
Abstract
Emergent perspectives in marketing highlight new opportunities for co-opting customers as a means to

de�ne and cocreate value through their participation. This study delineates and empirically tests hypotheses

regarding the e�ects of customer participation (CP) on value creation and satisfaction for both customers and

employees with di�erent cultural value orientations in the context of professional �nancial services. Using

data collected from 349 pairs of customers and service employees in two national groups (Hong Kong and

the United States) of a global �nancial institution, this study examines how (1) CP drives performance

outcomes (i.e., customer satisfaction, employee job satisfaction, and employee job performance) through the

creation of economic and relational values and (2) the e�ects of CP on value creation depend on participants’

cultural value orientations. Promoting CP could be a double-edged sword for �rms: CP enhances customers’

economic value attainment and strengthens the relational bond between customers and employees, but it

also increases employees’ job stress and hampers their job satisfaction. Moreover, the e�ects of CP on value

creation depend on the cultural values of both customers and service employees; this result implies that

arranging customers and service employees with “matched” cultural value orientations could facilitate the

creation of value through CP.

󩉦󩉧󩉨󩉩
Get full access to this article
View all access and purchase options for this article.

Get Access 󩌤

References
Alden Dana L., Steenkamp Jan-Benedict E.M., and Batra Rajeev (1999), “Brand Positioning Through
Advertising in Asia, North America, and Europe: The Role of Global Consumer Culture,” Journal of Marketing,

Impact Factor: 10.4
5-Year Impact Factor: 17.9

Journal of Marketing

󩊻 Contents 󩉦󩉧󩉨󩉩 Get access 󩃿 More

By clicking “Accept Non-Essential Cookies”, you agree to the storing of cookies
on your device to enhance site navigation, analyze site usage, and assist in our
marketing e�orts. Privacy Policy Cookie Policy

Manage Cookies

Reject Non-Essential Cookies

Accept Non-Essential Cookies

https://journals.sagepub.com/
https://journals.sagepub.com/metrics/jmx
https://journals.sagepub.com/home/JMX
https://www.sagepub.com/privacy
https://www.sagepub.com/cookies


63 (January), 75–83.

Crossref

Web of Science

Google Scholar

Ardrey Robert (1967), The Territorial Imperative. New York: Atheneum.

Google Scholar

Arnould Eric J., and Thompson Craig J. (2005), “Consumer Culture Theory (CCT): Twenty Years of Research,”
Journal of Consumer Research, 31 (4), 868–82.

Crossref

Web of Science

Google Scholar

Auh Seigyoung, Bell Simon J., McLeod Colin S., and Shih Eric (2007), “Co-Production and Customer Loyalty in
Financial Services,” Journal of Retailing, 83 (3), 359–70.

Crossref

Web of Science

Google Scholar

Baron Reuben M., and Kenny David A. (1986), “The Moderator-Mediator Variable Distinction in Social
Psychological Research: Conceptual, Strategic, and Statistical Considerations,” Journal of Personality and Social
Psychology, 51 (6), 1173–82.

Crossref

PubMed

Web of Science

Google Scholar

Bateson John E.G. (1985), “Self-Service Consumer: An Exploratory Study,” Journal of Retailing, 61 (3), 49–76.

Web of Science

Google Scholar

Belk Russell W. (1988), “Possessions and the Extended Self,” Journal of Consumer Research, 15 (September),
139–68.

Crossref

https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_2_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299906300106&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000078190100006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CBrand+Positioning+Through+Advertising+in+Asia%2C+North+America%2C+and+Europe%3A+The+Role+of+Global+Consumer+Culture%2C%E2%80%9D&publication_year=1999&journal=Journal+of+Marketing&pages=75-83&doi=10.1177%2F002224299906300106
https://scholar.google.com/scholar_lookup?title=The+Territorial+Imperative.&publication_year=1967
https://doi.org/10.1086/426626
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000227418600017
https://scholar.google.com/scholar_lookup?title=%E2%80%9CConsumer+Culture+Theory+%28CCT%29%3A+Twenty+Years+of+Research%2C%E2%80%9D&publication_year=2005&journal=Journal+of+Consumer+Research&pages=868-82&doi=10.1086%2F426626
https://doi.org/10.1016/j.jretai.2007.03.001
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000249179500008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCo-Production+and+Customer+Loyalty+in+Financial+Services%2C%E2%80%9D&publication_year=2007&journal=Journal+of+Retailing&pages=359-70&doi=10.1016%2Fj.jretai.2007.03.001
https://doi.org/10.1037/0022-3514.51.6.1173
https://pubmed.ncbi.nlm.nih.gov/3806354/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1986F285400010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Moderator-Mediator+Variable+Distinction+in+Social+Psychological+Research%3A+Conceptual%2C+Strategic%2C+and+Statistical+Considerations%2C%E2%80%9D&publication_year=1986&journal=Journal+of+Personality+and+Social+Psychology&pages=1173-82&doi=10.1037%2F0022-3514.51.6.1173&pmid=3806354
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1985AVH9700003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CSelf-Service+Consumer%3A+An+Exploratory+Study%2C%E2%80%9D&publication_year=1985&journal=Journal+of+Retailing&pages=49-76
https://doi.org/10.1086/209154


Web of Science

Google Scholar

Bendapudi Neeli, and Leone Robert P. (2003), “Psychological Implications of Customer Participation in
Coproduction,” Journal of Marketing, 67 (January), 14–28.

Crossref

Web of Science

Google Scholar

Ben-Zur Hasida, and Yagil Dana (2005), “The Relationship Between Empowerment, Aggressive Behaviours of
Customers, Coping, and Burnout,” European Journal of Work and Organizational Psychology, 14 (1), 81–99.

Crossref

Web of Science

Google Scholar

Bettencourt Lance A. (1997), “Customer Voluntary Performance: Customers as Partners in Service Delivery,”
Journal of Retailing, 73 (3), 383–406.

Crossref

Web of Science

Google Scholar

Bitner Mary J., Booms Bernard H., and Mohr Lois A. (1994), “Critical Service Encounters: The Employee's
Viewpoint,” Journal of Marketing, 58 (October), 95–106.

Crossref

Web of Science

Google Scholar

Bitner Mary J., and Brown Stephen W. (2008), “The Service Imperative,” Business Horizons, 51 (January), 39–46.

Crossref

Web of Science

Google Scholar

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1988Q202300001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CPossessions+and+the+Extended+Self%2C%E2%80%9D&publication_year=1988&journal=Journal+of+Consumer+Research&pages=139-68&doi=10.1086%2F209154
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_9_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.67.1.14.18592&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000180410800002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CPsychological+Implications+of+Customer+Participation+in+Coproduction%2C%E2%80%9D&publication_year=2003&journal=Journal+of+Marketing&pages=14-28&doi=10.1509%2Fjmkg.67.1.14.18592
https://doi.org/10.1080/13594320444000281
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000229136800005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Relationship+Between+Empowerment%2C+Aggressive+Behaviours+of+Customers%2C+Coping%2C+and+Burnout%2C%E2%80%9D&publication_year=2005&journal=European+Journal+of+Work+and+Organizational+Psychology&pages=81-99&doi=10.1080%2F13594320444000281
https://doi.org/10.1016/S0022-4359(97)90024-5
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1997YE95800005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+Voluntary+Performance%3A+Customers+as+Partners+in+Service+Delivery%2C%E2%80%9D&publication_year=1997&journal=Journal+of+Retailing&pages=383-406&doi=10.1016%2FS0022-4359%2897%2990024-5
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_12_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299405800408&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1994PM30200008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCritical+Service+Encounters%3A+The+Employee%27s+Viewpoint%2C%E2%80%9D&publication_year=1994&journal=Journal+of+Marketing&pages=95-106&doi=10.1177%2F002224299405800408
https://doi.org/10.1016/j.bushor.2007.09.003
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000207824900006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Service+Imperative%2C%E2%80%9D&publication_year=2008&journal=Business+Horizons&pages=39-46&doi=10.1016%2Fj.bushor.2007.09.003


Bloom Paul N. (1984), “E�ective Marketing for Professional Services,” Harvard Business Review, 62 (October),
102–110.

PubMed

Web of Science

Google Scholar

Bolton Ruth N., and Saxena-Iyer Shruti (2009), “Interactive Services: A Framework, Synthesis and Research
Direction,” Journal of Interactive Marketing, 23 (1), 91–104.

Crossref

Web of Science

Google Scholar

Bond Michael H., and Hwang Kwang K. (1995), “The Social Psychology of Chinese People,” in The Psychology of
the Chinese People, Bond M., ed. Oxford: Oxford University Press, 213–66.

Google Scholar

Bornstein Marc H. (1985), “Infant into Adult: Unity to Diversity in the Development of Visual Categorization,”
in Neonatal Cognition: Beyond the Blooming, Buzzing Confusion, Mehler J., and Fox R., eds. Hillsdale, NJ:
Lawrence Erlbaum Associates, 115–38.

Google Scholar

Bowen David E. (1983), “Customers as Substitutes for Leadership in Service Organizations,” doctoral dissertation,
Department of Management, Michigan State University.

Google Scholar

Bowen David E., and Ford Robert C. (2002), “Managing Service Organizations: Does Having a ‘Thing’ Make a
Di�erence?” Journal of Management, 28 (3), 447–69.

Crossref

Web of Science

Google Scholar

Brislin Richard W. (1980), “Translation and Content Analysis of Oral and Written Materials,” in Handbook of
Cross-Cultural Psychology, Vol. 2—Methodology, Triandis H.C., and Berry J.W., eds. Boston: Allyn & Bacon, 389–
444.

