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3URVHOV WH FRGA-BAR PXVWRP HJVR FXVRP HULQMIPARY FAL. LQVHYLFH
SRGAIRQ OQG GHIYHY  &@P V \WDAFAL FDQ KDYH \LJQU LFDQAP DUNHMY)
LP SOFDARQY ( P SKDUVHVWDAP RWR WH FFL\VHYLFH @M DMUHLY Z UMKQLOD
FRQUXP HUVHYLFH FRQAM W, QXM DM/ WH P HDQQJ) R FAL LQ D SR HMRID
VHYLFH FRQM W, QURGXFHY DQG AVFXWAHY | LYH SIRSRIMRY FRFHQQ) WH
DMUH DG RAPXUHIFHR FALLQ SUR HWRDOHYLFHHYLLRP HON , GHRINLHY/
\RP HAUHPRQY | RUIXMUH UAFDURK DLP HG DAGRUHDIQ) XQGHWEAQ) R AL
UHIDARQKLSVLQ SUR HMRDOHY LA/

» QURGXFWRQ

61CH WH HLDO V WH \HYIFH P DNHAMY OMDMH LQRHDIQI®
VIWHAAY WH LP SRYEIFH R FXWRP HUJ UAMQARQ DG DWW\ LQJ \WH PXVRP HJ
7KV OMDMH IV JHHDD FRUGHHS DV EHRQIQ) W WH [IHG R
S5HDWRQKIS 0 DNHMY 50 50 ZKIFK LVDVADM\ |RUBRN PXWRP HJ
OFTIXMMRQ DG IMMARY KDY DALW KHDWAKH QRARQ WDAH MM PXVRP HY
DUH D YDOTE®! DAHADQG WDARDMI LHY Z KLIFK P DQEQWHUM® DV 1Q ERK
D BHKDYLRXUDODQG DMYXYAE CDOVHQH DHGMLLE®!

7KH [P PXWRP HJ UHDWRQWKLS KDV \RP HIP Y/ EHHQ FDBG \WH IRFDO
HDARQKIS BEXWIWLY QRVWH RQ® UHDMRQKIS 7KHH DH PDQ RWHJ
UHIDMRQKISV Z KIFK \WSSRWIW , WLV LFUHDMQIO UHFRIQVHS WDVCRWVOIDD
UHDWRQY KDYH EHHQ DIWKMH | RAXVR DMQARY * IXKHQHADD S JRWR



far as to state that “relationships among customers as coproducers with other
PXMRP HY KDYH UHFHYHS RQD P LQP DOURADURK Diéntion” 7KLY SDeHJOP V
R KLIKQIKWWKH 1P SRIIFH R WH F F IHDARQ R UHDWRQWKLS P DINHIMY LQ
\RP HSUR HMRCBOHYLFH HOYLLRGP HQV

7KHF F LHDMRQ LQ VHUYLFHV

The term “service encounter” usually refers to the interpersonal element
R VHYFH SHIJRPDH $V* IRYHDQG ) N SROARXWDINRXIK \WH
\HYLFH HFRXQMJI KDY BHHQ D RHQMDOFRA-BWLQ VHYLFH TXOIW UWWVADURK LW
KDV | RRXAVHS D RMHQMHD RQ F H LQMIAWRY ) RUH OP S 6 RRP RQ HADD

1Q WHU FDMF DIWF® WM \WWDNIRU Weir purposes:. “\VHIYFH

HIFRXQMU Z LAOEH XVHG VR LQAFDM | DFH WR | OFH LOMIRARQY EHX HQ D EX\ HJ
and a seller in a service setting”. Customer: customer interaPRQ KDV BHHQ
VHIR\O HIGRMS

