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3UHVHQWV�WKH�FRQFHSW�RI�FXVWRPHU�WR�FXVWRPHU�LQWHUDFWLRQ��FFL��LQ�VHUYLFH�
SURGXFWLRQ� DQG� GHOLYHU\ �� &ODLPV� WKDW� FFL� FDQ� KDYH� VLJQLILFDQW� PDUNHWLQJ�
LPSOLFDWLRQV��( PSKDVLVHV�WKDW�PRVW�RI�WKH�FFL�VHUYLFH�OLWHUDWXUH�LV�ZULWWHQ�LQ�D�
FRQVXPHU�VHUYLFH�FRQWH[ W�� ,QYHVWLJDWHV�WKH�PHDQLQJ�RI�FFL�LQ�D�SURIHVVLRQDO�
VHUYLFH� FRQWH[ W�� ,QWURGXFHV� DQG� GLVFXVVHV� ILYH� SURSRVLWLRQV� FRQFHUQLQJ� WKH�
QDWXUH�DQG�RFFXUUHQFH�RI�FFL�LQ�SURIHVVLRQDO�VHUYLFH�HQYLURQPHQWV��,GHQWLILHV�
VRPH�GLUHFWLRQV�IRU�IXWXUH�UHVHDUFK�DLPHG�DW�LQFUHDVLQJ�XQGHUVWDQGLQJ�RI�FFL�
UHODWLRQVKLSV�LQ�SURIHVVLRQDO�VHUYLFHV���

, QWURGXFWLRQ�

6LQFH� WKH� HDUO\ � � � � � V� WKH� VHUYLFH� PDUNHWLQJ� OLWHUDWXUH� LQFUHDVLQJO\ �
VWUHVVHV� WKH� LPSRUWDQFH� RI� FXVWRPHU� UHWHQWLRQ� DQG� VDWLVI\ LQJ� WKH� FXVWRPHU��
7KLV� OLWHUDWXUH� LV� JHQHUDOO\ � FRQVLGHUHG� DV� EHORQJLQJ� WR� WKH� ILHOG� RI�
5HODWLRQVKLS� 0 DUNHWLQJ� �50 � �� 50 �� ZKLFK� LV� D� VWUDWHJ\ � IRU� ERWK� FXVWRPHU�
DFTXLVLWLRQ�DQG�UHWHQWLRQ��KDV�DW�LWV�KHDUW�WKH�QRWLRQ�WKDW�H[ LVWLQJ�FXVWRPHUV�
DUH�D�YDOXDEOH�DVVHW�DQG�WKDW�VWUDWHJLHV�ZKLFK�PDLQWDLQ�WKHLU�OR\ DOW\ ��LQ�ERWK�
D�EHKDYLRXUDO�DQG�DWWLWXGLQDO�VHQVH��DUH�GHVLUDEOH��

7KH� ILUP�FXVWRPHU� UHODWLRQVKLS� KDV� VRPHWLPHV� EHHQ� FDOOHG� WKH� IRFDO�
UHODWLRQVKLS� EXW� LW� LV� QRW� WKH� RQO\ � UHODWLRQVKLS�� 7KHUH� DUH� PDQ\ � RWKHU�
UHODWLRQVKLSV� ZKLFK� VXSSRUW� LW�� ,W� LV� LQFUHDVLQJO\ � UHFRJQLVHG� WKDW� QRW� DOO�
UHODWLRQV�KDYH�EHHQ�DW�WKH�IRFXV�RI�DWWHQWLRQ��* UXHQ�HW�DO��� � � � � ��S��� � � �JR�VR�

5 LFKDUG�1 LFKROOV��
. DWHGUD�8 VáXJ��

$ NDGHP LD�( NRQRP LF] QD�Z�3R] QDQLX�

&XVWRP HU�WR�&XVWRP HU��
,QWHUDFWLRQ�LQ�WKH�&RQWH[ W�2 I�

3URIHVVLRQDO�6HUYLFHV�
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far as to state that “ relationships among customers as coproducers with other 
FXVWRPHUV�KDYH�UHFHLYHG�RQO\ �PLQLPDO�UHVHDUFK�DWtention” ��7KLV�SDSHU�DLPV�
WR�KLJKOLJKW�WKH� LPSRUWDQFH� RI� WKH�F�F�UHODWLRQ� WR�UHODWLRQVKLS� PDUNHWLQJ�LQ�
VRPH�SURIHVVLRQDO�VHUYLFH�HQYLURQPHQWV��

7KH�F� F�UHODWLRQ�LQ�VHUYLFHV�

The term “ service encounter”  usually refers to the interpersonal element 
RI� VHUYLFH� SHUIRUPDQFH�� $ V� * URYH� DQG� ) LVN� � � � � � � �SRLQW� RXW�� DOWKRXJK� WKH�
VHUYLFH�HQFRXQWHU�KDV�EHHQ�D�FHQWUDO�FRQFHSW�LQ�VHUYLFH�TXDOLW\ �UHVHDUFK��LW�
KDV� IRFXVHG�DOPRVW�HQWLUHO\ �RQ�F�H�LQWHUDFWLRQ�� ) RU�H[ DPSOH��6RORPRQ�HW�DO�
� � � � � � �� LQ� WKHLU� FODVVLF� DUWLFOH�� VWDWH� WKDW� IRU� Wheir purposes: “VHUYLFH�
HQFRXQWHU�ZLOO�EH�XVHG�WR�LQGLFDWH�IDFH�WR�IDFH�LQWHUDFWLRQV�EHWZHHQ�D�EX\ HU�
and a seller in a service setting” . Customer: customer interaFWLRQ�KDV�EHHQ�
VHULRXVO\ �QHJOHFWHG�

6RPH� DXWKRUV� KDYH� LQWHUSUHWHG� WKH� VHUYLFH� HQFRXQWHU� PRUH� EURDGO\ �� WR�
LQFOXGH��SHUVRQQHO��RWKHU�FXVWRPHUV�DQG�SK\ VLFDO�IDFLOLWLHV��6KRVWDFN�� � � � � � �
provides a definition of the service encounter as “a period of time during 
which a consumer directly interacts with a service” . Perhaps the service 
HQFRXQWHU� VKRXOG� EH� YLHZHG� LQ� WHUPV� RI� �L� � RQ�VLWH� KXPDQ� LQWHUDFWLRQ�
HOHPHQWV��DQG��LL� �RWKHU�HOHPHQWV��6RORPRQ�HW�DO�� � � � � � �SRLQW�RXW�WKDW�SRRU�
F�H� LQWHUDFWLRQ� FDQ� HFOLSVH� RWKHUZLVH� KLJK� TXDOLW\ � VHUYLFH�� 7KH\ � ZULWH��
“ Facilities may be spotless and the service delivered on timH� DV� RUGHUHG� –�
EXW�LI�WKH�FXVWRPHU�OHDYHV�ZLWK�D�QHJDWLYH�LPSUHVVLRQ�IURP�WKH�DWWLWXGH�RI�DQ�
employee, other efforts may be overlooked” . As an extension of this logic, i t 
VHHPV� UHDVRQDEOH� WKDW� LI� WKH� FXVWRPHU� OHDYHV� ZLWK� D� QHJDWLYH� LPSUHVVLRQ�
IURP� WKH� EHKDYLRXU� RI� DQRWKHU� FXVWRPHU�� RWKHU� TXDOLW\ � HIIRUWV�� LQFOXGLQJ�
WKRVH�PDQDJLQJ�FXVWRPHU�HPSOR\ HH�LQWHUDFWLRQ��PD\ �EH�RYHUORRNHG���

1 RQ� ( P SLULFDO� VWXGLHV� FRYHULQJ� FXVWRP HU� FXVWRP HU�
LQWHUDFWLRQ�� FFL� �

$ � IHZ � VHUYLFH� UHVHDUFKHUV� KDYH� GUDZQ� DWWHQWLRQ� WR� WKH� SKHQRPHQRQ� RI�
FFL�� 7KH� VHUYXFWLRQ� V\ VWHP� PRGHO�� RULJLQDOO\ � GHYHORSHG� E\ � ( LJOLHU� DQG�
/ DQJHDUG� � � � � � � � ZDV� WKH� RQH� RI� WKH� HDUOLHVW� FRQWULEXWLRQV� WR� VHUYLFH�
PDQDJHPHQW� UHVHDUFK� WR� LQYROYH� WKH� QRWLRQ� RI� FXVWRPHUV� LQWHUDFWLQJ� ZLWK�
RQH� DQRWKHU�� ( VVHQWLDOO\ �� WKH� VHUYXFWLRQ� V\ VWHP� PRGHO� GLYLGHV� WKH� VHUYLFH�
RUJDQLVDWLRQ�LQWR�WZR�FRPSRQHQW�SDUWV��7KH�UHOHYDQW�GLVWLQFWLRQ�LV�EHWZHHQ�
SDUWV�ZKLFK�DUH�YLVLEOH�WR�WKH�FXVWRPHU�DQG�SDUWV�ZKLFK�DUH�LQYLVLEOH�WR�WKH�
FXVWRPHU�� 7KH� YLVLEOH� SDUW� LV� VXE�GLYLGHG� LQWR� WKH� LQDQLPDWH� HQYLURQPHQW��
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DQG�WKH�FRQWDFW�SHUVRQQHO� � �WKH�LQGLYLGXDOV�ZKR�LQWHUDFW�ZLWK�WKH�FXVWRPHU�
GXULQJ�WKH�VHUYLFH�H[ SHULHQFH��7KH�PRGHO�DOVR�FRQWDLQV�&XVWRPHUV�$ �DQG�%��
UHIOHFWLQJ� WKH� LPSRUWDQW� LQIOXHQFH� ZKLFK� RWKHU� FXVWRPHUV� PD\ � KDYH� RQ� D�
FXVWRPHU
V�SHUFHSWLRQ�RI�KLV�VHUYLFH�H[ SHULHQFH��

2 QH� RI�WKH� HDUOLHU�ZULWHUV� WR� KLJKOLJKW�WKH� H[ LVWHQFH�RI�FFL� ZDV� 6KDPLU�
� � � � � � � ZKR� WKH� FRQIOLFW� EHWZHHQ� LQFRPSDWLEOH� H[ SHFWDWLRQV� DQG�
UHTXLUHPHQWV� RI� GLIIHUHQW� FOLHQWV�� DQG� ODEHOOHG� WKLV� LQWHUFOLHQW� FRQIOLFW��
6KDPLU� SURSRVHV� WKDW� VXFK� FRQIOLFW� SUHYDLOV� ZKHUH�� D� � DQ� HPSOR\ HH� JLYHV�
VLPXOWDQHRXV�VHUYLFH�WR�PRUH�WKDQ�RQH�FXVWRPHU��RU�E� �VHUYLFH�WR�RQH�FOLHQW�
LV�JLYHQ�LQ�WKH�SUHVHQFH�RI�RWKHU�FOLHQWV��

) LJXUH�� ��7KH�6HUYXFWLRQ�6\ VWHP �

&XVWRPHU
$

&XVWRPHU
%

,QYLVLEOH 9LVLEOH

,QDQLPDWH
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%XQGOH�RI�6HUYLFH�
%HQHILWV�5HFHLYHG
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* URYH�� ) LVN� DQG� %LWQHU� � � � � � � � LQ� H[ SORULQJ� WKH� GUDPD� PHWDSKRU� LQ� D�
VHUYLFH�FRQWH[ W�LGHQWLI\ �WKH�UROH�RI�WKH�DXGLHQFH�DV�RQH�RI�IRXU�FULWLFDO�GUDPD�
experiences. They write (1992, p.74), ªDrama is the product of actors and 
WKH�HQDFWPHQW�RI�WKHLU�UROHV��WKH�VFHQHU\ �DQG�VWDJLQJ�RI�WKH�DFWLRQ��DQG�WKH�
audience and its involvementº. Thus within the�PRGHO�RI�VHUYLFHV�DV�WKHDWUH��
WKH� UROH� RI� FXVWRPHUV� �L�H�� DXGLHQFH� � LV� JLYHQ� D� SURPLQHQFH� ZKLFK�
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HQFRXUDJHV� LWV� GHHSHU� H[ SORUDWLRQ�� ERWK� LQ� WHUPV� RI� FXVWRPHU� SDUWLFLSDWLRQ�
DQG�FFL��7KHLU�GLVFXVVLRQ�RI�FFL�KDV�DQ�HPSKDVLV�RQ�WKH�FXVWRPHU�UHIUDLQLQJ�
IURP�XQGHUPLQLQJ�WKH�VHUYLFH�H[ SHULHQFH�RI�RWKHU�FXVWRPHUV���

7KH� PDMRULW\ � RI� WKH� FFL� OLWHUDWXUH� LV� ZULWWHQ� LQ� D� FRQVXPHU� VHUYLFH�
FRQWH[ W�� 7KH� IHZ� HPSLULFDO� VWXGLHV� DYDLODEOH� DUH� FRQGXFWHG�� DOPRVW�
H[ FOXVLYHO\ �� LQ� FRQVXPHU�VHUYLFH� HQYLURQPHQWV�� ) RU� H[ DPSOH��WKHPH� SDUNV��
VSRUW�WRXULVP��UHWDLO�RXWOHWV��DQG�UHVWDXUDQWV��

3UHYLRXV�UHVHDUFK�RQ�FXVWRP HU� FXVWRP HU�LQWHUDFWLRQ�� FFL� ��

%LWQHU��%RRPV�DQG�7HWUHDXOW��� � � � � �VWXGLHG�VDWLVI\ LQJ�DQG�GLVVDWLVI\ LQJ�
VHUYLFH� HQFRXQWHUV� LQ� WKH� KRWHO�� UHVWDXUDQW� DQG� DLUOLQH� LQGXVWULHV� XVLQJ� WKH�
FULWLFDO� LQFLGHQW� PHWKRG� WR� REWDLQ� LQFLGHQWV� IURP� FXVWRPHUV�� 7KHLU�
FODVVLILFDWLRQ� RI� LQFLGHQWV� LQFOXGHG� D� VXE�JURXS� ³ 5HVSRQVH� WR� 3RWHQWLDOO\ �
' LVUXSWLYH� 2 WKHUV́ �� 7KLV� UHIHUUHG� WR� WKH� UHVSRQVH� RI� HPSOR\ HHV� WR� WKH�
EHKDYLRXU�RI�RWKHU�FXVWRPHUV�ZKLFK�FRXOG�VWUDLQ�WKH�VHUYLFH�HQFRXQWHU�� IRU�
H[ DPSOH�� LQWR[ LFDWLRQ�� UXGHQHVV�� RU� VRFLDO� GHYLDQFH�� $ UQRXOG� DQG� 3ULFH�
� � � � � � �VWXGLHG�FRPPHUFLDO��PXOWLGD\ �ULYHU�UDIWLQJ�WULSV�DV�DQ�H[ DPSOH�RI�WKH�
H[ WHQGHG�VHUYLFH�HQFRXQWHU��3DUWLFLSDQW�REVHUYDWLRQ�UHVHDUFK�UHYHDOHG�PXFK�
HYLGHQFH� RI� WKH� HYROXWLRQ� RI� FRPPXQLW\ � GXULQJ� W\ SLFDO� WKUHH�GD\ � WULSV��
0 RUHRYHU��SRVW�WULS�FXVWRPHU�VXUYH\ V�UHYHDOHG�WKDW�RQH�WKLUG�RI�UHVSRQGHQWV�
UHIHUUHG� WR� LQWHUDFWLRQ� ZLWK� RWKHUV� DV� RQH� RI� WKH� EHVW� WKLQJV� WKDW� RFFXUUHG�
GXULQJ�WKH�WULS��+ DUULV��%DURQ�DQG�5DWFOLIIH� � � � � � � �LQ�WKHLU�VWXG\ �RI�VSRNHQ�
LQWHUDFWLRQ� LQ� WKH� VHUYLFH� GHOLYHU\ � V\ VWHP�� VR�called ªobservable oral 
participationº, found that 12 % of their sample of customers in a UK IKEA 
VWRUH� KDG� HQJDJHG� LQ� FRQYHUVDWLRQV� ZLWK� RWKHU� FXVWRPHUV� ZKLOH� LQVLGH� WKH�
VWRUH��7KH\ �DOVR�IRXQG�WKDW�� � �� �RI�WKHLU�VDPSOH�KDG�VSRNHQ�LQWHUDFWLRQ�ZLWK�
FRQWDFW�SHUVRQQHO���

Martin (1996) conducted a questionnaire study of consumers’  
VDWLVIDFWLRQ�ZLWK�� � �EHKDYLRXUV�LQ�ZKLFK�RWKHU�FRQVXPHUV�PD\ �HQJDJH�ZKHQ�
LQ�SXEOLF�EXVLQHVV�HQYLURQPHQWV��5HVWDXUDQWV�DQG�ERZOLQJ�FHQWUHV�ZHUH�WKH�
WZR�VHUYLFH�VLWXDWLRQV�LQYHVWLJDWHG��0 DUWLQ�IRXQG�WKDW�WKH�RQ�VLWH�EHKDYLRXUV�
RI� VRPH� FXVWRPers greatly influenced other customers’  satisfaction. The 
VWXG\ � LGHQWLILHG� VHYHQ� FDWHJRULHV� RI� FXVWRPHU� EHKDYLRXUV�� * URYH� DQG� ) LVN�
� � � � � � �VWXGLHG�VDWLVI\ LQJ�RU�GLVVDWLVI\ LQJ�HSLVRGHV�ZLWK�VHUYLFH�RUJDQLVDWLRQV�
WKDW�ZHUH�WKH�UHVXOW�RI�RWKHU�FXVtomers’  presence. They found that 56.8 % of 
WKH�� � � �UHVSRQGHQWV�WR�WKHLU�SHUVRQDO�LQWHUYLHZ�TXHVWLRQV�FLWHG�DQ�RFFDVLRQ�
ZKHQ� D� YLVLW� WR� D� WRXULVW� DWtraction had been ªsignificantly affected by the 
SUHVHQFH�RI�RWKHUV��1 LFKROOV�� � � � � � �SURSRVHV�DQ�H[ SORUDWRU\ �W\ SRORJ\ �RI�FFL�
EDVHG�RQ�WKH�LQLWLDO�UHVXOWV�RI�FULWLFDO�LQFLGHQW�WHFKQLTXH�UHVHDUFK�FRQGXFWHG�
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LQ� 3RODQG�� 7KH� PDLQ� FODVVLILFDWLRQV� RI� QHJDWLYH� FFL� DUH�� WLPH� FRQIOLFW��
SK\ VLFDO�GLVWXUEDQFH��YHUEDO�XQSOHDVDQWQHVV��VSDFH�FRQIOLFW��DFFHVV�FRQIOLFW��
DQG� QRQ�FXVWRPHU� DFWLYLW\ �� 7KH� PDLQ� FODVVLILFDWLRQV� RI� SRVLWLYH� FFL� DUH��
EX\ LQJ� GHFLVLRQ� LQIRUPDWLRQ�� SURFHVV� LQIRUPDWLRQ�� DQG� YDULRus ªgood 
samaritanº type services. He also provides an original classification which 
FRPELQHV� WKH� FXVWRPHU�HPSOR\ HH� DQG� FXVWRPHU�FXVWRPHU� GLPHQVLRQV� RI�
VHUYLFH�HQFRXQWHUV���

7KH� DXWKRU�� KDYLQJ� FRQGXFWHG� H[ WHQVLYH� VHDUFKHV� RI� WKH� LQWHUQDWLRQDO�
VHUYLFH�OLWHUDWXUH��FRQFOXGHV�WKHUH�H[ LVWV�YHU\ �OLWWOH�UHVHDUFK�OLWHUDWXUH�RQ�FFL�
LQ� SURIHVVLRQDO� VHUYLFHV�� 5RZOH\ � � � � � � � � HPSKDVLVHV� WKH� VLJQLILFDQFH� RI�
VWXGHQW�WR�VWXGHQW� LQWHUDFWLRQ� LQ� KLJKHU� HGXFDWLRQ� –� D� SURIHVVLRQDO� VHUYLFH��
6KH�SRLQWV�RXW�WKDW�VXFK�LQWHUDFWLRQV�RFFXU�LQ�D�YDULHW\ �RI�FRQWH[ WV�DQG�PD\ �
EH�SRWHQWLDOO\ �QHJDWLYH�RU�SRVLWLYH��) LQDOO\ ��5RZOH\ �UHIOHFWV�RQ�GLUHFWLRQV�LQ�
ZKLFK�XQLYHUVLW\ �VWDII�PD\ �GHYHORS�WKHLU�UROHV�LQ�RUGHU�WR�HIIHFWLYHO\ �PDQDJH�
VWXGHQW�WR�VWXGHQW�LQWHUDFWLRQ��* UXHQ�� � � � � � �GUDZV�DWWHQWLRQ�WR�WKH�LPSRUWDQW�
UROH�RI�FFL�LQ�PHPEHUVKLS�RUJDQLVDWLRQV�� * UXHQ�SD\ V�SDUWLFXODU�DWWHQWLRQ�WR�
DVVRFLDWLRQ�VW\ OH�PHPEHUVKLS��L�H��WKRVH�LQ�ZKLFK�LQGLYLGXDOV�ZLWK�FRPPRQ�
LQWHUHVWV� MRLQ� WRJHWKHU�� 1 RW� RQO\ � LV� LW� SRLQWHG� RXW� WKDW�� LQ� DVVRFLDWLRQ�W\ SH�
PHPEHUVKLS� RUJDQLVDWLRQV�� FR�SURGXFWLRQ� LV� RIWHQ� FULWLFDO� LQ� FUHDWLQJ� WKH�
IXQGDPHQWDO�YDOXH��EXW�WKDW� LQWHUGHSHQGHQFH�DPRQJ� PHPEHUV� LV� IUHTXHQWO\ �
SDUW�RI�WKH�FRUH�YDOXH�� ) RU�PDQ\ �PHPEHUV�WKH�PRVW�LPSRUWDQW�PHPEHUVKLS�
benefit may be ªthe abil ity of members to network wLWK�RWKHUV�ZLWK�VLPLODU�
interests and concernsº (Gruen, p.365). �

&XVWRP HU� FXVWRP HU�LQWHUDFWLRQ�LQ�3URIHVVLRQDO�6HUYLFHV�

,QWURGXFWLRQ�

7KLV�VHFWLRQ�H[ SORUHV�WKH�FRQFHSW�RI�FXVWRPHU�FXVWRPHU�LQWHUDFWLRQ��FFL��
LQ�SURIHVVLRQDO� VHUYLFHV�� ) LYH� �LQWHU�UHODWHG�� SURSRVLWLRQV� FRQFHUQLQJ�FFL� LQ�
SURIHVVLRQDO�VHUYLFHV�DUH�SXW�IRUZDUG�DQG�GLVFXVVHG��1 DPHO\ ��
� �� &FL� LV� JHQHUDOO\ � OHVV� FRPPRQ� LQ� SURIHVVLRQDO� VHUYLFHV� WKDQ� FRQVXPHU�

VHUYLFHV��
� �� 7KH�GHJUHH�RI�FFL�YDULHV�EHWZHHQ�SURIHVVLRQDO�VHUYLFHV��
� �� %� %�DQG�+ � + �SURIHVVLRQDO�VHUYLFHV�PD\ �EH�D�UHOHYDQW�GLVWLQFWLRQ�IRU�FFL�

SXUSRVHV�
� �� 7KH� QDWXUH�RI�WKH�SURIHVVLRQDO�VHUYLFH� HQFRXQWHU�PD\ � LQIOXHQFH�WKH� F�F�

EHKDYLRXU�RI�FXVWRPHUV�
� �� 7KH� VRFLDO� VWDWXV� RI� WKH� SURIHVVLRQDO� PD\ � DVVLVW� LQ� GHWHUULQJ� DQG�� RU�

UHVROYLQJ�QHJDWLYH�FFL�
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%HIRUH� GLVFXVVLQJ� WKHVH� SURSRVLWLRQV� D� IHZ � UHPDUNV� UHODWLQJ� WR� WKH�
GHILQLWLRQ�RI�SURIHVVLRQDO�VHUYLFH�DUH�QHFHVVDU\ ��

7KH�P HDQLQJ�RI�WKH�WHUP �³ SURIHVVLRQDO�VHUYLFH́ �

Crane (1993, p.4) points out the extent to which the word ªprofeVsionalº 
has been bastardised. He claims: ªThere LV�QR�JHQHUDOO\ �DFFHSWHG�GHILQLWLRQ�
RI�ZKDW�FRQVWLWXWHV�D�SURIHVVLRQDO�RU�D�SURIHVVLRQDO�VHUYLFH��,Q�IDFW��WKH�ZRUG�
SURIHVVLRQDO�LV�RIWHQ�VR�EDVWDUGL] HG�LQ�WKH�PDUNHWSODFH�LW�LV�GLIILFXOW�WR�ILQG�
any occupation that has not added the term ªprofessionalº to their title.º . �

$ FFRUGLQJ� WR� 6FKQHLGHU� DQG� %RZHQ� � � � � � � � SURIHVVLRQDO� VHUYLFH�
RUJDQLsations typically have ª large numbers of highly educated, highly 
VNLOOHG� DQG� KLJKO\ � SDLG� LQGLYLGXDOV� ZRUNLQJ� DV� GRFWRUV�� GHQWLVWV� DQG�
lawyersº. GummeVVRQ�� � � � � ��S��� � � � �RIIHUV�D�PRUH�DQDO\ WLFDO�GHVFULSWLRQ�RI�
SURIHVVLRQDO� VHUYice when he proposes that a professional service ª is 
TXDOLILHG��LW�LV�DGYLVRU\ �DQG�SUREOHP�VROYLQJ��HYHQ�WKRXJK�LW�PD\ �HQFRPSDVV�
VRPH� URXWLQH� ZRUN� IRU� FOLHQWV�� 7KH� SURIHVVLRQDOV� LQYROYHG� KDYH� D� FRPPRQ�
LGHQWLW\ �� OLNH� SK\ VLFLDQV�� ODZ\ HUV�� DFFRXQWDQWV� RU� HQJLQHHUV�� DQG� DUH�
UHJXODWHG�E\ �WUDGLWLRQV�DQG�FRGHV�RI�HWKLFV��7KH�VHUYLFH�RIIHUHG��LI�DFFHSWHG��
LQYROYHV�WKH�SURIHVVLRQDO�LQ�WDNLQJ�RQ�DVVLJQPHQWV� IRU�WKH�FOLHQW�DQG�WKRVH�
DVVLJQPHQWV�DUH�WKHPVHOYHV�WKH�Oimit of the professional' s involvement. Such 
DVVLJQPHQWV�DUH�QRW�XQGHUtaken to merely sell  hardware or other servicesº. 
7KLV�GHVFULSWLRQ�RI�SURIHVVLRQDO�VHUYLFH�LV�WKH�RQH�IROORZHG�LQ�WKLV�SDSHU��

' LVFXVVLRQ�RI�3URSRVLWLRQ�2 QH�

Proposition 1 asserts that ªccL�LV�JHQHUDOO\ �OHVV�FRPPRQ�LQ�SURIHVVLRQDO�
services than consumer servicesº. There is a lack of academic attention to 
FFL�LQ�SURIHVVLRQDO�VHUYLFHV��7KLV�LV�VXUSULVLQJ�FRQVLGHULQJ�WKDW�SURIHVVLRQDO�
VHUYLFH� HPSOR\ PHQW� LV� RQH� RI� WKH� PRVW� UDSLGO\ � JURZLQJ� DUHDV�� * LYHQ� WKDW�
PXFK� IRUPDO� VHUYLFH� UHVHDUFK� RULJLQDWHV� IURP� SHUVRQDO� REVHUYDWLRQV� E\ �
VHUYLFH�UHVHDUFKHUV��WKH�ODFN�RI� IRUPDO�FFL�UHVHDUFK�FRQFHUQLQJ�SURIHVVLRQDO�
VHUYLFHV�FRXOG�EH�WDNHQ�DV�DQ�LQGLFDWRU�WKDW�FFL�LV�QRW�D�VLJQLILFDQW�LVVXH�LQ�
SURIHVVLRQDO�VHUYLFHV���

0 DUWLQ� DQG� 3UDQWHU� � � � � � � � LGHQWLILHG� � � LQWHUUHODWHG� FKDUDFWHULVWLFV� RI�
VHUYLFH�ZKLFK�DUH�OLNHO\ �WR�LQFUHDVH�WKH�LQFLGHQFH�RI�FFL��
� �� &XVWRPHUV�DUH�LQ�FORVH�SK\ VLFDO�SUR[ LPLW\ �WR�HDFK�RWKHU��
� �� 7KHUH�LV�YHUEDO�LQWHUDFWLRQ�DPRQJ�FXVWRPHUV��
� �� &XVWRPHUV�DUH�HQJDJHG�LQ�QXPHURXV�DQG�YDULHG�DFWLYLWLHV��
� �� 7KH�VHUYLFH�HQYLURQPHQW�DWWUDFWV�D�KHWHURJHQHRXV�FXVWRPHU�PL[ ��
� �� 7KH�FRUH�VHUYLFH�LV�FRPSDWLELOLW\ ��
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� �� &XVWRPHUV�PXVW��RFFDVLRQDOO\ � �ZDLW�IRU�VHUYLFH��
� �� &XVWRPHUV� DUH� H[ SHFWHG� WR� VKDUH� WLPH�� VSDFH�� RU� VHUYLFH� XWHQVLOV� ZLWK�

HDFK�RWKHU��
7KH�IROORZLQJ�WDEOH�VKRZV�H[ DPSOHV�IRU�ERWK�SURIHVVLRQDO�DQG�FRQVXPHU�

VHUYLFHV�RI�ZKHUH�WKHVH�FKDUDFWHULVWLFV�PD\ �EH�IRXQG��

7DEOH�� ��&&,�FKDUDFWHULVWLFV�LOOXVWUDWHG�IRU�SURIHVVLRQDO�DQG�FRQVXP HU�
VHUYLFHV�

&FL�&KDUDFWHULVWLF� 3URIHVVLRQDO�VHUYLFHV� &RQVXP HU�VHUYLFHV�
SK\ VLFDO�SUR[ LPLW\ � / HFWXUH��&KXUFK� &LQHPD�
YHUEDO�LQWHUDFWLRQ� 7UDLQLQJ�FRXUVH� %DU�
YDULHG�DFWLYLWLHV� / LEUDULHV� + RWHOV�
KHWHURJHQHRXV�FXVWRPHU�PL[ � 1 RQ�VHOHFWLYH�HGXFDWLRQ� 7KHPH�SDUN�
FRUH�VHUYLFH�FRPSDWLELOLW\ � 0 %$ �FRXUVH� : HLJKW�ORVV�JURXS�
ZDLW�IRU�VHUYLFH� &OLQLF� 3RVW�RIILFH�
VKDUH� WLPH�� VSDFH�� RU� VHUYLFH�
XWHQVLOV�

/ LEUDULHV� 7UDLQV�

5#6�7�8 9$:�;$c*7�G ]#6�8IC

: KLOVW� LW� LV� SRVVLEOH� WR� ILQG� H[ DPSOHV� RI� HDFK� FKDUDFWHULVWLF� IRU�
SURIHVsional services, it is, in the author' s research experience, much easieU�
WR� WKLQN� RI� H[ DPSOHV� RI� FRQVXPHU� VHUYLFHV� ZLWK� FFL� FKDUDFWHULVWLFV�� $ � NH\ �
UHDVRQ� IRU� WKLV� LV� WKDW� SURIHVVLRQDO� VHUYLFHV�� DV� PRUH� FRPSOH[ �� DUH� PRUH�
OLNHO\ �WR�UHTXLUH�PRUH�LQIRUPDWLRQ�IURP�WKH�FXVWRPHU�� ,Q�RUGHU�WR�JLYH�WKLV�
WKH� FXVWRPHU� LV� OLNHO\ � WR� GHVLUH� �RU� HYHQ� LQVLVW� RQ�� RWKHU� FXVWRPHUV� EHLQJ�
DZD\ �IURP�WKH�YLFLQLW\ �RI�WKH�F�H�VHUYLFH�HQFRXQWHU���

' LVFXVVLRQ�RI�3URSRVLWLRQ�7ZR�

Proposition 2 asserts that ªthe degree of cci varies between professional 
servicesº. The fol lowing classification, using a two�GLPHQVLRQDO� JULG�� KDV�
EHHQ�FUHDWHG�E\ �WKH�DXWKRU�LQ�DQ�DWWHPSW�WR�FRPELQH�ERWK�WKH�H[ WHQW�RI�F�H�
DQG�F�F�GLPHQVLRQV�RI�SURIHVVLRQDO�VHUYLFH�HQFRXQWHUV��

1 RWH� WKDW� SURIHVVLRQDO� VHUYLFH� WHQG� QRW� WR� KDYH� ORZ� F�H� LQWHUDFWLRQ��
DOWKRXJK�SDUW�RI�WKH�SURFHVV�PD\ �KDYH��IRU�H[ DPSOH��ZDLWLQJ�URRPV�) RU�VRPH�
SURIHVVLRQDO�VHUYLFHV�WKH�F�F�	 �H�F�PL[ �FDQ�YDU\ �WUHPHQGRXVO\ �GHSHQGLQJ�RQ�
WKH�VHUYLFH�FRQFHSW��

$ OWKRXJK�FRQVXPHU�DQG�SURIHVVLRQDO�VHUYLFHV�KDYH�VRPH�VLPLODULWLHV�LQ�
WHUPV� RI� FXVWRPHU� LQYROYHPHQW� WKHUH� DUH� VRPH� LPSRUWDQW� GLIIHUHQFHV�� ) RU�
H[ DPSOH�� WKH� GLVFUHWLRQ� ZKLFK� VXUURXQGV� PDQ\ � SURIHVVLRQDO� VHUYLFHV� RIWHQ�
PHDQV� WKDW� WKHUH� LV� OLWWOH� RU� QR� FXVWRPHU�FXVWRPHU� LQWHUDFWLRQ�� 7KLV� VDLG��
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WKHUH�GR�H[ LVW�SURIHVVLRQDO�VHUYLFHV�ZKLFK�GHSHQG�RQ�KLJK�FFL��IRU�H[ DPSOH��
PDQ\ �0 %$ �SURJUDPPHV��) LJXUH�� �SUHVHQWV�FFL�DV�D�FRQWLQXXP��

) LJXUH�� ��&XVWRP HU�DQG�HP SOR\ HH�LQWHUDFWLRQ�YDULHW\ �ZLWKLQ�WKH�
SURIHVVLRQDO�VHUYLFH�HQFRXQWHU�

�
� � � � ( [ WHQW�WR�ZKLFK�FXVWRPHUV�LQWHUDFW�
� � � � � ZLWK�HPSOR\ HHV��
�
� � � � � ������+ LJK�
� � �
� 
 � o�p�q
r s�t�u>p�vnt$o�r w>t�x r y#w � � � � � 
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r wnz

WR�ZKLFK����������������������������
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) LJXUH�� ��$ �FRQWLQXXP�RI�VHUYLFH�DFFRUGLQJ�WR�WKH�H[ WHQW�RI�FFL�

+ LJK�FFL��������������������������������������������������������������������������������������������/ RZ�1 R�FFL�
�
�
�
�
�
�
�
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�����0 DQ\ �RQ�VLWH�FRQVXPHU�VHUYLFHV�� RII�VLWH�FRQVXPHU�VHUYLFHV�
�
�
�
�������VRPH�SURIHVVLRQDO�VHUYLFHV����������������������������������� PRVW�SURIHVVLRQDO�VHUYLFHV�
�������HVS��+ � + � � � � � � �HVS��%� %��



������� �
�����! "� �# $���%��� �#�&����'�(�� ����
���� � ��(�� (�� 	��)�*�
(�� �!+���,#-)./��� -��0�0��� ��(�

��12���$3�� ���$� �����

' LVFXVVLRQ�RI�3URSRVLWLRQ�7KUHH�

Proposition 3 asserts that ªB2B and H2H professional services may be a 
relevant distinction for cci purposesº. Some support for this is provided by a 
QHZ�VHUYLFH�FODVVLILFDWLRQ•  , labelled the ªcustomer:customer contactº (ccc) 
FODVVLILFDWLRQ��ZKLFK�LV�XVHIXO� IRU�FODVVLI\ LQJ�VHUYLFHV� IURP�WKH�SHUVSHFWLYH�
RI�WKH�SUHVHQFH�RI��DQG��RU�LQWHUDFWLRQ�ZLWK��RWKHU�FXVWRPHUV��

D� � SUHVHQFH�RI�FXVWRPHU�%�LV�KLJKO\ �XQXVXDO��XQGHVLUHG��
E� � SUHVHQFH� RI� FXVWRPHU� %� LV� XVXDO� EXW� QRW� QHFHVVDU\ � �RWKHU� WKDQ�

HFRQRPLFDOO\ � ��
F� � SUHVHQFH�RI�FXVWRPHU�%�LV�HVVHQWLDO��E\ �GHILQLWLRQ�RI�WKH�VHUYLFH� ��
: KHQ�DSSOLHG�WR�SURIHVVLRQDO�VHUYLFHV��WKH�IROORZLQJ�JURXSLQJV�HPHUJH��

7DEOH�� �7KUHH�FDWHJRULHV�RI�2 WKHU�&XVWRP HU�V��3UHVHQFH��LQ�SURIHVVLRQDO�
VHUYLFHV��

&XVWRP HU�%¶V�SUHVHQFH�
XQXVXDO��XQGHVLUHG�

&XVWRP HU�%¶V�SUHVHQFH�
XVXDO�EXW�QRW�QHFHVVDU\

&XVWRP HU�%¶V�SUHVHQFH�
HVVHQWLDO�

0 DQDJHPHQW�FRQVXOWDQW��
$ XGLW�
&RQIHVVLRQ�
0 HGLFDO�FRQVXOWDQF\ �

: DLWLQJ�URRP�VLWXDWLRQ�
/ LEUDU\ �
0 HQWDO�DV\ OXP�

0 %$ �FODVV�
&RQIHUHQFH�
&KXUFK�VHUYLFH�
3URIHVVLRQDO�DVVRFLDWLRQ�
* URXS�WKHUDS\ �

5#6�7�8 9$:�;$c*7�G ]#6�8IC

In considering proposition three, Halmos' s (1970) distinction between 
�D� � SHUVRQDO�VHUYLFH� SURIHVVLRQV�� DQG� �E� � LPSHUVRQDO�VHUYLFH� SURIHVVLRQV��
VHHPV� XVHIXO�� ' DQHW� � � � � � � � GHYHORSV� WKLV� GLVWLQFWLRQ�� ' DQHW� GHVFULEHV�
SHUsonal services as affecting ªthe bodies, personalities, or activities of 
clientsº and as typically being offered in the fields of education, 
HPSOR\ PHQW��KHDOWK��DQG�ZHOIDUH��: KHUHDV�LPSHUVRQDO�VHUYLFHV�DUH�GHVFULEHG�
as deal ing with ªmaterial things, abstract concepts, and social institutionsº 
DQG� DV� LQFOXGLQJ� DFFRXQWLQJ�� DUFKLWHFWXUH�� HQJLQHHULQJ�� DQG� OHJDO� VHUYLFHV��
7KLV�GLVWLQFWLRQ�PD\ �EH�XVHIXO�IURP�WKH�FFL�SHUVSHFWLYH��&FL�LV�PRUH�OLNHO\ �LQ�
KXPDQLVWLF� SURIHVVLRQDO� VHUYLFHV�� IRU� H[ DPSOH�� GRFWRUV�� GHQWLVWV�� WHDFKLQJ��
QRW� OHDVW� EHFDXVH� LQ� VXFK� VHUYLFHV� WKH� FOLHQW� XVXDOO\ � FRPHV� WR� WKH�
professional' s prePLVHV��

7KH� DXWKRU� LV� QRW� DZDUH� RI� DQ\ � VSHFLILF� UHVHDUFK� OLWHUDWXUH� RQ� KRZ�
SURIHVVLRQDO� VHUYLFH� RUJDQLVDWLRQV� DFWLYHO\ � WDNH� PHDVXUHV� WR� DYRLG� FFL�� ,W�
������������������������������ �����������������������������

Ž••

•�r ‚‘y
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VHHPV� WR� EH� DQ� DUHD� ZKHUH� SUDFWLVH� LV� DKHDG� RI� WKHRU\ �� %XW� LQ� PDQ\ �
SURIHVVLRQV� PXFK� LV� GRQH� WR� SURYLGH� VRPH� GLVFUHWLRQ�� ,W� VKRXOG� EH� DOVR� EH�
ERUQH� LQ� PLQG� WKDW� SURIHVVLRQDO� VHUYLFH� SURYLGHUV�� OLNH� FRQVXPHU� VHUYLFH�
SURYLGHUV��PD\ �ZLVK�WR�FRQWURO�FFL�RQ�D�VHJPHQWDWLRQ�EDVLV��7KDW�LV��QRW�VR�
PXFK�WR�VHSDUDWH�DOO�FXVWRPHUV��EXW�UDWKHU�WR�VHSDUDWH�FHUWDLQ�VHJPHQWV��) RU�
H[ DPSOH�� PHGLFDO� VHUYLFHV� PD\ � VHJPHQW� KHDOWK\ � DQG� LOO� SDWLHQWV�� 6RPH�
FKXUFKHV�DWWHPSW�WR�UHGXFH�WKH�FFL�EHWZHHQ�WRXULVW�YLVLWRUV�DQG�ZRUVKLSSHUV���

' LVFXVVLRQ�RI�3URSRVLWLRQ�) RXU�

$ V� GLVFXVVHG� DERYH� PDQ\ � SURIHVVLRQDO� VHUYLFHV�� HVSHFLDOO\ � %� %�
SURIHVsional services, have little cc presence. Proposition 4 states ª  The 
QDWXUH�RI�WKH�SURIHVVLRQDO�VHUYLFH�HQFRXQWHU�PD\ �LQIOXHQFH�WKH�F�F�EHKDYLRXU�
RI�FXVtomersº, and concerns those professional service situations where cc 
SUHVHQFH�RFFXUV��EXW�WKH�FFL�UHODWLRQVKLS�LV�LQIOXHQFHG�E\ �WKH�QDWXUH�RI�WKH�
SURIHVVLRQDO�VHUYLFH�HQFRXQWHU��

,W�LV�XVHIXO�WR�FRQVLGHU�WKH�WD[ RQRP\ �RI�VHUYLFH�RUJDQLVDWLRQV�SURSRVHG�
E\ �0 LOOV�DQG�0 DUJXLOHV�� � � � � � �7KH\ �GLVWLQJXLVK�WKUHH�EDVLF�W\ SHV�RI�VHUYLFH�
RUJDQLVDWLRQ�� PDLQWHQDQFH�LQWHUDFWLYH�� WDVN�LQWHUDFWLYH�� DQG� SHUVRQDO�
LQWHUDFWLYH�� DQG� SURFHHG� WR� RXWOLQH� VHYHQ� XQGHUO\ LQJ� GLPHQVLRQV� RI� WKH�
LQWHUIDFH� EHWZHHQ� FXVWRPHUV� DQG� RUJDQLVDWLRQV�� ) URP� WKHVH� GLPHQVLRQV� D�
QXPEHU� RI� LQVLJKWV� LQWR� WKH� H[ WHQW� DQG� QDWXUH� RI� WKH� FFL� ZKLFK� RFFXUV� LQ�
GLIIHUHQW�W\ SHV�RI�VHUYLFH�RUJDQLVDWLRQV�HPHUJH��

0 DLQWHQDQFH�interactive service organisations are characterised by ªa 
FRVPHWLF�� FRQWLQXRXV� LQWHUDFWLRQ� EHWZHHQ� HPSOR\ HH� DQG� FXVWRPHU�FOLHQW� LQ�
ZKLFK� WKH� IRFDO� SRLQW� LV� EXLOGLQJ� WUXVW� RU� FRQILGHQFH� LQ� DQ� DWWHPSW� E\ � WKH�
organisation to sustain the relationship for an indefinite time periodº (Mills 
DQG�0 DUJXLOHV�� � � � � � ��7\ SLFDO�H[ DPSOHV�RI�VXFK�RUJDQLVDWLRQV�DUH�UHWDLOHUV��
IDVW� IRRG� UHVWDXUDQWV�� DQG� EDQNV�� 7DVN�LQWHUDFWLYH� VHUYLFH� RUJDQLVDWLRQV� DUH�
characterised by ªrelatively concentrated interaction between employee and 
FOLHQW�FXVWRPHU� LQ� ZKLFK� WKH� IRFXV� LV� RQ� WKH� YDULHG� WHFKQLTXHV� SRVVLEOH� LQ�
SUREOHP�VROYLQJº (Mills and Marguiles, 1980). Clients are usually aware of 
WKHLU�SUREOHPV�RU�QHHGV�EXW�QRW�RI�KRZ�WR�VROYH�WKH�WDVN��7\ SLFDO�H[ DPSOHV�
RI�VXFK�RUJDQLVDWLRQV�DUH�WKRVH�SURYLGLQJ�OHJDO��DFFRXQWLQJ��HQJLQHHULQJ��RU�
DUFKLWHFWXUDO� VHUYLFHV�� 3HUVRQDO�LQWHUDFWLYH� VHUYLFH� RUJDQLVDWLRQV� DUH�
characterised by ªthe peUVRQDO� QDWXUH� RI� WKH� SUREOHP� EURXJKW� WR� WKH�
employee decision unit by the client/customerº (Mills and Marguiles, 1980). 
+ HUH�LW�LV�WKH�HPSOR\ HH�ZKR�FRQYHUWV�WKH�LQIRUPDWLRQ�SURYLGHG�E\ �WKH�FOLHQW�
LQWR� NQRZOHGJH�� 7\ SLFDO� H[ DPSOHV� RI� VXFK� RUJDQLVDWLRQV� DUH� KHDOWK� FDUH��
UHOLJLRXV��HGXFDWLRQDO��DQG�SV\ FKRORJLFDO�FRQVXOWLQJ�RUJDQLVDWLRQV���
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8 VLQJ� SURIHVVLRQDO� VHUYLFH� LQ� WKH� VHQVH� DGRSWHG� DERYH�� LW� VHHPV� WKDW�
WDVN�LQWHUDFWLYH� DQG� SHUVRQDO�LQWHUDFWLYH� VHUYLFH� RUJDQLVDWLRQV� ZLOO�
IUHTXHQWO\ � EH� ODEHOOHG� SURIHVVLRQDO� VHUYLFH� RUJDQLVDWLRQV�� DQG� WKDW�
PDLQWHQDQFH�LQWHUDFWLYH�RQHV�ZLOO�QRW��

$ �IHZ�FFL�LQVLJKWV�ZKLFK�VHHP�DSSDUHQW�IURP�WKLV�GLVWLQFWLRQ�DUH��
D� � 3URIHVVLRQDO� VHUYLFH� HQFRXQWHUV� WHQG� WR� ODVW� ORQJHU� WKDQ� PDLQWHQDQFH�

LQWHUDFWLYH� HQFRXQWHUV�� $ SSRLQWPHQW� V\ VWHPV� DUH� XVXDOO\ � QHFHVVDU\ ��
&XVWRPHUV�VKRXOG�RIWHQ�H[ SHFW�WR�ZDLW��LQ�+ � + �SURIHVVLRQDO�VHUYLFHV� �

E� � HPSOR\ HH� VXEVWLWXWDELOLW\ � PD\ � QRW� EH� YHU\ � XVHIXO� LQ� GHDOLQJ� ZLWK� KLJK�
GHPDQG�

F� � 7KH� QHHG� IRU� FRQILGHQWLDOLW\ � LQ� PDQ\ � SURIHVVLRQDO� VHUYLFHV� UHGXFHV� WKH�
SUR[ LPLW\ � RI� FXVWRPHUV�� ,W� DOVR� GHFUHDVHV� WKH� WHQGHQF\ � IRU� ZDLWLQJ�
customers to feel the customer being served is being ªtoo slowº in the 
WUDQVDFWLRQ��

G�� &OLHQWV� RI� SURIHVVLRQDO� VHUYLFHV�� EHLQJ� PXFK� OHVV� DEOH� WR� SHUIRUP� WKH�
VHUYLFH�WKHPVHOYHV�WKDQ�ZLWK�PDQ\ �QRQ�SURIHVVLRQDO�VHUYLFHV��ZLOO�WHQG�
WR�IHHO�OHVV�IUXVWUDWHG�DW�KDYLQJ�WR�ZDLW��: KHQ�WKH�VHUYLFH�FXVWRPHU�FDQ�
HQYLVDJH� VHOI�SURGXFWLRQ� WKHUH� LV� D� WHQGHQF\ � WR� EH� OHVV� WROHUDQW� –�
HVSHFLDOO\ �ZKHQ�WKH\ �FDQ�LPDJLQH�WKH�VHUYLFH�EHLQJ�RIIHUHG�LQ�D�GLIIHUHQW�
ZD\ ��1 LFKROOV��� � � � � ��

H� � 0 RGHUDWH� WR� ORZ� VXEVWLWXWDELOLW\ � RI� HPSOR\ HHV� LQ� PDQ\ � SURIHVVLRQDO�
services is l ikely to place the customer in , using Gutek' s terminology, a 
VHUYLFH� UHODWLRQVKLS� UDWKHU� WKDQ� LQ� D� SVHXGRUHODWLRQVKLS� RU� D� RQH�WLPH�
LQWHUDFWLRQ�� $ � VHUYLFH� UHODWLRQVKLS� RFFXUV� ZKHQ� WKH� FXVWRPHU� DQG� D�
VSHFLILF� VHUYLFH� SURYLGHU� H[ SHFW� WR� LQWHUDFW� DJDLQ� LQ� WKH� IXWXUH�� 8 QGHU�
VXFK� FRQGLWLRQV� ERWK� SDUWLHV� VKRXOG� EH� LQWULQVLFDOO\ � PRWLYDWHG� WR� FR�
RSHUDWH�WRJHWKHU��* XWHN�HW�DO���� � � � � ��6XFK�FR�RSHUDWLRQ�VKRXOG�H[ WHQG�WR�
the customer' s (and the provider' s) intHUDFWLRQV�ZLWK�RWKHU�FXVWRPHUV���

' LVFXVVLRQ�RI�3URSRVLWLRQ�) LYH��

Proposition 5 states ªthe social status of the professional may assist in 
deterring and/or resolving negative cciº. This concHUQV�WKH�LQIOXHQFH�RI�WKH�
VRFLDO�VWDWXV�RI�WKH�SURIHVVLRQDO�RQ�WKH�OHYHO�DQG�W\ SH�RI�FFL��6KDPLU�� � � � � � �
LQWURGXFHG� WKH� FRQFHSW� RI� 6XERUGLQDWH� 6HUYLFH� 5ROHV� �665V� � WR� GHQRWH�
IURQWOLQH� HPSOR\ HHV� SHUIRUPLQJ� D� VHUYLFH� WR� FXVWRPHUV� ZKRVH� VWDWXV� LV�
KLJKHU� WKDQ� WKHLU� RZQ�� 6KDPLU� LGHQWLILHV� FHUWDLQ� UROH� FRQIOLFWV� ZKLFK� PD\ �
RFFXU� LQ� VHUYLFH� ZRUN�� LQFOXGLQJ� LQWHUFOLHQW� FRQIOLFW�� ZKLFK� LV� VHHQ� DV�
conflict arising from the ª incompatible expectations and requirements of 
different clientsº. Why Shamir' s work on SSRs is rHOHYDQW� WR� SURIHVVLRQDO�



�nœ�� ��� ��	�

������� ��	���� � �

VHUYLFHV�LV�WKDW�SURIHVVLRQDOV��ZKLOVW�VWLOO�LQ�IURQWOLQH�VHUYLFH�UROHV��DUH�QRW�LQ�
VXERUGLQDWH�UROHV��$ V�%DWHVRQ�� � � � � ��S��� � � � �SRLQWV�RXW��SURIHVVLRQDOV�KDYH�D�
VWDWXV� EDVHG� RQ� WKHLU� TXDOLILFDWLRQV� DQG� WKXV� LQGHSHQGHQW� RI� WKHLU�
RUJDQLVDWLRQDO�SRVLWLRQ��&XVWRPHUV�RI�SURIHVVLRQDO�VHUYLFH�SURYLGHUV�DUH�QRW�
superior to them, for they must, in Bateson' s words, ªacknowledge the 
professional' s expertise on which they wish to drawº (1989, p. 294). 
0 RUHRYHU��SURIHVVLRQDOV�DUH�PRUH�OLNHO\ �WKDQ�VXERUGLQDWH�VHUYLFH�SHUVRQQHO�
WR�EH�LQ�D�SRVLWLRQ�WR�WDFNOH�WKH�URRW�FDXVH�RI�VRPH�W\ SHV�RI�QHJDWLYH�FFL��7KH�
professional' s status assists in deterring negative cci. Of course negative cci 
PD\ � RFFXU� LQ� SURIHVVLRQDO� VHUYLFH� HQYLURQPHQWV� EXW� WKH� SURIHVVLRQDO� FDQ�
GUDZ�RQ�KLV�VWDWXV�DQG�H[ SHUWLVH�WR�GHDO�ZLWK�WKH�VLWXDWLRQ��%DWHVRQ��� � � � � ���

7RROV�SURIHVVLRQDO�VHUYLFH�SURYLGHUV�FDQ�XVH�WR�P DQDJH�FFL�

) ROORZLQJ� WKH� HVWDEOLVKPHQW� RI� FFL� DV� D� UHOHYDQW� VHUYLFH� PDUNHWLQJ�
SKHQRPHQRQ�� WKH� GHWHFWLRQ� DQG� PDQDJHPHQW� RI� FFL� HPHUJH� DV� ZRUWKZKLOH�
VHUYLFH� PDQDJHPHQW� DFWLYLWLHV�� 7KH� DXWKRU� LV� FXUUHQWO\ � ZULWLQJ� SDSHUV�
VSHFLILFDOO\ �RQ�ERWK�WKHVH�LVVXHV��

6XLWDEOH� PHWKRGRORJLHV� IRU� GHWHFWLQJ� FFL� LQFOXGH�� WKH� &ULWLFDO� ,QFLGHQW�
7HFKQLTXH��REVHUYDWLRQ�RU�LQWHUYLHZ�YDULDQWV��� IRFXV�JURXSV��DQG�FRPSODLQW�
DQDO\ VLV��3URIHVVLRQDO�VHUYLFH�RUJDQLVDWLRQV�FDQ�WDNH�DFWLRQV�ERWK�WR�SUHYHQW�
DQG� UHFRYHU� IURP� QHJDWLYH� FFL� DQG� WR� SURPRWH� SRVLWLYH� FFL�� &FL� FDQ� EH�
UHGXFHG� RU� HYHQ� UHPRYHG� E\ � GHYHORSLQJ� VHUYLFH� GHOLYHU\ � RSWLRQV� ZKLFK�
UHGXFH�UHPRYH� WKH� FXVWRPHU
V� QHHG� WR� FRPH�WR� WKH� VHUYLFH� IDFLOLW\ ��&DUHIXO�
VHJPHQWDWLRQ� RI� VHUYLFH� FXVWRPHUV� LQWR� IDLUO\ � KRPRJHQHRXV� JURXSV� FDQ�
UHGXFH�WKH�OLNHOLKRRG�RI�QHJDWLYH�FFL��7KH�VHUYLFHVFDSH��WKDW�LV�WKH�SK\ VLFDO�
IDFLOLW\ �ZLWKLQ�ZKLFK�WKH�VHUYLFH�LV�FUHDWHG��FDQ�EH�XVHG�ERWK�WR�FRQWURO�WKH�
H[ WHQW� RI� FFL�� DQG� WKH� TXDOLW\ � RI� FFL�� ) DFWRUV� VXFK� DV� OD\ RXW�� QRLVH�� PXVLF��
WHPSHUDWXUH��VW\ OH�DQG�FRORXU�RI�GHFRU�DUH�LQIOXHQWLDO�KHUH��+ XPDQ�UHVRXUFH�
PDQDJHPHQW� �+ 50 � � KDV� DQ� LPSRUWDQW� UROH� WR� SOD\ � LQ� UHFUXLWLQJ� DQG�
GHYHORSLQJ� DSSURSULDWH� HPSOR\ HHV� IRU� PDQDJLQJ� FFL�� &XVWRPHU�FXVWRPHU�
VHUYLFH�YDOXHV�FDQ�EH�EXLOW�LQWR�WKH�UHFUXLWPHQW�SURFHVV�DQG�HPSOR\ HHV�FDQ�
EH� WUDLQHG� WR� REVHUYH� FFL�� ) RU� H[ DPSOH�� LI� D� OLEUDU\ � XVHU� LV� DFWLQJ� LQ� D�
GLVWXUELQJ�ZD\ ��WKH�OLEUDULDQ�VKRXOG�EH�WUDLQHG�WR�GHWHFW�WKLV�DQG�WR�DFW�LQ�DQ�
DSSURSULDWH� IDVKLRQ��0 RUHRYHU��PDQDJLQJ�WKH�F�F�VHUYLFH�UHODWLRQVKLS�XVLQJ�
WKH� FRQFHSW� RI� WKH� FXVWRPHU� DV� D� KXPDQ� UHVRXUFH� SURYLGHV� SRWHQWLDO� IRU�
WUDQVIHUULQJ�+ 50 �WHFKQLTXHV��FRYHULQJ�UHFUXLWPHQW��HGXFDWLRQ��WUDLQLQJ��DQG�
UHZDUGV�� WR� FXVWRPHUV�� ) RU�LQVWDQFH��WKH� WUDLQLQJ� RI� FXVWRPHUV��LQ�WHUPV� RI�
FFL�� LQFOXGHV� DFWLYLWLHV� VXFK� DV� LQIRUPLQJ� DQG� MXVWLI\ LQJ� WR� FXVWRPHUV� KRZ�
WKH\ �VKRXOG�EHKDYH�LQ�UHODWLRQVKLS�WR�RWKHU�FXVWRPHUV�XVLQJ�WKH�VHUYLFH��) RU�
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H[ DPSOH�� D� KHDOWK� FDUH� FHQWUH� PLJKW� QHHG� WR� HGXFDWH� SDWLHQWV� RI� WKH�
LPSRUWDQFH�RI�PDNLQJ�YLVLWV�GXULQJ�WKH�KRXUV�VSHFLILHG�IRU�HLWKHU�KHDOWK\ �RU�
LOO�SDWLHQWV��DV�DSSURSULDWH��

' LUHFWLRQV�IRU�) XWXUH�5 HVHDUFK�

: KLOVW� WKLV� SDSHU� KDV� SXW� IRUZDUG� DQG� GLVFXVVHG� FHUWDLQ� JHQHUDO�
SURSRVLWLRQV� FRQFHUQLQJ� FFL� LQ� SURIHVVLRQDO� VHUYLFHV�� DQG� SURYLGHG� VRPH�
IUDPHZRUNV� IRU� FODVVLI\ LQJ� FFL� LQ� SURIHVVLRQDO� VHUYLFHV�� D� JUHDWHU�
XQGHUVWDQGLQJ� RI� WKH� SUHYDOHQFH� DQG� LPSRUWDQFH� RI� FFL� LQ� SURIHVVLRQDO�
VHUYLFHV�LV�QHHGHG��) XWXUH�UHVHDUFK�FRXOG�VWDUW�E\ �WHVWLQJ�HPSLULFDOO\ �VRPH�RI�
WKH�SURSRVLWLRQV�GLVFXVVHG�LQ�WKLV�SDSHU���

1 LFKROOV�� � � � � � �GHVFULEHV�D�VLPSOH�REVHUYDWLRQ�EDVHG�&,7�PHWKRGRORJ\ �
IRU� FROOHFWLQJ� FFL� LQFLGHQWV� LQ� VHUYLFHV�� 7KH� YDVW� PDMRULW\ � RI� WKH� UHSRUWHG�
LQFLGHQWV�� KRZHYHU�� FDPH� IURP� FRQVXPHU� VHUYLFHV�� ,W� FRXOG� EH� IUXLWIXO� WR�
DSSO\ � WKH� VDPH� P HWKRGRORJ\ � VSHFLILFDOO\ � WR� FROOHFWLQJ� F�F� LQFLGHQWV� LQ�
SURIHVVLRQDO�VHUYLFHV��7KLV�FRXOG�PHDQ�LQ�SURIHVVLRQDO�VHUYLFHV�LQ�JHQHUDO��RU�
LQ� D� VSHFLILF� SURIHVVLRQDO� VHUYLFH�� / LNHZLVH�� LW� FRXOG� EH� LQWHUHVWLQJ� WR�
UHSOLFDWH� RWKHU� FFL� FRQVXPHU� VHUYLFH� VWXGLHV� LQ� SURIHVVLRQDO� VHUYLFH�
HQYLURQPHQWV��

$ QRWKHU�PHWKRGRORJLFDO�DSSURDFK�ZRXOG�EH�WR�FRQGXFW�LQWHUYLHZV�ZLWK�
VHUYLFH�SURIHVVLRQDOV�DQG�RU�UHFHSWLRQ�VWDII�ZLWK�D�YLHZ�WR�UHYHDOLQJ�LQVLJKWV�
LQWR� FFL� LQ� D� VHOHFWLRQ� RI� SURIHVVLRQDO� VHUYLFHV� ZKHUH� FFL� VHHPV� D� UHOHYDQW�
FRQFHSW��/ LNHZLVH��FFL�FULWLFDO�LQFLGHQWV�FRXOG�EH�FROOHFWHG�IURP�SURIHVVLRQDO�
VHUYLFH�SURYLGHUV���

6XP P DU\ �

7KLV�SDSHU�LQLWLDOO\ �RXWOLQHV�ZK\ �UHODWLRQVKLS�PDUNHWLQJ�DSSURDFKHV�DUH�
SDUWLFXODUO\ � VXLWHG� WR� PDUNHWLQJ� VHUYLFH�� 7KH� LPSRUWDQFH� RI� PDQDJLQJ�
LQWHUDFWLRQ� EHWZHHQ� HPSOR\ HHV� DQG� FXVWRPHUV� DQG� WKH� DWWHQWLRQ� WKLV� NH\ �
DFWLYLW\ � ULJKWO\ � UHFHLYHV� IURP� DQDO\ VWV� DUH� ERWK� UHFRJQLVHG�� 7KH� FHQWUDO�
WKHPH�RI�WKH�SDSHU�LV�WKHQ�GHYHORSHG��QDPHO\ �WKDW�PDQDJLQJ�DQG�PRQLWRULQJ�
WKH�LQWHUDFWLRQ�EHWZHHQ�FXVWRPHUV�LV�DOVR�DQ�DSSURSULDWH�DQG�LPSRUWDQW�JRDO�
IRU� PDQ\ � SURYLGHUV� RI� VHUYLFHV�� 7KH� SUHVHQFH� RI� RWKHU� FXVWRPHUV� GXULQJ� D�
JLYHQ� FXVWRPHU
V� VHUYLFH� HQFRXQWHU� FDQ� EH� DQ� LQWULQVLF� HOHPHQW� RI� WKDW�
HQFRXQWHU�DQG�FDUULHV�VLJQLILFDQW�LPSOLFDWLRQV�IRU�VHUYLFH�TXDOLW\ ���

5HIHUHQFH�LV�PDGH�WR�HYLGHQFH�IURP�WKH�OLPLWHG�QXPEHU�RI�SUHYLRXV�FFL�
VWXGLHV�RQ�WKH�ZLGHVSUHDG�H[ LVWHQFH�RI�FFL��DQG�RQ�LWV�LPSDFW�RQ�SHUFHLYHG�
VHUYLFH� TXDOLW\ �� ,W� LV� HPSKDVLVHG�� KRZHYHU�� WKDW� WKHVH� VWXGLHV� GHDO� DOPRVW�
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H[ FOXVLYHO\ �ZLWK�FFL�LQ�D�FRQVXPHU�VHUYLFH�FRQWH[ W��7KH�QHHG�WR�LQYHVWLJDWH�
WKH� PHDQLQJ� DQG� UHOHYDQFH� RI� FFL� LQ� D� SURIHVVLRQDO� VHUYLFH� FRQWH[ W� LV�
XQGHUOLQHG�� $ FFRUGLQJO\ � ILYH� SURSRVLWLRQV� FRQFHUQLQJ� FFL� LQ� SURIHVVLRQDO�
VHUYLFHV�DUH�SXW�IRUZDUG�DQG�GLVFXVVHG��

$ � FODVVLILFDWLRQ� RI� SURIHVVLRQDO� VHUYLFHV� DFFRUGLQJ� WR� WKH� H[ WHQW� RI� F�H�
DQG�F�F�GLPHQVLRQV�RI�VHUYLFH�HQFRXQWHUV�LV�SURYLGHG��$ Q�RULJLQDO�W\ SRORJ\ �
RI�VHUYLFHV�IURP�WKH�SHUVSHFWLYH�RI�WKH�SUHVHQFH�RI��DQG�RU�LQWHUDFWLRQ�ZLWK��
RWKHU�FXVWRPHUV�LV�SURYLGHG��7KLV�DQG�RWKHU�UHVHDUFK�VXJJHVWV�WKDW�FXVWRPHUV�
PD\ �LQWHUDFW� LQ� D�PXOWLSOLFLW\ �RI�ZD\ V�� DQG� WKDW�LQ�VRPH� VHUYLFH� LQGXVWULHV�
LQWHUDFWLRQ� PD\ � EH� ZLGHVSUHDG�� $ FFRUGLQJO\ � LW� LV� LPSRUWDQW� IRU� VHUYLFH�
RUJDQLVDWLRQV�WR�PRQLWRU�DQG�DQDO\ VH�FFL��6RPH�UHVHDUFK�PHWKRGRORJLHV�IRU�
GHWHFWLQJ� FFL� LQ� SURIHVVLRQDO� VHUYLFHV� DUH� VXJJHVWHG� DQG�� DSSURDFKHV� IRU�
SUHYHQWLQJ�DQG�UHFRYHULQJ�IURP�QHJDWLYH�FFL�DUH�RXWOLQHG��

5 HIHUHQFHV�
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