Google Scholar

Brockner Joel, Ackerman Grant, Greenberg Jerald, Gelfand Michele J., Francesco Anne Marie, Chen Zhen Xiong
et al. (2001), “Culture and Procedural Justice: The In�uence of Power Distance on Reactions to Voice,” Journal
of Experimental Social Psychology, 37 (4), 300–315.

Crossref

https://pubmed.ncbi.nlm.nih.gov/10271432/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3AA1984TG41800011
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEffective+Marketing+for+Professional+Services%2C%E2%80%9D&publication_year=1984&journal=Harvard+Business+Review&pages=102-110&pmid=10271432
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_15_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1016%2Fj.intmar.2008.11.002&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000264509000010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CInteractive+Services%3A+A+Framework%2C+Synthesis+and+Research+Direction%2C%E2%80%9D&publication_year=2009&journal=Journal+of+Interactive+Marketing&pages=91-104&doi=10.1016%2Fj.intmar.2008.11.002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Social+Psychology+of+Chinese+People%2C%E2%80%9D&publication_year=1995&pages=213-66
https://scholar.google.com/scholar_lookup?title=%E2%80%9CInfant+into+Adult%3A+Unity+to+Diversity+in+the+Development+of+Visual+Categorization%2C%E2%80%9D&publication_year=1985&pages=115-38
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomers+as+Substitutes+for+Leadership+in+Service+Organizations%2C%E2%80%9D&publication_year=1983
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_19_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F014920630202800309&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000177143800009
https://scholar.google.com/scholar_lookup?title=%E2%80%9CManaging+Service+Organizations%3A+Does+Having+a+%E2%80%98Thing%E2%80%99+Make+a+Difference%3F%E2%80%9D&publication_year=2002&journal=Journal+of+Management&pages=447-69&doi=10.1177%2F014920630202800309
https://scholar.google.com/scholar_lookup?title=%E2%80%9CTranslation+and+Content+Analysis+of+Oral+and+Written+Materials%2C%E2%80%9D&publication_year=1980&pages=389-444
https://doi.org/10.1006/jesp.2000.1451
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000169848800003


Web of Science

Google Scholar

Brotheridge Céleste M., and Grandey Alicia A. (2002), “Emotional Labour and Burnout: Comparing Two
Perspectives of People at Work,” Journal of Vocational Behavior, 60 (1), 17–39.

Crossref

Web of Science

Google Scholar

Brown Steven P., and Peterson Robert A. (1993), “Antecedents and Consequences of Salesperson Job
Satisfaction: Meta-Analysis and Assessment of Causal E�ects,” Journal of Marketing Research, 30 (February),
63–77.

Crossref

Web of Science

Google Scholar

Butz Howard E. Jr., and Goodstein Leonard D. (1996), “Measuring Customer Value: Gaining the Strategic
Advantage,” Organizational Dynamics, 24 (3), 63–77.

Crossref

Web of Science

Google Scholar

Chase Richard B. (1978), “Where Does the Customer Fit in a Service Operations?” Harvard Business Review, 56
(6), 137–42.

PubMed

Web of Science

Google Scholar

Chen Chao C., Chen Xiao-Ping, and Meindl James R. (1998), “How Can Cooperation Be Fostered? The Cultural
E�ects of Individualism-Collectivism,” The Academy of Management Review, 23 (2), 285–304.

Crossref

Web of Science

Google Scholar

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000169848800003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCulture+and+Procedural+Justice%3A+The+Influence+of+Power+Distance+on+Reactions+to+Voice%2C%E2%80%9D&publication_year=2001&journal=Journal+of+Experimental+Social+Psychology&pages=300-315&doi=10.1006%2Fjesp.2000.1451
https://doi.org/10.1006/jvbe.2001.1815
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000173404900002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEmotional+Labour+and+Burnout%3A+Comparing+Two+Perspectives+of+People+at+Work%2C%E2%80%9D&publication_year=2002&journal=Journal+of+Vocational+Behavior&pages=17-39&doi=10.1006%2Fjvbe.2001.1815
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_23_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224379303000106&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1993KK73500006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CAntecedents+and+Consequences+of+Salesperson+Job+Satisfaction%3A+Meta-Analysis+and+Assessment+of+Causal+Effects%2C%E2%80%9D&publication_year=1993&journal=Journal+of+Marketing+Research&pages=63-77&doi=10.1177%2F002224379303000106
https://doi.org/10.1016/S0090-2616(96)90006-6
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1996TV07700006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CMeasuring+Customer+Value%3A+Gaining+the+Strategic+Advantage%2C%E2%80%9D&publication_year=1996&journal=Organizational+Dynamics&pages=63-77&doi=10.1016%2FS0090-2616%2896%2990006-6
https://pubmed.ncbi.nlm.nih.gov/10239167/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1978FV34700036
https://scholar.google.com/scholar_lookup?title=%E2%80%9CWhere+Does+the+Customer+Fit+in+a+Service+Operations%3F%E2%80%9D&publication_year=1978&journal=Harvard+Business+Review&pages=137-42&pmid=10239167
https://doi.org/10.5465/amr.1998.533227
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000073127100008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CHow+Can+Cooperation+Be+Fostered%3F+The+Cultural+Effects+of+Individualism-Collectivism%2C%E2%80%9D&publication_year=1998&journal=The+Academy+of+Management+Review&pages=285-304&doi=10.5465%2Famr.1998.533227


Claycomb Cindy, Lengnick-Hall Cynthia A., and Inks Lawrence W. (2001), “The Customer as a Productive
Resource: A Pilot Study and Strategic Implications,” Journal of Business Strategies, 18 (Spring), 47–69.

Crossref

Google Scholar

Crosby Lawrence A., Evans Kenneth R., and Cowles Deborah (1990), “Relationship Quality in Services Selling:
An Interpersonal In�uence Perspective,” Journal of Marketing, 54 (July), 68–81.

Crossref

Web of Science

Google Scholar

Dabholkar Pratibha A. (1990), “How to Improve Perceived Service Quality by Increasing Customer
Participation,” in Developments in Marketing Science, Vol. 13, Dunlap B.J., ed. Cullowhee, NC: Academy of
Marketing Science, 483–87.

Google Scholar

Dabholkar Pratibha A., and Bagozzi Richard P. (2002), “An Attitudinal Model of Technology-Based Self-Service:
Moderating E�ects of Consumer Traits and Situational Factors,” Journal of the Academy of Marketing Science,
30 (3), 184–201.

Crossref

Web of Science

Google Scholar

Dong Beibei, Evans Kenneth R., and Zou Shaoming (2008), “The E�ects of Customer Participation in Co-
Created Service Recovery,” Journal of the Academy of Marketing Science, 36 (1), 123–37.

Crossref

Web of Science

Google Scholar

Donthu Naveen, and Yoo Bonghee (1998), “Cultural In�uence on Service Quality Expectations,” Journal of
Service Research, 1 (November), 178–85.

Crossref

Google Scholar

Dubinsky Alan J., Howell Roy D., Ingram Thomas N., and Bellenger Danny N. (1986), “Sales Force
Socialization,” Journal of Marketing, 50 (October), 192–207.

Crossref

https://doi.org/10.54155/jbs.18.1.47-70
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Customer+as+a+Productive+Resource%3A+A+Pilot+Study+and+Strategic+Implications%2C%E2%80%9D&publication_year=2001&journal=Journal+of+Business+Strategies&pages=47-69&doi=10.54155%2Fjbs.18.1.47-70
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_28_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299005400306&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1990DR59200006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CRelationship+Quality+in+Services+Selling%3A+An+Interpersonal+Influence+Perspective%2C%E2%80%9D&publication_year=1990&journal=Journal+of+Marketing&pages=68-81&doi=10.1177%2F002224299005400306
https://scholar.google.com/scholar_lookup?title=%E2%80%9CHow+to+Improve+Perceived+Service+Quality+by+Increasing+Customer+Participation%2C%E2%80%9D&publication_year=1990&pages=483-87
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_30_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F0092070302303001&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000176048500001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CAn+Attitudinal+Model+of+Technology-Based+Self-Service%3A+Moderating+Effects+of+Consumer+Traits+and+Situational+Factors%2C%E2%80%9D&publication_year=2002&journal=Journal+of+the+Academy+of+Marketing+Science&pages=184-201&doi=10.1177%2F0092070302303001
https://doi.org/10.1007/s11747-007-0059-8
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252976600013
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Effects+of+Customer+Participation+in+Co-Created+Service+Recovery%2C%E2%80%9D&publication_year=2008&journal=Journal+of+the+Academy+of+Marketing+Science&pages=123-37&doi=10.1007%2Fs11747-007-0059-8
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_32_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F109467059800100207&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCultural+Influence+on+Service+Quality+Expectations%2C%E2%80%9D&publication_year=1998&journal=Journal+of+Service+Research&pages=178-85&doi=10.1177%2F109467059800100207
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_33_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298605000405&site=sage


Web of Science

Google Scholar

Eisenberger Robert, Huntington Robin, Hutchison Steven, and Sowa Debora (1986), “Perceived Organizational
Support,” Journal of Applied Psychology, 71 (3), 500–507.

Crossref

Web of Science

Google Scholar

Ennew Christine T., and Binks Martin R. (1999), “Impact of Participative Service Relationships on Quality,
Satisfaction, and Retention: An Exploratory Study,” Journal of Business Research, 46 (2), 121–32.

Crossref

Web of Science

Google Scholar

Erez Miriam, and Earley P. Christopher (1993), Culture, Self-Identity, and Work. Oxford: Oxford University Press.

