2006) ... .cuuuiiiieeeeiieieiiiiiiiiiieeee e e e seeeees s s e e e eeeeeeeeennns 19
FIGURE 4- SATISFACTION FUNCTION BY ANDERSON ANDSULLIVAN (1993)....cvvviiiiiiiiiieeeiieeeeiiiiiiiinnnn 27
FIGURE 5- SWEDISH CUSTOMERSATISFACTION BAROMETER (SCSB)MODEL ......ccvvvvviiiiiiiieeeeeeeeeeeennnns 29
FIGURE 6- AMERICAN CUSTOMERSATISFACTION INDEX (ACSI) MODEL ...eeeeveevveeiiiiiiieeeeeeeeeeeeeeeeninnes 30
FIGURE 7- INITIAL ECSIMODEL (ECSI,1998) .....cciiiiiiiiiiiiiiiiie e ee ettt eemmmeeeeeesttn s e e e e e e aaaeeennnees 32
FIGURE 8- EPSIMODEL - MASTERMODEL STRUCTURE(EPSI,2005) ......cuuiiiiiieeeeeiiiiiiiiiiiieee e 33
FIGURE 9- OVERALL ECSIRESULTS FROMMARTENSENET AL (1999) ...ovvvviiiiiiiiieeeecereeeiiiie e 38
FIGURE 10- HUMAN QUALITY MAP (MARTENSENET AL, 1999).....ciiiiiiiiiiiiiiiiie e eeeeevevvveeemme e 40
FIGURE 11-NON-HUMAN QUALITY MAP (MARTENSENET AL, 1999).......cciiiiiiiiiiiiiiiiie e eeeee 41
FIGURE 12- OVERALL EPSIRESULTS FROMJSTERGAARD ANDKRISTENSEN(2005)........ccoviiiiiiiiiiiee 44
FIGURE 13-MEAN EXPECTATION RATINGS ON DIMENSIONI MAGE’ ... cuiiiiiiiiiiiiienie e e 65
FIGURE 14-MEAN RATINGS ON THE DIMENSION' EXPECTED QUALITY uuiuiiiiiiiiniiii it eeeieeeneeneaes 66
FIGURE 15-STUDENTS REASONS FOR PARTICIPATING AT THESUMMER UNIVERSITY ..vivviviiiiiiieiieneene, 68
FIGURE 16-MEAN EXPERIENCE RATINGS ON DIMENSIONPERCEIVEDV ALUE’ AND ‘SATISFACTION' ....69
FIGURE17-MEAN EXPERIENCE RATINGS ON DIMENSIONL OYALTY " iriiitiiiiiieiie e e 71
FIGURE 18-PATH DIAGRAM OF THE EPSIMODEL WITH DIRECT EFFECTS AND SIGNIFICANTR? .............. 78
FIGURE 19-MEAN EXPECTATIONS AND EXPERIENCE RATINGS ON QUALITYDIMENSION ....cviviininiinennenes. 80
FIGURE 20-PATH DIAGRAM WITH SIGNIFICANT AND INSIGNIFICANT EFFECTS..uiuiiiitiiiiiiiiriieiieeneenennens 94
FIGURE21-IMPORTANCEPERFORMANCEMAP ON DIMENSION ‘SATISFACTION’ ...cviiviiiiiiiiiniieneenennen, 111
FIGURE 22-IMPORTANCEPERFORMANCEMAP ON DIMENSION‘L OYALTY " oeiniiiiiiiieeieeicee e, 113




List of Tables

TABLE 1- LECTURES AND LECTURERS AT THESUMMER UNIVERSITY ..vuiuiiiiiiiiiiiiiinicieeeeaeeeneenae 11
TABLE 2- OVERALL EFFECTS ON SATISFACTION AND LOYALTY INMARTENSENET AL (1999) ............... 39
TABLE 3-1TEMS TO DETERMINE LATENT VARIABLES AND THEIR UNSTANDARDISED OUTER WEIGHTS.... 43
TABLE 4- COMPARISON OF OVERALL EFFECTR005AND 1999 ... e
TABLE 5- EXPECTEDQUALITY DEMOGRAPHICS ... ituittiiiti ettt eeiiiesesetaestsesteetnsaaaessaetasesaeenaeaneerneees
TABLE 6- EXPERIENCEDQUALITY DEMOGRAPHICS.....civviiinieiiiieiniiiiennnans