6RP H DAKRY KDYH LOMBUHMG \WH VHYLIFH HFRXQMJP RH EUIRD3D R
LAFOEH  SHIRQHD RIMHUPXMRP HY DQG SK\ MADOI CHOMHY 6 KRWEFN
provides a definition of the service encounter as “a period of time during
which a consumer directly interacts with a service”. Perhaps the service
HIFRXQMJ WKRX@ EH YIZHS 1Q WPV R L RQMW KXP DQ LOMIPARQ
HBP HQV DG L RKMHJHBP HQV 6 RIP RQ HADD SRQARMKDASRRU
FH IQMIANRQ FADQ HHOS\H RMHZ MVH KUK TXDIW \HYIFH 7KH Z UMM
“Facilities may be spotless and the service delivered on timH D/ REGHHS —
BEXWI \WH PXWRP HJGDYHY Z LW D QHIDAYH LP SUARMRQTURP \WH DARMCHR DQ
employee, other efforts may be overlooked”. As an extension of thislogic, it
\HP V UHDRIEG WML \WH PXRP HJ GDYHY Z W D GHIDAYH LP SIHMRQ
IURP WH EHKDVIRXU R DRMHJ PMRP HJ RKHU TXDDW HIRW L(FOQQ]
WRHP DDILQ) PAMRP HUHP SRR HHIQMIRMRQ P D EHRYHMBRRNHG

1RQ( PSIUFDO WXGEHY FRYHLQ)  FXWRP HJ FXWRP HU
LOMDPWRQ FFL

$ IHZ VHYLFH UAVHDURKHY KDYH GUIY. Q DAMQARQ \R \WH SKHIRP HIRQ Rl
L 7KH VHYXPIRQ WP PRGD RWLCDD GHYHRSHS B\ ( LIQHU DQG
/ DYHLG ZD/ WH RH R \WH HOUDHWWFRQUIBXAMRYY R \HYFH
P DODJHP HQMAHIUK R LOYRYH WH QRIRQ R PXARP HY LOMIPWY Z W
RQH DCRAMHU ( WHQADED  WH VHLYXPRQ M MIMP - P RAHDAVIGHY \WH \HYLFH

RUDQVDIRY LOR \& R FRP SRGHASDW 7 KH UHBYDOAGMMRARQ L EHE HHD
SOV Z KLFK DUH YIME®! VR WH PXWRP HUDQG SO Z KLFK DUH LOYIMEG R \WH

PP HJ 7 KH YIME®! SDWY VXE AYIGHG LOR \WH LDIP D HOURCP HOWV



DQG WH FROBPASHIRQGHD  WH LQAYIGDY Z KR LQMIPAZ W WH FXWRP HJ
GUQ) WHVHYLFHH SHIHIFH 7 KH P RGHODOR FROBIQY & XWRP HY'$ DG %
UHORMY WH LP SRYIQMQ OHIFH Z KIFK RIMHJ FXMRP HY PD. KDYH RQ D

PXVRP HV SHFFBAMRQR KVVHYLFHH SHIHIH
2HR \WH HUDHJZ UMY \R KLIKQIKWIKH H IMMIPH R FAL Z DV 6KIP LU
ZKR WH FRQQAW EHEHD LGFRPSDAE®! H SHABMRYY DG

UHTXUP HQV R QUIHHQVFOHON DG @EHDG WLV LQMFOHQWVFRQ QAW
6KIP LU SUIRSRVH/ WDMKAK FRQ QPAVSUHYOY ZKHH D DQ HP SBR HH JLYHV

MP XQUHRXV VHYLAH VR P RUH WO RCH PXWWP HJ RUE \HYLFH VR RCH FOHQWV
VIYHLOWHSIHHAHR RMHJFDHON

) LUIXWH 7 KHEHIYXPARQG\ P

&XVWRPHU
$
QDQLPD
2| (QYLURQP
JQYLVLEOH \
2UJDQLVD
DQG &RQWDF
SWWHP ™ 3HUVRQQ Xy VRPHU
QYLVLEOH 9LVLEOH

\

%XQGOH RI 6HUYLFH
%HQHILWYV SHFHLYHG
E\ &XVWRPHU $

* UIRYH ) N DG v 1Q H S®UQ) \WH GIP D P HEBKRULQ D
\HYAHFRQM WA\ WHURBIR WHDXAHFHDVRHR | RURIMAXOA TP D
experiences. They write (1992, p.74), 2Drama is the product of actors and
\WWH HOAR HQAR WHUUR®Y WH VAHHY DG WWILQ) R \WH CRARQ DG WH
audience and its involvement®. Thus within the PRGHOR VHYLR D/WHDAH
WH R R PMRPHY LH DAHFH LV JIYH) D SURPLCHIFH ZKIFK