Crossref

Google Scholar

Etgar Michael (2008), “A Descriptive Model of the Consumer Co-Production Process,” Journal of the Academy
of Marketing Science, 36 (1), 97–108.

Crossref

Web of Science

Google Scholar

Eylon Dafna, and Au Kevin Y. (1999), “Exploring Empowerment Cross-Cultural Di�erences Along the Power
Distance Dimension,” International Journal of Intercultural Relation, 23 (3), 373–85.

Crossref

Web of Science

Google Scholar

Fang Eric (2008), “Customer Participation and the Trade-O� Between New Product Innovativeness and Speed
to Market,” Journal of Marketing, 72 (July), 90–104.

Crossref

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1986E413000005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CSales+Force+Socialization%2C%E2%80%9D&publication_year=1986&journal=Journal+of+Marketing&pages=192-207&doi=10.1177%2F002224298605000405
https://doi.org/10.1037/0021-9010.71.3.500
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1986D487600021
https://scholar.google.com/scholar_lookup?title=%E2%80%9CPerceived+Organizational+Support%2C%E2%80%9D&publication_year=1986&journal=Journal+of+Applied+Psychology&pages=500-507&doi=10.1037%2F0021-9010.71.3.500
https://doi.org/10.1016/S0148-2963(98)00016-2
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000082513500003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CImpact+of+Participative+Service+Relationships+on+Quality%2C+Satisfaction%2C+and+Retention%3A+An+Exploratory+Study%2C%E2%80%9D&publication_year=1999&journal=Journal+of+Business+Research&pages=121-32&doi=10.1016%2FS0148-2963%2898%2900016-2
https://doi.org/10.1093/acprof:oso/9780195075809.001.0001
https://scholar.google.com/scholar_lookup?title=Culture%2C+Self-Identity%2C+and+Work.&publication_year=1993&doi=10.1093%2Facprof%3Aoso%2F9780195075809.001.0001
https://doi.org/10.1007/s11747-007-0061-1
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252976600011
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+Descriptive+Model+of+the+Consumer+Co-Production+Process%2C%E2%80%9D&publication_year=2008&journal=Journal+of+the+Academy+of+Marketing+Science&pages=97-108&doi=10.1007%2Fs11747-007-0061-1
https://doi.org/10.1016/S0147-1767(99)00002-4
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000082302100002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CExploring+Empowerment+Cross-Cultural+Differences+Along+the+Power+Distance+Dimension%2C%E2%80%9D&publication_year=1999&journal=International+Journal+of+Intercultural+Relation&pages=373-85&doi=10.1016%2FS0147-1767%2899%2900002-4
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_39_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.72.4.090&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000257335800007


Web of Science

Google Scholar

Fang Eric, Palmatier Robert, and Evans Kenneth R. (2008), “In�uence of Customer Participation on Creating
and Sharing of New Product Value,” Journal of the Academy of Marketing Science, 36 (3), 322–36.

Crossref

Web of Science

Google Scholar

Fantz Robert L. (1964), “Visual Experience in Infants: Decreased Attention to Familiar Patterns Relative to
Novel Ones,” Science, 146 (October), 668–70.

Crossref

PubMed

Web of Science

Google Scholar

Fleming John H., Co�man Curt, and Harter James K. (2005), “Manage Your Human Sigma,” Harvard Business
Review, 83 (7-8), 106–114.

PubMed

Web of Science

Google Scholar

Foreyt John P., and Poston Walker S. II (1998), “The Role of the Behavioral Counselor in Obesity Treatment,”
Journal of the American Dietetic Association, 98 (10), 27–30.

Crossref

Web of Science

Google Scholar

Fornell Claes (1992), “A National Customer Satisfaction Barometer: The Swedish Experience,” Journal of
Marketing, 56 (January), 6–21.

Crossref

Web of Science

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000257335800007
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+Participation+and+the+Trade-Off+Between+New+Product+Innovativeness+and+Speed+to+Market%2C%E2%80%9D&publication_year=2008&journal=Journal+of+Marketing&pages=90-104&doi=10.1509%2Fjmkg.72.4.090
https://doi.org/10.1007/s11747-007-0082-9
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000257946500003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CInfluence+of+Customer+Participation+on+Creating+and+Sharing+of+New+Product+Value%2C%E2%80%9D&publication_year=2008&journal=Journal+of+the+Academy+of+Marketing+Science&pages=322-36&doi=10.1007%2Fs11747-007-0082-9
https://doi.org/10.1126/science.146.3644.668
https://pubmed.ncbi.nlm.nih.gov/14191712/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A19643064C00113
https://scholar.google.com/scholar_lookup?title=%E2%80%9CVisual+Experience+in+Infants%3A+Decreased+Attention+to+Familiar+Patterns+Relative+to+Novel+Ones%2C%E2%80%9D&publication_year=1964&journal=Science&pages=668-70&doi=10.1126%2Fscience.146.3644.668&pmid=14191712
https://pubmed.ncbi.nlm.nih.gov/16028821/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000230244700010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CManage+Your+Human+Sigma%2C%E2%80%9D&publication_year=2005&journal=Harvard+Business+Review&pages=106-114&pmid=16028821
https://doi.org/10.1016/S0002-8223(98)00707-X
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000076407200006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Role+of+the+Behavioral+Counselor+in+Obesity+Treatment%2C%E2%80%9D&publication_year=1998&journal=Journal+of+the+American+Dietetic+Association&pages=27-30&doi=10.1016%2FS0002-8223%2898%2900707-X
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_44_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299205600103&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1992HA65600001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+National+Customer+Satisfaction+Barometer%3A+The+Swedish+Experience%2C%E2%80%9D&publication_year=1992&journal=Journal+of+Marketing&pages=6-21&doi=10.1177%2F002224299205600103


Google Scholar

Geletkanycz Marta A. (1997), “The Salience of ‘Culture's Consequences': The E�ects of Cultural Values on Top
Executive Commitment to the Status Quo,” Strategic Management Journal, 18 (8), 615–34.

Crossref

Web of Science

Google Scholar

Goodwin Cathy (1988), “I Can Do It Myself: Training the Service Consumer to Contribute to Service
Productivity,” Journal of Services Marketing, 2 (4), 71–78.

Crossref

Google Scholar

Grayson Kent (2007), “Friendship Versus Business in Marketing Relationships,” Journal of Marketing, 71
(October), 121–39.

Crossref

Web of Science

Google Scholar

Gremler Dwayne D., and Gwinner Kevin P. (2000), “Customer-Employee Rapport in Service Relationships,”
Journal of Service Research, 3 (August), 82–104.

Crossref

Google Scholar

Gudykunst William B., and Ting-Toomey Stella (1988), Culture and Interpersonal Communication. Newbury Park,
CA: Sage Publications.

Google Scholar

Guerrier Yvonne, and Adib Amel S. (2000), “‘No, We Don't Provide That Service:’ The Hararssment of Hotel
Employees by Customers,” Work Employment Society, 14 (4), 689–704.

Crossref

Web of Science

Google Scholar

Hackman J. Richard, and Oldham Greg R. (1975), “Development of the Job Diagnostic Survey,” Journal of
Applied Psychology, 60 (2), 159–70.

Crossref

https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+National+Customer+Satisfaction+Barometer%3A+The+Swedish+Experience%2C%E2%80%9D&publication_year=1992&journal=Journal+of+Marketing&pages=6-21&doi=10.1177%2F002224299205600103
https://doi.org/10.1002/(SICI)1097-0266(199709)18:8%3C615::AID-SMJ889%3E3.0.CO;2-I
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1997XV53700002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Salience+of+%E2%80%98Culture%27s+Consequences%27%3A+The+Effects+of+Cultural+Values+on+Top+Executive+Commitment+to+the+Status+Quo%2C%E2%80%9D&publication_year=1997&journal=Strategic+Management+Journal&pages=615-34&doi=10.1002%2F%28SICI%291097-0266%28199709%2918%3A8%253C615%3A%3AAID-SMJ889%253E3.0.CO%3B2-I
https://doi.org/10.1108/eb024745
https://scholar.google.com/scholar_lookup?title=%E2%80%9CI+Can+Do+It+Myself%3A+Training+the+Service+Consumer+to+Contribute+to+Service+Productivity%2C%E2%80%9D&publication_year=1988&journal=Journal+of+Services+Marketing&pages=71-78&doi=10.1108%2Feb024745
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_47_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.71.4.121&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000250316600008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CFriendship+Versus+Business+in+Marketing+Relationships%2C%E2%80%9D&publication_year=2007&journal=Journal+of+Marketing&pages=121-39&doi=10.1509%2Fjmkg.71.4.121
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_48_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F109467050031006&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer-Employee+Rapport+in+Service+Relationships%2C%E2%80%9D&publication_year=2000&journal=Journal+of+Service+Research&pages=82-104&doi=10.1177%2F109467050031006
https://scholar.google.com/scholar_lookup?title=Culture+and+Interpersonal+Communication.&publication_year=1988
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_50_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F09500170022118680&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000166282700005
https://scholar.google.com/scholar_lookup?title=%E2%80%9C%E2%80%98No%2C+We+Don%27t+Provide+That+Service%3A%E2%80%99+The+Hararssment+of+Hotel+Employees+by+Customers%2C%E2%80%9D&publication_year=2000&journal=Work+Employment+Society&pages=689-704&doi=10.1177%2F09500170022118680
https://doi.org/10.1037/h0076546
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1975W086900001


Web of Science

Google Scholar

Han Jin K., Kim Namwoon, and Srivastava Rajendra K. (1998), “Market Orientation and Organizational
Performance: Is Innovation a Missing Link?” Journal of Marketing, 52 (October), 30–45.