TABLE 7- DEMOGRAPHICS FORQUALITY COMPARISON.....iuuuiitteieeteetiettnesineetsesnessnsssssnsssnessneesnns
TABLE 8- VARIABLES AND QUESTIONS FORSUMMER UNIVERSITY 2006
TABLE 9- HOW DID YOU HEAR ABOUT SUMMER UNIVERSITY ..tiiuitiiiiiiiiiiiiieieeteieieeetesssennsnenans
TABLE 10-EXPERIENCED OVERALL BENEFIT. 1 euitiuitittitinittinetiinetiinetiisesiseassaessisetieesieeseresaenasns
TABLE 11-OUTER LOADINGS FOR THE LATENT VARIABLES OF THEEPSIMODEL.....c.ioviviiiiiiiinicienas 74
TABLE 12-RELIABILITY AND VALIDITY OF EPSIMODEL ...uuvniviiiiiii e eeee e
TABLE 13-PATH COEFFICIENTS AND DIRECT EFFECTS OEPSIMODEL

TABLE 14-TESTS OF WITHINSUBJECTS EFFECT,EEXPECTED VS EXPERIENCEDQUALITY ..vvvvvvvniiineinnnns 79
TABLE 15-STANDARD DEVIATIONS OF THE ITEMS-EXPECTED VS EXPERIENCED QUALITY ..uvvivivninnines 80
TABLE 16-QUALITY OF THE ACADEMIC LEVEL -EXPECTED VS EXPERIENCED QUALITY ..cvvvvvvneiieennnnnn. 81
TABLE 17-QUALITY OF THE CLASS CONTENT- EXPECTED VS EXPERIENCED QUALITY ..cuuvvviiiveeineeinnens 83
TABLE 18-OVERVIEW LECTURERS AND CLASSES. ... cuuiuititttetetteeneeteeteetaetaesnanaenaeneenaetaesassaasnaenns 84

Vi



Abbreviations

AACSB
ACSI
ANOVA
ASB
AVE
DJH
ECSI
ECTS
EFMD
EFOM
e.g.
EPSI
EQUIS
ESSAM
et al.
etc.
HEC
i.e.
IED
INSEAD
IPA
Lisrel
MBA
MP3
M.Sc.
MBNQA
No.

p.

pp.
PCA
PLS
SCSB
SEM
SPSS
TOM
Vol.

Association to Advance Collegiate Schamfiusiness
American Customer Satisfaction Index
Analysis of variance

Aarhus School of Business
Average Variance Expected

Den Jyske Handelshgjskole

European Customer Satisfaction Index
European Credit Transfer System

European Foundation for Management Develagm
European Foundation for Quality Management
Exempli gratia (for example)

European Performance Satisfaction Index
European Quality Improvement System
European Summer School of Advanced Manageme
Et alii (and others)

Et cetera (and so forth)

Ecole des Hautes Etudes Commerciales

Id est (that is ...)

International Entrepreneurship Development
Institut Européen d'Administration dedaifes
Importance Performance Analysis

Linear Structural Relationships
Master of Business Administration

MPEG-1 Audio Layer 3

Master of Science

Malcolm Baldrige National Quality Award
Number

Page

Pages

Principal Component Analysis

Partial Least Squares

Swedish Customer Satisfaction Barometer
Structural Equation Modelling

Statistical Package for the Social Sciences
Total Quality Management
Volume

VIl



INTRODUCTION

1 INTRODUCTION

Every nation’s prosperity and well-being reliestbe quality of their human capital.
Therefore, it is vital to continuously improve amdjust the quality of higher
education to the fast-changing environment. Ju& businesses regularly assess
customer satisfaction, universities, for quite sotnge have also been conducting
student satisfaction surveys. In order to guarahigé quality in education, it is
imperative to identify what is important to custasjewho are in this case the
students. In relation to this, it also has to benawledged that higher education is a
service industry just like any other. Although sotmaditional institutions are still
struggling to accept this fact, it is the only way survive in an increasingly
competitive global environment, in which every wersity wants to attract the best

students.