HIFRXUIHY LW GH-BHUH SRIDARQ ERM LQ WPV R FXWRP HJ SDWMASDARD
DQG FAL 7 KHUQWXWRQR  FAL KDY DQ HP SKDUY RQ WH FXWRP HUUH INQQ)

IURP XQGHP LQQ) \WHVHYLFHH SHIHFHR RMHUPXWRP HY/

7KH POVRUW R WH AL OMDMH IV ZUWD LQ D ARQMXP HJ VHYLFH
FROMW 7KH IHZ HP SLUFDD W@H/ DD@E®! OH FRGPMS DB RW
H FOMYHD  LQ FRQKP HJVHYLFH HLRQP HQWV ) RUH CP SB \WHP H SDUW
\SRWWRXUMP  UHRRCRXA@N DG UHWEXUDQN

3 LHYLRXV UMDUFK RQ FXWRRP HU FXWRP HJ LOMLDFWRQ  FFL

UWH) 9RRP V DG 7 HUHXAV VHAHS DN 1Q) DG AWDMN LQY
VHYLFH HFRXQMY LQ WH KRMD UREXUBQADQG CUACH LOQGKMAIHY XMQ) \WH
FUWAO LAAGHONV PHMRG VR RBRQ LCHGV UIRP PAMRPHY  7KHU
FOMI IFDARQ R LAAGHV LFXGHG D MXE JURXS 3 5HSRQH VR 3 RMADD
IMKSWH 2WHY 7KLYV HHHIHG VR WH LHWSROH R HP SRR HV R WH
EHDYIRAUR RKHJPXMRP HY Z KIRK FRX@ WIDLQ WH VHYLFH HFRXQMU TRU
HOPS®H QN IFDARQ UKGHHW RUVRADD GVMIDAH $ URX@ DG 3UFH

I¥AHS ARP P HRDO P XGMD UYHJWDWMY) WSVDYDQH CP SR WH
H WG VHYLFH HFRXQMJ 3 DA SEOAREVHYDMRQ URVFDURK UHYHDBHG P XK
HMGHIH R WH H'ROMRQ R FRP P XQW GAUQ) WSIHDOWUH @ WISV
0 RUHRYHJ SRWINES PP HIVXUWYH vV UHYHDBHG WDARH WILG R URVSRQAHQV
UH HIHG R LOQMIAMRQ Z W RWHY DV RH R WH ERVAMLQTV WDAMRARXUHS
GAUQ WHWIS + DUV 9%0OURQ DG 5 DMIIH LQWHUMWXYG R \SR\HD
LOMIANRQ 1Q WH VHYIFH GHDYHY M MMP  \Rcalled 2observable oral
participation®, found that 12 % of their sample of customersin a UK IKEA
VWRUH KOG HIDJHG LQ ARQYHIDARYY Z W RIKHU PXVRP HY/ Z KLB LOLGH \WH
VWRUH 7KH DOR | RXQG WDV R WHUMIP S KOG VSRNHR LOMIRMRQ Z L\
FROEPNEHIRQGHD

Martin  (1996) conducted a questionnaire study of consumers
DM CPARQZ W BFKDYIRXAWY LQ Z KIFK RHUFRQXP HYP D HIDIHZ KHQ
LQ SXEQF EXMCHW HYLURCP HONV 5 RARXUDQN DG ERZ @ AHQAHY Z HH \WH
\¥ R VHYLFH \VAYDARQY LOYHAM DMG 0 DD | RXQG WDWIKH RQ MM EHKDYLRXY/
R WRPH BPXWWP ers greatly influenced other customers satisfaction. The
VYG  LGHWNIHG VHYHQ DMIRIEY R FXAMRP HJ EHKDYIRAY * URYH DG ) LN

VIYAHGVDIN LQ) RUGWDIN LQ) HBVRGHY Z W \VHYLFH RU DQMVDARQY
WDNZ HHWHURXO\R RKHJPXMomers' presence. They found that 56.8 % of
\WH URVSRQEHNV VR WH U SHYRQBOLQMXYLEZ. TXHARQY AWG DQ RAFADURQ
Z KHQ D YMWMR D VXUMADWaction had been 2significantly affected by the
SIHHFHR RKHY 1 [FKRQY SIRSRH/DQH SMDMAY WSRRI\ R AL