Crossref

Google Scholar

Hartline Michael D., and Ferrell O.C. (1996), “The Management of Customer-Contact Service Employees: An
Empirical Investigation,” Journal of Marketing, 60 (October), 52–70.

Crossref

Web of Science

Google Scholar

Heide Jan B., and Wathne Kenneth H. (2006), “Friends, Business-people, and Relationship Roles: A Conceptual
Framework and a Research Agenda,” Journal of Marketing, 70 (July), 90–103.

Crossref

Web of Science

Google Scholar

Hochschild Arlie R. (1983), The Managed Heart: The Commercialization of Human Feeling. Berkeley: University of
California Press.

Google Scholar

Hofstede Geert H. (1980), Culture's Consequences: International Di�erences in Work-Related Values. Newbury
Park, CA: Sage Publications.

Google Scholar

Hofstede Geert H. (1991), Cultures and Organizations: Software of the Mind. London: McGraw-Hill.

Google Scholar

Hsieh An T., Yen Chang H., and Chin Ko C. (2004), “Participative Customers as Partial Employees and Service
Provider Workload,” International Journal of Service Industry Management, 15 (2), 187–99.

Crossref

Web of Science

Google Scholar

Hui Michael K., Au Kevin Y., and Fock Henry (2004), “Empowerment E�ects Across Cultures,” Journal of
International Business Studies, 35 (1), 46–60.

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1975W086900001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CDevelopment+of+the+Job+Diagnostic+Survey%2C%E2%80%9D&publication_year=1975&journal=Journal+of+Applied+Psychology&pages=159-70&doi=10.1037%2Fh0076546
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_52_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299806200403&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CMarket+Orientation+and+Organizational+Performance%3A+Is+Innovation+a+Missing+Link%3F%E2%80%9D&publication_year=1998&journal=Journal+of+Marketing&pages=30-45&doi=10.1177%2F002224299806200403
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_53_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299606000406&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1996VL33900006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Management+of+Customer-Contact+Service+Employees%3A+An+Empirical+Investigation%2C%E2%80%9D&publication_year=1996&journal=Journal+of+Marketing&pages=52-70&doi=10.1177%2F002224299606000406
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_54_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.70.3.090&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000239047000009
https://scholar.google.com/scholar_lookup?title=%E2%80%9CFriends%2C+Business-people%2C+and+Relationship+Roles%3A+A+Conceptual+Framework+and+a+Research+Agenda%2C%E2%80%9D&publication_year=2006&journal=Journal+of+Marketing&pages=90-103&doi=10.1509%2Fjmkg.70.3.090
https://scholar.google.com/scholar_lookup?title=The+Managed+Heart%3A+The+Commercialization+of+Human+Feeling.&publication_year=1983
https://scholar.google.com/scholar_lookup?title=Culture%27s+Consequences%3A+International+Differences+in+Work-Related+Values.&publication_year=1980
https://scholar.google.com/scholar_lookup?title=Cultures+and+Organizations%3A+Software+of+the+Mind.&publication_year=1991
https://doi.org/10.1108/09564230410532501
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000221875500004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CParticipative+Customers+as+Partial+Employees+and+Service+Provider+Workload%2C%E2%80%9D&publication_year=2004&journal=International+Journal+of+Service+Industry+Management&pages=187-99&doi=10.1108%2F09564230410532501


Crossref

Web of Science

Google Scholar

Johansson Johny K. (1990), “Japanese Service Industries and Their Overseas Potential,” Service Industries
Journal, 10 (1), 85–109.

Crossref

Google Scholar

Johar Gita V. (2005), “The Price of Friendship: When, Why, and How Relational Norms Guide Social Exchange
Behavior,” Journal of Consumer Psychology, 15 (1), 22–27.

Crossref

Web of Science

Google Scholar

Johnston William A., Hawley Kevin J., Plewe Steven H., Elliott John M.G., and DeWitt M. Jann (1990), “Attention
Capture by Novel Stimuli,” Journal of Experimental Psychology: General, 119 (4), 397–411.

Crossref

PubMed

Web of Science

Google Scholar

Joiner Therese A. (2001), “The In�uence of National Culture and Organizational Culture Alignment on Job
Stress and Performance: Evidence from Greece,” Journal of Managerial Psychology, 16 (3), 229–42.

Crossref

Google Scholar

Jöreskog Karl G., and Sörbom Dag (1993), LISREL 8: Structural Equation Modeling with the SIMPLIS Command
Language. Chicago: Scienti�c Software International.

Google Scholar

Kanji Gopal K. (1998), “Measurement of Business Excellence,” Total Quality Management, 9 (7), 633–43.

Crossref

Web of Science

https://doi.org/10.1057/palgrave.jibs.8400067
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000188821100005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEmpowerment+Effects+Across+Cultures%2C%E2%80%9D&publication_year=2004&journal=Journal+of+International+Business+Studies&pages=46-60&doi=10.1057%2Fpalgrave.jibs.8400067
https://doi.org/10.1080/02642069000000003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CJapanese+Service+Industries+and+Their+Overseas+Potential%2C%E2%80%9D&publication_year=1990&journal=Service+Industries+Journal&pages=85-109&doi=10.1080%2F02642069000000003
https://doi.org/10.1207/s15327663jcp1501_4
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000226326500003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Price+of+Friendship%3A+When%2C+Why%2C+and+How+Relational+Norms+Guide+Social+Exchange+Behavior%2C%E2%80%9D&publication_year=2005&journal=Journal+of+Consumer+Psychology&pages=22-27&doi=10.1207%2Fs15327663jcp1501_4
https://doi.org/10.1037/0096-3445.119.4.397
https://pubmed.ncbi.nlm.nih.gov/2148574/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3AA1990EJ40200004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CAttention+Capture+by+Novel+Stimuli%2C%E2%80%9D&publication_year=1990&journal=Journal+of+Experimental+Psychology%3A+General&pages=397-411&doi=10.1037%2F0096-3445.119.4.397&pmid=2148574
https://doi.org/10.1108/02683940110385776
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Influence+of+National+Culture+and+Organizational+Culture+Alignment+on+Job+Stress+and+Performance%3A+Evidence+from+Greece%2C%E2%80%9D&publication_year=2001&journal=Journal+of+Managerial+Psychology&pages=229-42&doi=10.1108%2F02683940110385776
https://scholar.google.com/scholar_lookup?title=LISREL+8%3A+Structural+Equation+Modeling+with+the+SIMPLIS+Command+Language.&publication_year=1993
https://doi.org/10.1080/0954412988325
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000077527000009
https://scholar.google.com/scholar_lookup?title=%E2%80%9CMeasurement+of+Business+Excellence%2C%E2%80%9D&publication_year=1998&journal=Total+Quality+Management&pages=633-43&doi=10.1080%2F0954412988325


Google Scholar

Kelley Scott W., Donnelly James H. Jr., and Skinner Steven J. (1990), “Customer Participation in Service
Production and Delivery,” Journal of Retailing, 66 (Fall), 315–35.

Web of Science

Google Scholar

Kellogg Deborah L., Youngdahl William E., and Bowen David E. (1997), “On the Relationship Between
Customer Participation and Satisfaction: Two Frameworks,” International Journal of Service in Management, 8
(3), 206–219.

Crossref

Web of Science

Google Scholar

Lam Shun Y., Shankar Venkatesh, Erramilli M. Krishna, and Murthy Bvsan (2004), “Customer Value,
Satisfaction, Loyalty, and Switching Costs: An Illustration from a Business-to-Business Service Context,”
Journal of the Academy of Marketing Science, 32 (3), 293–311.

Crossref

Web of Science

Google Scholar

Lam Simon S.K., Chen Xiao-Ping, and Schaubroeck John (2002), “Participative Decision Making and Employee
Performance in Di�erent Cultures: The Moderating E�ects of Allocentrism/Idiocentrism and E�cacy,”
Academy of Management Journal, 45 (5), 905–914.

Crossref

Web of Science

Google Scholar

Landy Frank J. (1989), Psychology of Work Behavior. Paci�c Grove, CA: Brooks/Cole.

Google Scholar

Larsson Rikard, and Bowen David E. (1989), “Organization and Customer: Managing Design and Coordination
of Services,” Academy of Management Review, 14 (2), 213–33.

Crossref

Web of Science

Google Scholar

https://scholar.google.com/scholar_lookup?title=%E2%80%9CMeasurement+of+Business+Excellence%2C%E2%80%9D&publication_year=1998&journal=Total+Quality+Management&pages=633-43&doi=10.1080%2F0954412988325
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1990EJ65000004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+Participation+in+Service+Production+and+Delivery%2C%E2%80%9D&publication_year=1990&journal=Journal+of+Retailing&pages=315-35
https://doi.org/10.1108/09564239710185406
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3AA1997XZ52600003
https://scholar.google.com/scholar_lookup?title=%E2%80%9COn+the+Relationship+Between+Customer+Participation+and+Satisfaction%3A+Two+Frameworks%2C%E2%80%9D&publication_year=1997&journal=International+Journal+of+Service+in+Management&pages=206-219&doi=10.1108%2F09564239710185406
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_68_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F0092070304263330&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000221972100005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+Value%2C+Satisfaction%2C+Loyalty%2C+and+Switching+Costs%3A+An+Illustration+from+a+Business-to-Business+Service+Context%2C%E2%80%9D&publication_year=2004&journal=Journal+of+the+Academy+of+Marketing+Science&pages=293-311&doi=10.1177%2F0092070304263330
https://doi.org/10.2307/3069321
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000178849900005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CParticipative+Decision+Making+and+Employee+Performance+in+Different+Cultures%3A+The+Moderating+Effects+of+Allocentrism%2FIdiocentrism+and+Efficacy%2C%E2%80%9D&publication_year=2002&journal=Academy+of+Management+Journal&pages=905-914&doi=10.2307%2F3069321
https://scholar.google.com/scholar_lookup?title=Psychology+of+Work+Behavior.&publication_year=1989
https://doi.org/10.5465/amr.1989.4282099
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1989U136900004
https://scholar.google.com/scholar_lookup?title=%E2%80%9COrganization+and+Customer%3A+Managing+Design+and+Coordination+of+Services%2C%E2%80%9D&publication_year=1989&journal=Academy+of+Management+Review&pages=213-33&doi=10.5465%2Famr.1989.4282099


Lovelock Christopher H. (1983), “Classifying Services to Gain Strategic Marketing Insights,” Journal of
Marketing, 47 (Summer), 9–20.