In the last decade the Aarhus School of Busine&Bjfas aimed to position itself
amongst the most recognised Business Schools inpEufThe implementation of
guality management tools, continuous improvememtingernational orientation, and
long-term strategy plans have paved the way. Sdgistanents are crucial for any
higher education institution in order to remain gatitive. Additional pressure was
built up by the Bologna Declaration in 1999, wheawnstandards for teaching and
learning were set throughout Europe. The ASB hesddhis challenge and since then
has become an accredited school of the EuropeatityQuaprovement System
(EQUIS). The quality standards at EQUIS are veghhand only the best Business
Schools are accredited under this quality assurscioeme.

As a part of this, the ASB can also look back ateeade of listening very closely to
students’ opinions. In 1999, ASB researchers maiitstaattempt at assessing student
satisfaction, using an approach usually used fetotner satisfaction measurement.
Results obtained by means of the European Perfaen&atisfaction Index approach
turned out to be reliable and useful. Similar assents of student satisfaction at
ASB were conducted in the years after. More sudgkgaprovements showed the
approach’s potential for real-life application.

In 2006, the ASB decided to expand its study pnogravith the introduction of the
first Summer University. Classes were offered io terms, each lasting three weeks.
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The schedule was tight as students were expectstdidy from nine a.m. to four p.m.
at school everyday. The amount of enrolled studemats satisfying and therefore, the

first obstacles for the program were overcome.

1.1 Background

ASB'’s reasons for introducing a Summer Universitggram are manifold. First of
all, other Business Schools had already introdusiedlar programs some years
earlier. Although ASB has already had a summer qarogon Executive MBA level
for quite some time, an equivalent program for Mastudents was still missing.

By offering this extra service to ASB students, andourse also to external students,
this gap would be filled. Additional reasons fotraducing the Summer University
are to allow students to finish their studies fgdteerefore giving them more time for
internships.

As the Summer University took place for the fiigte in 2006, it seems logical that
the assessment of this program is an importaneidBuncipally, the whole program
is similar to other well-known summer programs. Heer, the threat of wrong
organisation, scheduling, and management of thgrane seems to still be a problem,
due to a lack of experience. The research presentdte following aims to assess
student satisfaction, the lecturers’ point-of-vieand connecting all this with other
additional material, to offer vital decision suppdor the successful future of the
Summer University. Finding more information abote tparticular needs of the
students, how curriculum and their design can qgawved, and the perception of the
administrative staffs’ work, will help ASB’s managent to make the right decisions.

1.2 Objectives
The success at the Summer University will empilycaé assessed by means of three

approaches:

1. EPSI model of student satisfaction
2. Comparison of expectations and experience

3. Interviews with the relevant lecturers
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The EPSI approach will help us get a better undedsihg of issues that the students
think are important. The model contains variousialdes that predict student
satisfaction and student loyalty as outcomes. \Withinformation we will receive, it
will be possible to give an exact idea to some irtgoa issues. Firstly, the EPSI
results will indicate how satisfied the students and why. Secondly, it will show
how loyal students remain to the Summer Univeraitg the ASB, and if they will
recommend them to others. Furthermore, analyseaoh item will give us an exact

insight of the importance and performance of speaifeas of improvement.

The comparison of expectations before the Summaeavedsity, and the degree of
their confirmation or disconfirmation after the Sumer University will provide a
different angle. Disappointment is often rootedwirong or too high expectations.
Thus, understanding the students’ expectations/eryaimportant aspect in our work.
By surveying students in two waves, it will be pbksto draw fruitful conclusions.
Possible scenarios vary between meeting the stsidexpectations fully and not at
all. Dissatisfaction, due to disconfirmed expectasi, would have a huge impact on
overall student satisfaction. Finding out more abexpectations will therefore be an
important angle and will ultimately help solve mgagal problems.

We believe that past research has often underdstintbe great influence lecturers
have on student satisfaction. Therefore, we will #te lecturers’ point-of-view by
interviewing all relevant lecturers. This will cavehe educational background and
experience of the lecturers, their own expectatitowards the program and the
students, and their way of teaching at the Sumnmavdusity. These aspects are also
linked to some of the items used in our EPSI meglroach. The results from this
model will complement our knowledge and the roletlté lecturers’ performance.
Information gained from these interviews will makepossible to establish direct
connections to students’ attitudes and perceptiddditionally, recommendations in

terms of areas of improvement will receive a stesrgasis.