EDVHG RQ WH LQWIOUHXAV R RIMADOLCH GHOAMAKQTXH URVHDURK FRQGAMG



1Q 3RG 7KH POQ FDMIIFDARY R QGHIDAVH FAL DIH WP H FRQ@RW
SK\ MADOAMMUEDQAH  YHIEDOXCEGDOQAHW \SORH FRQ QRN CAFRHW FRQ ORW
DG QRO PXARP HJ DRIMW  7KH P OQ FOWILFDARYY R SRMMWH FL DH
EXA1Q GRAMRQ IQRPDARQ SUIRAHW IQRPDMRQ DG YDURus 2good
samaritan® type services. He also provides an original classification which
FRP EQGH \WH PXAMRP HUHP SR HH DG PXAMRP HUPXWRP HJ @GP HMRQYY R
\HYLFHHFRXQMY/

7KH DAWRU KDQ) FRIGAMS H WM YH VHOURKHY R WH LOM(DARDO
\HYLIFH QM DMUH FRFOG WHHH MV YHY QW UAVHIURK QM IDXMUH RQ AL
1Q SRHMRIDWHNAY 5RZM H° SKDIVHY WH MJQILFDGAH R
VIYGHAR MXGHM QM IRANRQ LQ KLIKHJ HFDARQ — D SUR HRMREOVHYFH
6 KH SRQN RAMKDMWXRK LQMIRARY/ RARXULQ D YDUHN R ARQM WDQG P D
BEH SRMADD QHIDAYH RUSRMMYH ) LD S5RZ A1 IH RV RQ AUHRARQVLQ
Z KIFK XQYHMW Wi | P D GHYHRS WHUURGBY LQREHMR H I HARWYHD P DQDIH
VHGHMR VHG-HNQMEIPARQ * UKHD) QLY V DMNRQ R \WH LP SRYEIQV
URBIR FL LQ P HP EHIKLS RUDQMDARYY * XHD SD. V SDWFX@U DAMARQ R
DARADARQ VWM P HP EHIKLS LH WRVH LQ Z KIFK LQAIGDY Z W ARP P RQ
LOMHNV MO WIHKH 1 RARQD LV IMSROQMS RAMKDN LQ DARADARQ WSH
P HP EHIKLS RJUDQMWRY/ R SURGRIRQ LV RWQ FUIMFOLQ RHDWY \WH
I XQEP HQEDYDOH BEXWKDMOQMG-BHEHFH P RQY) P HP EHY LV | UHIXHQ®
SOWR WHFRWH YDOH ) RUPDQ P HP EHY \WH P RWALP SRMEQAP HP BHIKLS
benefit may be 2the ability of members to network wiW RKHY Z I\ P LU
interests and concerns® (Gruen, p.365).

&XVWRP HU FXAWRP HU LOWMLDPWRQ LQ 3 LRI WLRQDO6 HUYLFHV

» QURGKAIRQ

7 KV VHRARQ H SERIAVWH FRGFHBWR FXVIRP HUPXWRP HULQMEPARQ FAL
LQ SR HMRIOHNAHY ) LYH LQMJUHDMS SURSRUMRQY FRFHOQ) FAL IO
SUR HMRQDOVHYLFH/ DIHSXWRZ DG DQG AVPXWWHG 1 0P HY

&AL LV JHHEDD® GW FRP P RQ LQ SUR HMRIDVHYLFHY WDQ FRQWP HJ

HYLRH

7KHGHIUHR FAL YOUHY EHE HH SR HMREDOHYLAH/

% %DQG+ + SURHWRDOHYLAHVP D EHD UHBYDOAGMMPRY | RUFFL

SXLERH/

7KH CDMH R \WH SR HMRIDVHYLFH HIFRXQMUP D L OHIFH WH F F

EHKDYLRXUR FXVRP HY/

7KH \RADOWIMY R \WH SIRHMROP D DMMWMOQ GHMUQ) DG RU

UAROLQ) QHIDAYHFAL



YHRH QWPAMQ) WHH SIRSRIMRY D 1HZ  UP DOV HDAY \R \WH
GHLQWRQR  SUR HMRDOHYLFHDHGHHADY

7KHP HDQQJ R WHWLP 3 SUR HAMRQDOVHMFH

Crane (1993, p.4) points out the extent to which the word 2profe\sional ®
has been bastardised. He claims. 2There VR JHHD® DFA-BWMS CH LQWRQ
R Z KDAFRQUYMY D SUR HMRCBORUD SUR HMRQDOHYAH |, QI DPMKHZ R G
SR HMRIOLY R\WQ VR EDARE] HS LQ \WWH P DNASOHH MLV QL LEXOWR | LQG
any occupation that has not added the term 2professional® to their title.°.