Crossref

Web of Science

Google Scholar

Lovelock Christopher H., and Young Robert F. (1979), “Look to Consumers to Increase Productivity,” Harvard
Business Review, 57 (May–June), 168–78.

Web of Science

Google Scholar

Luo Xueming, and Homburg Christian (2007), “Neglected Outcomes of Customer Satisfaction,” Journal of
Marketing, 71 (April), 133–49.

Crossref

Web of Science

Google Scholar

Lusch Robert F., Brown Stephen W., and Brunswick Gary J. (1992), “A General Framework for Explaining
Internal vs. External Exchange,” Journal of the Academy of Marketing Science, 20 (Spring), 119–34.

Crossref

Google Scholar

Lusch Robert F., and Vargo Stephen L. (2006), “Service-Dominant Logic: Reactions, Re�ections, and
Re�nements,” Marketing Theory, 6 (3), 281–88.

Crossref

Google Scholar

Maheswaran Durairaj, and Shavitt Sharon (2000), “Issues and New Directions in Cultural Psychology,” Journal
of Consumer Psychology, 9 (2), 59–66.

Crossref

Web of Science

Google Scholar

Malhotra Naresh K., Ulgado Francis M., Agarwal J., and Baalbaki I. (1994), “International Services Marketing: A
Comparative Evaluation of the Dimensions of Service Quality Between Developed and Developing Countries,”
International Marketing Review, 11 (2), 5–15.

https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_72_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298304700303&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1983RF64800001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CClassifying+Services+to+Gain+Strategic+Marketing+Insights%2C%E2%80%9D&publication_year=1983&journal=Journal+of+Marketing&pages=9-20&doi=10.1177%2F002224298304700303
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1979GT54100030
https://scholar.google.com/scholar_lookup?title=%E2%80%9CLook+to+Consumers+to+Increase+Productivity%2C%E2%80%9D&publication_year=1979&journal=Harvard+Business+Review&pages=168-78
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_74_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.71.2.133&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000249112800009
https://scholar.google.com/scholar_lookup?title=%E2%80%9CNeglected+Outcomes+of+Customer+Satisfaction%2C%E2%80%9D&publication_year=2007&journal=Journal+of+Marketing&pages=133-49&doi=10.1509%2Fjmkg.71.2.133
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_75_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F0092070392202003&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+General+Framework+for+Explaining+Internal+vs.+External+Exchange%2C%E2%80%9D&publication_year=1992&journal=Journal+of+the+Academy+of+Marketing+Science&pages=119-34&doi=10.1177%2F0092070392202003
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_76_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F1470593106066781&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CService-Dominant+Logic%3A+Reactions%2C+Reflections%2C+and+Refinements%2C%E2%80%9D&publication_year=2006&journal=Marketing+Theory&pages=281-88&doi=10.1177%2F1470593106066781
https://doi.org/10.1207/S15327663JCP0902_1
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000086513500001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CIssues+and+New+Directions+in+Cultural+Psychology%2C%E2%80%9D&publication_year=2000&journal=Journal+of+Consumer+Psychology&pages=59-66&doi=10.1207%2FS15327663JCP0902_1


Crossref

Google Scholar

Martin Claude R., Horne David A., and Schultz Anne Marie (1999), “The Business-to-Business Customer in the
Service Innovation Process,” European Journal of Innovation Management, 2 (2), 55–62.

Crossref

Google Scholar

Mattila Anna S. (1999), “The Role of Culture in the Service Evaluation Process,” Journal of Service Research, 1
(3), 250–61.

Crossref

Google Scholar

Meuter Matthew L., and Bitner Mary Jo (1998), “Self-Service Technologies: Extending Service Frameworks and
Identifying Issues for Research,” in AMA Winter Educators’ Conference: Marketing Theory and Applications,
Grewal Dhruv, and Pechman Cornelia, eds. Chicago: American Marketing Association, 12–19.

Google Scholar

Mills Peter K. (1986), Managing Service Industries: Organizational Practices in a Postindustrial Economy.
Cambridge, MA: Ballinger.

Google Scholar

Mills Peter K., and Morris James H. (1986), “Clients as ‘Partial’ Employees of Service Organizations: Role
Development in Client Participation,” Academy of Management Review, 11 (4), 726–35.

Web of Science

Google Scholar

Mohr Lois A., and Bitner Mary Jo (1991), “Mutual Understanding Between Customers and Employees in
Service Encounters,” in Advances in Consumer Research, Vol. 18, Solomon M., and Holman R., eds. Provo, UT:
Association for Consumer Research, 611–17.

Google Scholar

Morris Tom, and Pavett Cynthia M. (1992), “Management Style and Productivity in Two Cultures,” Journal of
International Business Studies, 23 (1), 169–79.

Crossref

Web of Science

Google Scholar

Nakamura Masao, Vertinsky Ilan, and Zietsma Charlene (1997), “Does Culture Matter in Inter-Firm
Cooperation? Research Consortia in Japan and the USA,” Managerial and Decision Economics, 18 (2), 153–75.

Crossref

https://doi.org/10.1108/02651339410061937
https://scholar.google.com/scholar_lookup?title=%E2%80%9CInternational+Services+Marketing%3A+A+Comparative+Evaluation+of+the+Dimensions+of+Service+Quality+Between+Developed+and+Developing+Countries%2C%E2%80%9D&publication_year=1994&journal=International+Marketing+Review&pages=5-15&doi=10.1108%2F02651339410061937
https://doi.org/10.1108/14601069910269772
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Business-to-Business+Customer+in+the+Service+Innovation+Process%2C%E2%80%9D&publication_year=1999&journal=European+Journal+of+Innovation+Management&pages=55-62&doi=10.1108%2F14601069910269772
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_80_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F109467059913006&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Role+of+Culture+in+the+Service+Evaluation+Process%2C%E2%80%9D&publication_year=1999&journal=Journal+of+Service+Research&pages=250-61&doi=10.1177%2F109467059913006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CSelf-Service+Technologies%3A+Extending+Service+Frameworks+and+Identifying+Issues+for+Research%2C%E2%80%9D&publication_year=1998&pages=12-19
https://scholar.google.com/scholar_lookup?title=Managing+Service+Industries%3A+Organizational+Practices+in+a+Postindustrial+Economy.&publication_year=1986
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1986E503900002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CClients+as+%E2%80%98Partial%E2%80%99+Employees+of+Service+Organizations%3A+Role+Development+in+Client+Participation%2C%E2%80%9D&publication_year=1986&journal=Academy+of+Management+Review&pages=726-35
https://scholar.google.com/scholar_lookup?title=%E2%80%9CMutual+Understanding+Between+Customers+and+Employees+in+Service+Encounters%2C%E2%80%9D&publication_year=1991&pages=611-17
https://doi.org/10.1057/palgrave.jibs.8490264
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1992HQ47300008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CManagement+Style+and+Productivity+in+Two+Cultures%2C%E2%80%9D&publication_year=1992&journal=Journal+of+International+Business+Studies&pages=169-79&doi=10.1057%2Fpalgrave.jibs.8490264
https://doi.org/10.1002/(SICI)1099-1468(199703)18:2%3C153::AID-MDE817%3E3.0.CO;2-L
https://scholar.google.com/scholar_lookup?title=%E2%80%9CDoes+Culture+Matter+in+Inter-Firm+Cooperation%3F+Research+Consortia+in+Japan+and+the+USA%2C%E2%80%9D&publication_year=1997&journal=Managerial+and+Decision+Economics&pages=153-75&doi=10.1002%2F%28SICI%291099-1468%28199703%2918%3A2%253C153%3A%3AAID-MDE817%253E3.0.CO%3B2-L


Google Scholar

Newman Karen L., and Nollen Stanley D. (1996), “Culture and Congruency: The Fit Between Management
Practices and National Culture,” Journal of International Business Studies, 27 (4), 753–79.

Crossref

Web of Science

Google Scholar

Normann Richard, and Ramírez Rafael (1993), “From Value Chain to Value Constellation: Designing Interactive
Strategy,” Harvard Business Review, 71 (July–August), 65–77.

PubMed

Web of Science

Google Scholar

Oliver Richard L., and Swan John E. (1989), “Consumer Perceptions of Interpersonal Equity and Satisfaction in
Transactions: A Field Survey Approach,” Journal of Marketing, 53 (April), 21–35.

Crossref

Web of Science

Google Scholar

Ouschan Robyn, Sweeney Jillian, and Johnson Lester (2006), “Customer Empowerment and Relationship
Outcomes in Healthcare Consultations,” European Journal of Marketing, 40 (9-10), 1068–1086.