1.3 Limitations
The Summer University is divided into two terms,ievhtake place, right after each




INTRODUCTION

other. Every student is permitted to enrol in olas< per term. Due to the information
gathered from the Summer University administratid® majority of students were
expected to participate in the first term. Thetftesm also offered more classes than
the second term. Some of the second term appliclofped out of the second term
after having finished the first term. This, amoniges reasons led to the decision, only
to evaluate the first term of the Summer UniversDur results still reflect the
majority of the participants, as we had high resgorates in our surveys. It has to be
kept in mind however, that whenever the studentsleoturers at the Summer

University are mentioned, it only refers to thetfirerm participants.

Moreover, the amount of participants at the Sumrbbriversity is not as
representative as when assessing overall studasfastion for an entire university.
Hence, we shall not forget that the results arg ogpresentative to a certain degree.
This may also limit its comparability to previoussearch, which is mostly surveying

entire faculties or universities.

When designing the first questionnaire, which wasdritbuted before the Summer
University had started, we included items relatedgtade expectations. Once the
program had begun, it became clear that the refldgdow-up data would be difficult
to obtain. Students’ grades from the Summer Unitxevgere expected to be delivered
no earlier than six to eight weeks after the finahms were written. This meant
double the waiting time compared to usual examsghwvimade it impossible for us to
keep the question about the fulfilment of studegtade expectations. Not only was it
problematic in relation to our own schedule, butremore for the questionnaire that
was supposed to be sent out one week after theexaan, when impressions were
still fresh, in order to receive meaningful resukhlis was very unfortunate as we had

expected important insights into the students-seticeptions.

1.4 Overview
The structure of the report is outlined in Figure 1
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Figure 1- Structure of the dissertation

The introduction in Chapter 1 gives a first ideantfat this dissertation is about and
what we want to achieve. In Chapter 2, we proceih the strategic context of our
work. Here, we will present the ASB and the Sumidaiversity, which builds the
basis of our topic. Chapter 3 continues with theotlktical framework we adopt. In
this chapter, we will describe the constructs ad tihosen theories, the economic
processes relating to them, and finally, we w#itetmore explicitly what the theories
predict and why this may be helpful for solving aesearch problem. The most
important previous research will be focused on ima@er 4. This will include
research which has successfully applied our theal is of great relevance to our
work in particular aspects. The research question€hapter 5 will specify what
exactly is to be investigated in the empirical s8d Following, in Chapter 6 the
Summer University evaluation will be presented.eAfpresenting the methods, we
will continue with the results and discuss themelation to the objectives. This leads
to Chapter 7, where we will focus on the conclusiand recommendations that can
be made, based on the results we received. Thissedll summarize the key results
and indicate how our results will help improve Bi@mmer University in terms of the

“real-world” problem.
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2 STRATEGIC CONTEXT

In order to understand the background of the Sumidwversity, more detailed
information about the Aarhus School of Business al presented in the following
chapter. Beginning with the historical backgrouridhe ASB, we will then proceed
with the school’'s strategy and past experience$ Wivtal Quality Management
(TQM) in higher education. The chapter will condudvith the ASB Summer
University in regard to its characteristics, goalsgd benefits.

2.1 Historical background
The ASB is situated in Aarhus, Denmark. The preslsmeof the ASB can be dated

back to the 19 century, known then as The Jutland Business Sctdeh Jyske
Handelshgjskole, DJH). At that time, it already yided young students with an
education in business, economics, and trade. Th®, &S we know it today, was
founded in the year 1939 and has constantly gramsize, staff, and students (ASB,
2006a). ASB has an annual budget of approximat&li B20 million.

Today, ASB is one of Denmark’s 12 universities. Appmately 485 full-time and
700 part-time faculty and academic staff are emguogt the Business School. The
total amount of students is around 7000, of whieh2®00 part-time students and 800
foreign students (ASB, 2004). This makes ASB tlig fiargest EQUIS accredited
business school in Europe.

Until spring 2005, ASB had two faculties: the faguwf Business Administration and
the faculty of Modern Languages. The University Bbthen decided to merge these
two faculties into one, in order to become morecite in future competition for
both students and research funds. In doing so, Weayed to achieve increasing
cross-functional thinking in research and educatanwell as harmonize procedures
and processes (Jstergaard & Kristensen, 2005).

2.2 Strategy 2006 — 2009

ASB has formulated a strategy for the next threarsieThe strategy document
outlines what the ASB aims to look like in 2009, ig¥hdirection it will go, and how
its priorities are set (ASB, 2005).