$HROQ W 6FKHA DG YRZHD) SIRHMRIO VHYHH
RJDQsations typically have 2large numbers of highly educated, highly
WO@G DG KJKO SOG LQAYIGKDY ZRNQ DV GRARY GV DG
lawyers®. GummeWRQ S RIHY D P RH DO WHWOGHAUISWRQ R
SIRHMRIXO WHYice when he proposes that a professional service 2is
TXOD IHG (WY DGYDNRY DG SUREGP \VROYNQ) HYHRQWRXIK P D HFRP SDW
VRP H URXWH Z RIN | RUFQHQN 7 KH SUR HMRQDY LOYROHS KDYHD FRP P RQ
GOV @\H SKMADY @r\HY OFRXQEQN RJU HJIIGHY DG DH
UHIXOME B WDAWRQY DG ARGV R HMFY 7 KHVHYAHRITHHG U OAR-BWGS
LQYROHY WH SUR HAMRQBOLQ VBNQ) RQ DAMIQP HIV | RUWH FOHADQG WRWH
DAI QP HOV DIHWHP VHYH/WH@mit of the professional’ s involvement. Such
DALIQP HQV DH QRAXQEHaken to merely sell hardware or other servicesP.

7 KV GHFUSIRQR SUR HMRIOHFHLYWHRHI RTBZ HGLQWLY SCBHU
" WAXWIRQR 3 IRSRVMRQ 2 CH

Proposition 1 asserts that 2ccL LV JHHD® GW HRP P RQ LQ SUIR HMR@DO
services than consumer services®. There is a lack of academic attention to
FAL 1Q SUIR BMRIOHYIAHY 7KLY LV XBUMQ) FROUCHIQ]) WDASUIR HMRDO
VHYFH HP SR PHOQMY RHR WH P RMAWMIDEAY JURZ 1Q) DUHDY * LYHQ WDWV
P XA 1RP DO VHYIFH LAWK RIWILCDAY TURP SHIRDO REVHYDARYY B\
\VHYFH UBAWVHDARHY WH@AN R 1 RUP DOFAL IHWHIURK FIRAHQQ) SUR HWRADO
VHYLRHY FRX@ BEH \BNHD Dv BQ LQAFDWRUWKDAFAL LY QRAD LI QU LFDOANKH LQ
SUIR HMROOWH A

0 DAY DG 3UDQMJ IGHNIHG IQMIHDMG FOUDAMIMIFY R
VHYPHZ KIFK DIHONHD R IRUHDHWHICACGHIHR FAL

E&XWRP HY DIHLQ FRVH SK\ MFDOSWR P LW VR HOFK RIWH

7 KHHLY YHEDO QMIRPNRQ P RQ) FXWRP HY/

&XMRP HY DIHHI DIHG LQQXP HIRXV DG YOUHG CRMMWHY

7 KHVHIYLFH HQYLURCQP HOADARERW D KHAMURIHHRXV FXMRP HUP L]

7 KHARH\HXYFHLY FRP SDAE W



&XVRP HYP XWRAFDIRDD  Z IWRUVHYLFH

&XWWRP HY DUH H SHAMG \R \KDUH WP H \SOFH RUVHYLFH XWIMY Z WK

HOFK RKHU

7 KHIRTGRZ LQ) \BEBI\KRZ VH P SV RUERK SUR HWRQDODQG FRQWP HJ
VHYLFH/R Z KHHWHHFKDUIRMIMAEYVP D EHIRXQG

TCED &&, RKOLDAMIMARY LAOXMADMG | RUSUR RAMRQDODQG FROQUXP HJ

\HUVLEH

&AL& KDLDAMLLAE 3WRBMRIDOHMAH | &RQKP HIVHIMAHY]
SK\ LIFOO8R P LW / HAMUH &KXUK &IGPD
YHEDOQMIRIRD 7WNQQ) FRUH L7 Y]
YOUHG CRRMY / LB/ + RMY
KAMRIHIHRXVPMRP HUP L] 1 RQHPRANWHHOFDIRD | 7KHP HSON
FRUA\HYLFHFRP SDME.QW 0 % FRUH . HIKWRWIURKS
Z DWROHMFH &IQF 3RWR I LFH
\KOH WPH \SFH RU \HYIFH| / LIBDUH 70/
XMMY