Crossref

Web of Science

Google Scholar

Parasuraman A., Zeithaml Valarie A., and Malhotra Arvind (2005), “E-S-QUAL: A Multiple-Item Scale for
Assessing Electronic Service Quality,” Journal of Service Research, 7 (3), 213–33.

Crossref

Web of Science

Google Scholar

Patterson Paul G., Cowley Elizabeth, and Prasongsukarn Kriengsin (2006), “Service Failure Recovery: The
Moderating Impact of Individual-Level Cultural Value Orientation on Perceptions of Justice,” International
Journal of Research in Marketing, 23 (3), 263–77.

https://scholar.google.com/scholar_lookup?title=%E2%80%9CDoes+Culture+Matter+in+Inter-Firm+Cooperation%3F+Research+Consortia+in+Japan+and+the+USA%2C%E2%80%9D&publication_year=1997&journal=Managerial+and+Decision+Economics&pages=153-75&doi=10.1002%2F%28SICI%291099-1468%28199703%2918%3A2%253C153%3A%3AAID-MDE817%253E3.0.CO%3B2-L
https://doi.org/10.1057/palgrave.jibs.8490152
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1996WD83900006
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCulture+and+Congruency%3A+The+Fit+Between+Management+Practices+and+National+Culture%2C%E2%80%9D&publication_year=1996&journal=Journal+of+International+Business+Studies&pages=753-79&doi=10.1057%2Fpalgrave.jibs.8490152
https://pubmed.ncbi.nlm.nih.gov/10127040/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1993LM52500010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CFrom+Value+Chain+to+Value+Constellation%3A+Designing+Interactive+Strategy%2C%E2%80%9D&publication_year=1993&journal=Harvard+Business+Review&pages=65-77&pmid=10127040
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_89_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298905300202&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1989U217100002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CConsumer+Perceptions+of+Interpersonal+Equity+and+Satisfaction+in+Transactions%3A+A+Field+Survey+Approach%2C%E2%80%9D&publication_year=1989&journal=Journal+of+Marketing&pages=21-35&doi=10.1177%2F002224298905300202
https://doi.org/10.1108/03090560610681014
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000241508300010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+Empowerment+and+Relationship+Outcomes+in+Healthcare+Consultations%2C%E2%80%9D&publication_year=2006&journal=European+Journal+of+Marketing&pages=1068-1086&doi=10.1108%2F03090560610681014
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_91_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F1094670504271156&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000228333800001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CE-S-QUAL%3A+A+Multiple-Item+Scale+for+Assessing+Electronic+Service+Quality%2C%E2%80%9D&publication_year=2005&journal=Journal+of+Service+Research&pages=213-33&doi=10.1177%2F1094670504271156


Crossref

Web of Science

Google Scholar

Patterson Paul G., Johnson Lester W., and Spreng Richard A. (1997), “Modeling the Determinants of Customer
Satisfaction for Business-to-Business Professional Services,” Journal of the Academy of Marketing Science, 25
(1), 4–17.

Crossref

Web of Science

Google Scholar

Patterson Paul G., and Smith Tasman (2001), “Modeling Relationship Strength Across Service Types in a
South-East Asian Context,” International Journal of Service Industry Management, 12 (2), 90–113.

Crossref

Web of Science

Google Scholar

Patterson Paul G., and Smith Tasman (2003), “A Cross-Cultural Study of Switching Barriers and Propensity to
Stay with Service Providers,” Journal of Retailing, 79 (2), 107–120.

Crossref

Web of Science

Google Scholar

Payne Adrian F., Storbacka Kaj, and Frow Pennie (2008), “Managing the Co-Creation of Value,” Journal of the
Academy of Marketing Science, 36 (1), 83–96.

Crossref

Web of Science

Google Scholar

Prahalad C. K., and Ramaswamy Venkatram (2000), “Co-opting Customer Competence,” Harvard Business
Review, 78 (January–February), 79–87.

Web of Science

Google Scholar

https://doi.org/10.1016/j.ijresmar.2006.02.004
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000240882900004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CService+Failure+Recovery%3A+The+Moderating+Impact+of+Individual-Level+Cultural+Value+Orientation+on+Perceptions+of+Justice%2C%E2%80%9D&publication_year=2006&journal=International+Journal+of+Research+in+Marketing&pages=263-77&doi=10.1016%2Fj.ijresmar.2006.02.004
https://doi.org/10.1007/BF02894505
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000071595700002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CModeling+the+Determinants+of+Customer+Satisfaction+for+Business-to-Business+Professional+Services%2C%E2%80%9D&publication_year=1997&journal=Journal+of+the+Academy+of+Marketing+Science&pages=4-17&doi=10.1007%2FBF02894505
https://doi.org/10.1108/09564230110387470
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000168785700001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CModeling+Relationship+Strength+Across+Service+Types+in+a+South-East+Asian+Context%2C%E2%80%9D&publication_year=2001&journal=International+Journal+of+Service+Industry+Management&pages=90-113&doi=10.1108%2F09564230110387470
https://doi.org/10.1016/S0022-4359(03)00009-5
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000185041600004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+Cross-Cultural+Study+of+Switching+Barriers+and+Propensity+to+Stay+with+Service+Providers%2C%E2%80%9D&publication_year=2003&journal=Journal+of+Retailing&pages=107-120&doi=10.1016%2FS0022-4359%2803%2900009-5
https://doi.org/10.1007/s11747-007-0070-0
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252976600010
https://scholar.google.com/scholar_lookup?title=%E2%80%9CManaging+the+Co-Creation+of+Value%2C%E2%80%9D&publication_year=2008&journal=Journal+of+the+Academy+of+Marketing+Science&pages=83-96&doi=10.1007%2Fs11747-007-0070-0
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000087886100015
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCo-opting+Customer+Competence%2C%E2%80%9D&publication_year=2000&journal=Harvard+Business+Review&pages=79-87


Ramani Girish, and Kumar V. (2008), “Interaction Orientation and Firm Performance,” Journal of Marketing, 72
(January), 27–45.

Crossref

Web of Science

Google Scholar

Ramirez Rafael (1999), “Value Co-Production: Intellectual Origins and Implications for Practice and Research,”
Strategic Management Journal, 20 (1), 49–65.

Crossref

Web of Science

Google Scholar

Rizzo John R., House Robert J., and Lirtzman Sidney I. (1970), “Role Con�ict and Role Ambiguity in Complex
Organizations,” Administrative Science Quarterly, 15 (2), 150–63.

Crossref

Web of Science

Google Scholar

Rupp Deborah E., McCance A. Silke, Spencer Sharmin, and Sonntag Karlheinz (2008), “Customer (In)Justice
and Emotional Labor: The Role of Perspective Taking, Anger, and Emotional Regulation,” Journal of
Management, 34 (5), 903–924.

Crossref

Web of Science

Google Scholar

Schneider Benjamin (1980), “The Service Organization: Climate Is Crucial,” Organizational Dynamics, 9 (2), 52–
65.

Crossref

Web of Science

Google Scholar

Schneider Benjamin, and Bowen David E. (1985), “Employee and Customer Perceptions of Service in Banks:
Replication and Extension,” Journal of Applied Psychology, 70 (3), 423–33.

Crossref

https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_98_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.72.1.027&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252109900003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CInteraction+Orientation+and+Firm+Performance%2C%E2%80%9D&publication_year=2008&journal=Journal+of+Marketing&pages=27-45&doi=10.1509%2Fjmkg.72.1.027
https://doi.org/10.1002/(SICI)1097-0266(199901)20:1%3C49::AID-SMJ20%3E3.0.CO;2-2
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000078024100004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CValue+Co-Production%3A+Intellectual+Origins+and+Implications+for+Practice+and+Research%2C%E2%80%9D&publication_year=1999&journal=Strategic+Management+Journal&pages=49-65&doi=10.1002%2F%28SICI%291097-0266%28199901%2920%3A1%253C49%3A%3AAID-SMJ20%253E3.0.CO%3B2-2
https://doi.org/10.2307/2391486
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1970H239200003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CRole+Conflict+and+Role+Ambiguity+in+Complex+Organizations%2C%E2%80%9D&publication_year=1970&journal=Administrative+Science+Quarterly&pages=150-63&doi=10.2307%2F2391486
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_101_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F0149206307309261&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000259400700003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer+%28In%29Justice+and+Emotional+Labor%3A+The+Role+of+Perspective+Taking%2C+Anger%2C+and+Emotional+Regulation%2C%E2%80%9D&publication_year=2008&journal=Journal+of+Management&pages=903-924&doi=10.1177%2F0149206307309261
https://doi.org/10.1016/0090-2616(80)90040-6
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1980KX24500004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Service+Organization%3A+Climate+Is+Crucial%2C%E2%80%9D&publication_year=1980&journal=Organizational+Dynamics&pages=52-65&doi=10.1016%2F0090-2616%2880%2990040-6
https://doi.org/10.1037/0021-9010.70.3.423


Web of Science

Google Scholar

Schneider Benjamin, and Bowen David E. (1995), Winning the Service Game. Boston: Harvard Business School
Press.

Google Scholar

Shamir Boas (1980), “Between Service and Servility: Role Con�ict in Subordinate Service Roles,” Human
Relations, 33 (10), 741–56.

Crossref

Web of Science

Google Scholar

Sharma Neeru, and Patterson Paul G. (1999), “The Impact of Communication E�ectiveness and Service
Quality on Relationship Commitment in Consumer, Professional Services,” Journal of Services Marketing, 13 (2),
151–70.

Crossref

Google Scholar

Sharma Neeru, and Patterson Paul G. (2000), “Switching Costs, Alternative Attractiveness and Experience as
Moderators of Relationship Commitment in Consumer, Professional Services,” International Journal of Service
Industry Management, 11 (5), 470–90.