;. KAWIWLY SRMEN W IKG HPS®BV R HK FKDIEPMIMAF |RU
SURH&ional services, it is, in the author's research experience, much easieU
WWNR HDPSOGVR ARQXP HUVHYIRY Z W AL FRODAMIVAEY $ NA
UDRQ TRUWLY LV WDNVSUIR BMRIOWHYIAH D/ PRHFRRPS®{ DHPRH
Q\HY R UHNXUH P RH LQRP DARQ 1 URP \WH PXMIRP HJ |, Q RIGHUWR JLYH WMLV
WH PMRP HJLV @\NHY VR GAULH  RUHYHQ LOUMARY  RWHU PXAMIRP HY EHQ)
D 1URP WHYIHQW R WHF HVHYLFHHFARXQMJ

" DAXWRQR 3IRSRMRQ7ZR

Proposition 2 asserts that 2the degree of cci varies between professional
services®. The following classification, using a two AP HMRIOJUG KDV
EHQRIDMG B WH DAKRULQ DQ DAP SWIR FRP ELCH ERW WH H WQAR FH
DGFFAP HMRYVR SR HMRIOHYFHHIRXQMY

1 RM WDWVSUR HMRQED VHYIFH WG (RWR KDVH &2 FH LOMIPWRY
DANMRXIK SDWR \WHSURFHW/P D KDYH 1RUH OP S® Z DWW URRP V) ROVRP H
SR HMREOOVHYAVWHFF - HFP L FDQYDY WHP HQERX\WO GBHEQ) RQ
WH\VHYLFH FRGA-BW

$ AVRXIK FRQXP HJ DG SUR RMRIOOVHYLRHY KDYH \VRP H P LAWY LQ
WPV R PXWRP HJ LQYRYHP HQMKHH OH VRP H P SRUBQAVAL THHAY ) RU
H P S® \WH QVAHARQ Z KIFK MXURXQGY P 0Q SUIR HMRCBOVHY A RWQ
P HXQV \WWDAMMHH LV QB RU QR PXARP HJPAMRP HJ LOMIPARQ 7KLY VDG



WHH GR H LWASUR HWRQDOHYFHY Z KLFK GHBHQG RQ KLIK FAL | RUH TP SO
PDQ 0 % SRIUPPH/ ) LIXH  SUHHINFALDVDARQMXXP

) LIXUH & XWRP HJDQG HP S HHLOMDRARQ YDUHN Z IWILQWH

SUR HRMRDOHMFHHIARXOMJ
([ WRAR Z KIFK PXMRP HY/LOMIRN
ZIWH SR HV
+ LK
([ \WW
WRZ KIEK
PMRPHY / RZ + LJIK
LQMIFN
ZIWWHK
RKH
4

) LUXWH  $ FRMXXP R \HYIFHDFRRUWGEQ) VRWHH WAR FAL

+ UKHL | Z 1RFL
0 D RQWMFRQHP HMNHNAVY R MAMARQXP HAMHMNAY
VRP HSIR RMRBOHMAHY P RWMBUIR HMRIBOHM Y
Hs + + RS % %




" DAXWRQR 3URSRMMRQ 7 KUAH

Proposition 3 asserts that 2B2B and H2H professional services may be a
relevant distinction for cci purposes®. Some support for thisis provided by a
QG VHYAH FDWL LFDARQ |, labelled the @customer:customer contact® (ccc)
FOWI LFDIRQ Z KIK LV XVH XOIRUFDWMIN LQ) VHIYFHY TURP \WH SHYSHRRYH
R WHSIHHFAHR DG RUIQMIPARQZ MW RMHIPXMRP HY/

D SHHHFHR PAMRP HJ%LVKLIK® XQ\KOO XQAHUHG

E SHHFH R PMRPHJ % LV X\XDO BAWQRWGHHAMDY  RKHJ WO

HRCRP LD
F SHHFHR PAMRP H%LVHAMQAD B CHIQWRQR WHVHYLFH
;. KHQBSSOHE W SUR HMRIDOHYIFHY WHI R L1Q) JUIRKSIQIVHP HJIH

70EG 7 KUHHADMIRUHVR 2 WHJ&XWRP HUV 3 IHHAH 1Q SLR HMRQDO

\FUYLFHY

&XVIRP HJYIVSUIRHOAH | & XWRP HIYAV SURHORH & XWRP HJYAV SURHIH

XQXKDOXQEHILHG XVKDOEXWORAGHRHAOU | HRHOWDO

0 DQIHP HQWVRQXGIQV | : DMWY URRP \WDIRD | 0 %% FIDW

$XaW / LEUDY &RQHHFH

&RQIHMRY 0 HQECDX OP &KXUFK VHYFH

0 HAFDOARQXANEA 3UR HARDCDWRADIRY
* LRXS WHIB,

In considering proposition three, Hamos's (1970) distinction between
D SHIROWHYIFH SRHMRY DG E P SHAYROWHYIAH SIRBMRQY
VHPV XVHXO ' DHNV GivHBRSV WV AMWWANRYQ ' DHVAEAAUERY
SHsonal services as affecting 2the bodies, personalities, or activities of
clients® and as typicaly being offered in the fields of education,
HP S® P HQVKHDOY DGZ HDOH @ KHHDY P SHYRCBOHYIRH DUH GAFUEHS
as dedling with @material things, abstract concepts, and socia institutions®
DG D/ LKFXAQ) THRQMY  DARKMRMUIH  HILQHHIQ) DG GIDOHYN A
7K AWNPARQP D EHXVH XA URP WH AL SHYSHRARYH &HLLVP RHONHD 1Q
KXP DQWF SR HMRCBOVHYIR TRUH 0P S GRARY GOV WOFKLQ)
QWVOEDWEHIDXH 1Q XK \HYMAY WH FOHOV XD FRPHY R WH
professional’ s preP M

7TKH DMWRU LV WY DH R DR \SHAILF UWHIRK QMDMH RQ KRZ
SR HMREOVHYFH RUBQMVDARYY CRMWHD VBNH P FDXUH \R DYRG FRL W




VHPV R EH DQ DUD ZKHH SIIRANH LV CKHDG R \WHRY  96WIQ PDQ
SR HMRQ/ P XFK LV GRH \R SURYLGH \RP H GVAHIRY |, WWKRX@S EH DOR EH
ERUH LQ P LQG WDAVSUR HMREIDVHYLFH SURYIGHY @NH FRQUKP HJ \HYLFH
SRYIGHY PD Z MK R FRQUROAAL RQ D \VHIP HQBWRQ EDAY 7 KDALY QRAWR
P XFK R \-SOLUDAM DEDFXWRP HY EXWIDKHUVR \FSDUDM FHYRQ VHIP HQWV ) RU
HOPS® PHIMDHYIAH PD P HQVKHDOM  DQG L@ SDAHQN 6RP H
AKXUAKHY DA VIR UHGXPHWH AL EHE HH\RXUMAYLMVRLY DQG Z RIKLSSHY

" WAXWIRQR 3URSRIMRY) RXU

$V @APMWHS ERYH PDQ SIRHAMRQDO VHYIRH HSHDD® % %
SURHsional services, have little cc presence. Proposition 4 states 2 The
@MHR WH SR HMRIOOHYIFHHFRXQMUP D Ll OCHFHWH F F BHKDYLIRXU
R PXMomers®, and concerns those professional service situations where cc
SUHHIH RFEXY  EXVKH AL LHDARQKLS LV lQOHFAHG B WH MDMUHR WH
SUR HMRQOHYFHHFRXQM