Crossref

Web of Science

Google Scholar

Shore Lynn M., and Martin Harry J. (1989), “Job Satisfaction and Organizational Commitment in Relation to
Work Performance and Turnover Intentions,” Human Relations, 42 (7), 625–38.

Crossref

Web of Science

Google Scholar

Singh Jagdip (1998), “Striking a Balance in Boundary Spanning Positions: An Investigation of Some
Unconventional In�uences of Role Stressors and Job Characteristics on Job Outcomes of Salespeople,” Journal
of Marketing, 62 (July), 69–86.

Crossref

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1985ANY6800001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEmployee+and+Customer+Perceptions+of+Service+in+Banks%3A+Replication+and+Extension%2C%E2%80%9D&publication_year=1985&journal=Journal+of+Applied+Psychology&pages=423-33&doi=10.1037%2F0021-9010.70.3.423
https://scholar.google.com/scholar_lookup?title=Winning+the+Service+Game.&publication_year=1995
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_105_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F001872678003301004&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1980KP36000004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CBetween+Service+and+Servility%3A+Role+Conflict+in+Subordinate+Service+Roles%2C%E2%80%9D&publication_year=1980&journal=Human+Relations&pages=741-56&doi=10.1177%2F001872678003301004
https://doi.org/10.1108/08876049910266059
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Impact+of+Communication+Effectiveness+and+Service+Quality+on+Relationship+Commitment+in+Consumer%2C+Professional+Services%2C%E2%80%9D&publication_year=1999&journal=Journal+of+Services+Marketing&pages=151-70&doi=10.1108%2F08876049910266059
https://doi.org/10.1108/09564230010360182
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000165726700005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CSwitching+Costs%2C+Alternative+Attractiveness+and+Experience+as+Moderators+of+Relationship+Commitment+in+Consumer%2C+Professional+Services%2C%E2%80%9D&publication_year=2000&journal=International+Journal+of+Service+Industry+Management&pages=470-90&doi=10.1108%2F09564230010360182
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_108_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F001872678904200705&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1989AG66100005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CJob+Satisfaction+and+Organizational+Commitment+in+Relation+to+Work+Performance+and+Turnover+Intentions%2C%E2%80%9D&publication_year=1989&journal=Human+Relations&pages=625-38&doi=10.1177%2F001872678904200705
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_109_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299806200305&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000074597100005


Web of Science

Google Scholar

Smith Ken G., Carroll Stephen J., and Ashford Susan J. (1995), “Intra- and Interorganizational Cooperation:
Toward a Research Agenda,” Academy of Management Journal, 38 (1), 7–23.

Crossref

Web of Science

Google Scholar

Solomon Michael R., Surprenant Carol, Czepiel John A., and Gutman Evelyn G. (1985), “A Role Theory
Perspective on Dyadic Interactions: The Service Encounter,” Journal of Marketing, 49 (Winter), 99–111.

Crossref

Web of Science

Google Scholar

Steenkamp Jan-Benedict E.M., and Geyskens Inge (2006), “How Country Characteristics A�ect the Perceived
Value of a Web Site,” Journal of Marketing, 70 (July), 136–50.

Crossref

Web of Science

Google Scholar

Steenkamp Jan-Benedict E.M., Hofstede Frenkel ter, and Wedel Michel (1999), “A Cross-National Investigation
into the Individual and National Cultural Antecedents of Consumer Innovativeness,” Journal of Marketing, 63
(April), 55–69.

Crossref

Web of Science

Google Scholar

Street Richard L., Krupat Edward, Bell Robert A., Kravitz Richard L., and Haidet Paul (2003), “Beliefs About
Control in the Physician-Patient Relationship,” Journal of General Internal Medicine, 18 (8), 609–616.

Crossref

PubMed

Web of Science

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000074597100005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CStriking+a+Balance+in+Boundary+Spanning+Positions%3A+An+Investigation+of+Some+Unconventional+Influences+of+Role+Stressors+and+Job+Characteristics+on+Job+Outcomes+of+Salespeople%2C%E2%80%9D&publication_year=1998&journal=Journal+of+Marketing&pages=69-86&doi=10.1177%2F002224299806200305
https://doi.org/10.2307/256726
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1995QF28700002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CIntra-+and+Interorganizational+Cooperation%3A+Toward+a+Research+Agenda%2C%E2%80%9D&publication_year=1995&journal=Academy+of+Management+Journal&pages=7-23&doi=10.2307%2F256726
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_111_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298504900110&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1985ADX1500009
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+Role+Theory+Perspective+on+Dyadic+Interactions%3A+The+Service+Encounter%2C%E2%80%9D&publication_year=1985&journal=Journal+of+Marketing&pages=99-111&doi=10.1177%2F002224298504900110
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_112_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.70.3.136&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000239047000012
https://scholar.google.com/scholar_lookup?title=%E2%80%9CHow+Country+Characteristics+Affect+the+Perceived+Value+of+a+Web+Site%2C%E2%80%9D&publication_year=2006&journal=Journal+of+Marketing&pages=136-50&doi=10.1509%2Fjmkg.70.3.136
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_113_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224299906300204&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000080005100005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CA+Cross-National+Investigation+into+the+Individual+and+National+Cultural+Antecedents+of+Consumer+Innovativeness%2C%E2%80%9D&publication_year=1999&journal=Journal+of+Marketing&pages=55-69&doi=10.1177%2F002224299906300204
https://doi.org/10.1046/j.1525-1497.2003.20749.x
https://pubmed.ncbi.nlm.nih.gov/12911642/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000184722500003


Google Scholar

Stryker Sheldon, and Statham Anne (1985), “Symbolic Interaction and Role Theory,” in Handbook of Social
Psychology, Vol. 1, Lindzey I.G., and Aranson E., eds. New York: Random House, 311–78.

Google Scholar

Surprenant Carol F., and Solomon Michael R. (1987), “Predictability and Personalization in the Service
Encounter,” Journal of Marketing, 51 (April), 86–96.

Crossref

Web of Science

Google Scholar

Tata Jasmine (2005), “The In�uence of National Culture on the Perceived Fairness of Grading Procedures: A
Comparison of the United States and China,” Journal of Psychology, 139 (5), 401–412.

Crossref

PubMed

Web of Science

Google Scholar

Trede Franziska, and Higgs Joy (2003), “Re-framing the Clinician's Role in Collaborative Clinical Decision
Making: Rethinking Practice Knowledge and the Notion of Clinician-Patient Relationships,” Learning in Health
and Social Care, 2 (2), 66–73.

Crossref

Google Scholar

Trompenaars Fons, and Hampden-Turner Charles (1997), Riding the Waves of Culture: Understanding Diversity in
Global Business, 2d ed. New York: McGraw-Hill.

Google Scholar

Ulaga Wolfgang (2003), “Capturing Value Creation in Business Relationships: A Customer Perspective,”
Industrial Marketing Management, 32 (8), 677–93.

Crossref

Web of Science

Google Scholar

Van Dolen Willemijn, Lemmink Jos, de Rutyer Ko, and de Jong Ad (2002), “Customer-Sales Employee
Encounters: A Dyadic Perspective,” Journal of Retailing, 78 (4), 265–79.

https://scholar.google.com/scholar_lookup?title=%E2%80%9CBeliefs+About+Control+in+the+Physician-Patient+Relationship%2C%E2%80%9D&publication_year=2003&journal=Journal+of+General+Internal+Medicine&pages=609-616&doi=10.1046%2Fj.1525-1497.2003.20749.x&pmid=12911642
https://scholar.google.com/scholar_lookup?title=%E2%80%9CSymbolic+Interaction+and+Role+Theory%2C%E2%80%9D&publication_year=1985&pages=311-78
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_116_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298705100207&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1987H091500007
https://scholar.google.com/scholar_lookup?title=%E2%80%9CPredictability+and+Personalization+in+the+Service+Encounter%2C%E2%80%9D&publication_year=1987&journal=Journal+of+Marketing&pages=86-96&doi=10.1177%2F002224298705100207
https://doi.org/10.3200/JRLP.139.5.401-412
https://pubmed.ncbi.nlm.nih.gov/16285211/
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=WOS%3A000232729900002
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Influence+of+National+Culture+on+the+Perceived+Fairness+of+Grading+Procedures%3A+A+Comparison+of+the+United+States+and+China%2C%E2%80%9D&publication_year=2005&journal=Journal+of+Psychology&pages=401-412&doi=10.3200%2FJRLP.139.5.401-412&pmid=16285211
https://doi.org/10.1046/j.1473-6861.2003.00040.x
https://scholar.google.com/scholar_lookup?title=%E2%80%9CRe-framing+the+Clinician%27s+Role+in+Collaborative+Clinical+Decision+Making%3A+Rethinking+Practice+Knowledge+and+the+Notion+of+Clinician-Patient+Relationships%2C%E2%80%9D&publication_year=2003&journal=Learning+in+Health+and+Social+Care&pages=66-73&doi=10.1046%2Fj.1473-6861.2003.00040.x
https://scholar.google.com/scholar_lookup?title=Riding+the+Waves+of+Culture%3A+Understanding+Diversity+in+Global+Business&publication_year=1997
https://doi.org/10.1016/j.indmarman.2003.06.008
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000187236300008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCapturing+Value+Creation+in+Business+Relationships%3A+A+Customer+Perspective%2C%E2%80%9D&publication_year=2003&journal=Industrial+Marketing+Management&pages=677-93&doi=10.1016%2Fj.indmarman.2003.06.008


Crossref

Web of Science

Google Scholar

Van Yperen Nico W., and Hagedoorn Mariët (2003), “Do High Job Demands Increase Intrinsic Motivation or
Fatigue or Both? The Role of Job Control and Job Social Support,” Academy of Management Journal, 46 (3), 339–
48.

Crossref

Web of Science

Google Scholar

Vargo Stephen L., and Lusch Robert F. (2004), “Evolving to a New Dominant Logic for Marketing,” Journal of
Marketing, 68 (January), 1–17.

Crossref

Web of Science

Google Scholar

Wagner John A., and Moch Michael K. (1986), “Individualism-Collectivism: Concept and Measure,” Group and
Organization Studies, 11 (3), 280–303.

Crossref

Web of Science

Google Scholar

Whyte William Foote (1948), Human Relations in the Restaurant Industry. New York: McGraw-Hill.

Google Scholar

Winsted Kathryn Frazer (1997), “The Service Experience in Two Cultures,” Journal of Retailing, 73 (3), 337–60.

Crossref

Web of Science

Google Scholar

Xie Chunyan, Bagozzi Richard P., and Troye Sigurd V. (2008), “Trying to Prosume: Toward a Theory of
Consumers as Co-Creators of Value,” Journal of the Academy of Marketing Science, 36 (1), 109–122.

Crossref

https://doi.org/10.1016/S0022-4359(02)00067-2
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000180839100004
https://scholar.google.com/scholar_lookup?title=%E2%80%9CCustomer-Sales+Employee+Encounters%3A+A+Dyadic+Perspective%2C%E2%80%9D&publication_year=2002&journal=Journal+of+Retailing&pages=265-79&doi=10.1016%2FS0022-4359%2802%2900067-2
https://doi.org/10.2307/30040627
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000183661400005
https://scholar.google.com/scholar_lookup?title=%E2%80%9CDo+High+Job+Demands+Increase+Intrinsic+Motivation+or+Fatigue+or+Both%3F+The+Role+of+Job+Control+and+Job+Social+Support%2C%E2%80%9D&publication_year=2003&journal=Academy+of+Management+Journal&pages=339-48&doi=10.2307%2F30040627
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_123_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1509%2Fjmkg.68.1.1.24036&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000188005600001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEvolving+to+a+New+Dominant+Logic+for+Marketing%2C%E2%80%9D&publication_year=2004&journal=Journal+of+Marketing&pages=1-17&doi=10.1509%2Fjmkg.68.1.1.24036
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_124_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F105960118601100309&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1986E440900008
https://scholar.google.com/scholar_lookup?title=%E2%80%9CIndividualism-Collectivism%3A+Concept+and+Measure%2C%E2%80%9D&publication_year=1986&journal=Group+and+Organization+Studies&pages=280-303&doi=10.1177%2F105960118601100309
https://scholar.google.com/scholar_lookup?title=Human+Relations+in+the+Restaurant+Industry.&publication_year=1948
https://doi.org/10.1016/S0022-4359(97)90022-1
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1997YE95800003
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Service+Experience+in+Two+Cultures%2C%E2%80%9D&publication_year=1997&journal=Journal+of+Retailing&pages=337-60&doi=10.1016%2FS0022-4359%2897%2990022-1
https://doi.org/10.1007/s11747-007-0060-2
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252976600012


Web of Science

Google Scholar

Yoo Boonghee, and Donthu Naveen (2002), “The E�ect of Marketing Education and Individual Cultural Values
on Marketing Ethics of Students,” Journal of Marketing Education, 24 (2), 92–103.

Crossref

Google Scholar

Yoon Mahn H., Seo Fai H., and Yoon Tae S. (2004), “E�ects of Contact Employee Supports on Critical Employee
Responses and Customer Service Evaluation,” Journal of Services Marketing, 18 (4-5), 395–412.

Crossref

Google Scholar

Youngdahl William E., Kellogg Deborah L., Nie Winter, and Bowen David E. (2003), “Revisiting Customer
Participation in Service Encounters: Does Culture Matter?” Journal of Operations Management, 21 (January),
109–120.

Crossref

Web of Science

Google Scholar

Zeithaml Valarie A. (1988), “Consumer Perceptions of Price, Quality, and Value: A Means-End Model and
Synthesis of Evidence,” Journal of Marketing, 52 (July), 2–22.

Crossref

Web of Science

Google Scholar

Similar articles:

Customer Participation Variation and Its Impact on Customer Service Performance: Underlying Process and
Boundary Conditions

Show Details 󩆙

When Does Customer Participation Matter? An Empirical Investigation of the Role of Customer Empowerment in

Restricted access

Restricted access

https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000252976600012
https://scholar.google.com/scholar_lookup?title=%E2%80%9CTrying+to+Prosume%3A+Toward+a+Theory+of+Consumers+as+Co-Creators+of+Value%2C%E2%80%9D&publication_year=2008&journal=Journal+of+the+Academy+of+Marketing+Science&pages=109-122&doi=10.1007%2Fs11747-007-0060-2
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_128_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F0273475302242002&site=sage
https://scholar.google.com/scholar_lookup?title=%E2%80%9CThe+Effect+of+Marketing+Education+and+Individual+Cultural+Values+on+Marketing+Ethics+of+Students%2C%E2%80%9D&publication_year=2002&journal=Journal+of+Marketing+Education&pages=92-103&doi=10.1177%2F0273475302242002
https://doi.org/10.1108/08876040410548311
https://scholar.google.com/scholar_lookup?title=%E2%80%9CEffects+of+Contact+Employee+Supports+on+Critical+Employee+Responses+and+Customer+Service+Evaluation%2C%E2%80%9D&publication_year=2004&journal=Journal+of+Services+Marketing&pages=395-412&doi=10.1108%2F08876040410548311
https://doi.org/10.1016/S0272-6963(02)00070-0
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=000180310200007
https://scholar.google.com/scholar_lookup?title=%E2%80%9CRevisiting+Customer+Participation+in+Service+Encounters%3A+Does+Culture+Matter%3F%E2%80%9D&publication_year=2003&journal=Journal+of+Operations+Management&pages=109-120&doi=10.1016%2FS0272-6963%2802%2900070-0
https://journals.sagepub.com/servlet/linkout?suffix=e_1_3_2_131_1&dbid=4&doi=10.1509%2Fjmkg.74.3.048&key=10.1177%2F002224298805200302&site=sage
https://gateway.webofknowledge.com/gateway/Gateway.cgi?GWVersion=2&DestApp=WOS_CPL&UsrCustomerID=5e3815c904498985e796fc91436abd9a&SrcAuth=atyponcel&SrcApp=literatum&DestLinkType=FullRecord&KeyUT=A1988P366500001
https://scholar.google.com/scholar_lookup?title=%E2%80%9CConsumer+Perceptions+of+Price%2C+Quality%2C+and+Value%3A+A+Means-End+Model+and+Synthesis+of+Evidence%2C%E2%80%9D&publication_year=1988&journal=Journal+of+Marketing&pages=2-22&doi=10.1177%2F002224298805200302
https://journals.sagepub.com/doi/10.1177/1094670519899161?icid=int.sj-abstract.similar-articles.1
https://journals.sagepub.com/doi/10.1177/0022243719866408?icid=int.sj-abstract.similar-articles.2


the Customer Participation–Performance Link

Show Details 󩆙

The Dark Side of Customer Participation: When Customer Participation in Service Co-Development Leads to Role
Stress

Show Details 󩆙

View More

Sage recommends:

International and Cross Cultural Issues

Show Details 󩆙

Antecedents and Consequences of Service Quality in Business-to-Business Services

Show Details 󩆙

Handbook of Services Marketing & Management

Show Details 󩆙

View More

You currently have no access to this content. Visit the access options page to authenticate.

View full text | Download PDF

Restricted access

SAGE Knowledge
Book chapter

SAGE Knowledge
Book chapter

SAGE Knowledge
Whole book

https://journals.sagepub.com/doi/10.1177/0022243719866408?icid=int.sj-abstract.similar-articles.2
https://journals.sagepub.com/doi/10.1177/1094670519894643?icid=int.sj-abstract.similar-articles.3
https://dx.doi.org/10.4135/9781412975995.n20
https://dx.doi.org/10.4135/9781452231327.n23
https://dx.doi.org/10.4135/9781452231327
https://journals.sagepub.com/action/showLogin?uri=/doi/10.1509/jmkg.74.3.048
https://journals.sagepub.com/doi/full/10.1509/jmkg.74.3.048
https://journals.sagepub.com/doi/pdf/10.1509/jmkg.74.3.048?download=true


Also from Sage

CQ Library

Elevating debate

Sage Data

Uncovering insight

Sage Business Cases

Shaping futures

Sage Campus

Unleashing potential

Sage Knowledge

Multimedia learning resources

Sage Research Methods

Supercharging research

Sage Video

Streaming knowledge

Technology from Sage

Library digital services

https://library.cqpress.com/index.php?utm_source=cross-product-footer&utm_medium=cross-product
https://www.data-planet.com/?utm_source=cross-product-footer&utm_medium=cross-product
https://sk.sagepub.com/cases?utm_source=cross-product-footer&utm_medium=cross-product
https://classroom.sagepub.com/?utm_source=cross-product-footer&utm_medium=cross-product
https://sk.sagepub.com/?utm_source=cross-product-footer&utm_medium=cross-product
https://methods.sagepub.com/?utm_source=cross-product-footer&utm_medium=cross-product
https://sk.sagepub.com/video?utm_source=cross-product-footer&utm_medium=cross-product
https://www.technologyfromsage.com/?utm_source=cross-product-footer&utm_medium=cross-product