, VWLV X\H XOWR FRUGHUWH Y RRP\ R VHYLFH RUIDQVDARY/ SURSRHG
B 0 l.avDXG0 DUX®V 7TKH QWMIXNK \WUHH EDVF WSHY/ R VHIYLFH
RJUDQMDARQ POOQMIHLIQMIPAYH VBN LIOMIDRWH DG SHIRQ@OD
LOMIAWWH DG SIRAHHG R RAMICH VAYHR XQAHO®LQ) APHMRYY R \WH
LOMIOAH BRE HH PXMRP HY DG RIDQVDARY ) IRP \WWHH QP HMRQY D
QPEUR LQLIKW LQR WH H WRIAMQG (DMH R WH AL Z KIFK RARXY/ 1IQ
Al THHMWSH/R VHYLFH R DQA\DARQYHP HJH

0 DQMDHHinteractive service organisations are characterised by 2a
FRWP HIF  FRQMIRXV LOMIRNRQ EHA HHQ HP SR HH DG PXRP HUFDHQMQ
Z KK WH | ROSRQMY EXA@Q) WKWARU FRQ LCHIH LQ BQ DM SAR \WH
organisation to sustain the relationship for an indefinite time period® (Mills
DG 0 DUX®V 7\ SIFDOH [P SBV R XK RUBQMDARYY DUH URRBLY/
| DA RRG URWEXUDQN DG BEDQNV 7 DN LOMIRAYH VHYLFH R DQADARQY DH
characterised by @relatively concentrated interaction between employee and
FOHNRPXMWAP HJLQ Z KIFK WH | REXV LV RQ WH YOUHG WHKQTXHY SRME® LQ
SUREGP VRMQI° (Mills and Marguiles, 1980). Clients are usually aware of
WHUSIREGP V RUGHS/ EMWRAR KRZ R VROH WH BN 7\ SLFDOH CP SGV
R KK RUJDQMVDMRQY DUH WRVH SIRYIA Q) GID0 CHRXQMY HILGHHIQ) RU
DURKMWRAMIDD \HYIRY  SHYREDOQMIAMH VHYIFH RUDQMOMRYY DH
characterised by 2the pelURDO @MH R WH SUREGP BRXIKWWR WH
employee decision unit by the client/customer® (Mills and Marguiles, 1980).
+ HH WY WH HP SBR HHZ KR FRQYHW WH LQ RP DARQ SIRVIGHG B WH FOHQV
QR NRZ®EH 7\ SSIFDOH P SV R KK RUBQMVDARQY DUH KHXOW FDH
UHDILRXV HXFDARI0 DG S AKRRI LFDOARQUXAMY) R DQADARYY/



8MQ SUR HMRDOVHYIAH 1Q WH VHOH DERSWS CERYH IWAHP V \WDW

VDN IOMIPMH DQG  SHYRTOIQMIPMH VAYIFH RUDQ\DARYY  Z L@
IHIXHQ® EH @EHBG SIRHMRIO HYIFH RUDIMDARY/ DQG \WDWV
P DQMDORH LOMIRLYH R/ Z LOQRW

D

$ 1HZ FLLQUIKWZ KIFK \HHP DESDUHINVURP WLV QMW RMRQ DUH

3UR HMRIBOHYAH HFRXQMY WG VR WWEGQIHJ WDOD P DQMIDH
LQMIANYH HFRXQMY $ SSRQF HOVM WPV DH XD GHHAMDY
&XVRP HY\VKRXG RWQH SHAWR Z OWIQ+ + SUR BMRIOOHYARH

H° SR HH VEWAREHOW PD (RAEH YHY XVHXOLQ GDIY Z W KLIK
GP DG

7KHQHG |RUFRRQ LGHADW 1Q P DR SUR HMRCBOVHYIRHY UHEXAHY WH
SKRIPIW R PMRPHY ,WDOR GFUDH WH WGHR  |RU Z WY
customers to feel the customer being served is being 2too slow® in the
BQLORRRQ

&OHON R SIR HMRQOOWHYIAY EHQ) P XFK GW CEBI R SHIRP \WH
VHYLFH WHP VHYHY WO Z W P D) RQ SUR HMRIOVHYLR Z LIOWG
R | HHOGW | BVADMG DAKDYLQ) VR Z OW: - KHQ WH VHYLRH PXAMRP HUFDQ
HIM\DIH VHD SUIRGRNRQ WHH IV D WAHR W BEH GW \RGLDQN -
HSHAD® Z KHQWH AP DILHWHVHYIFHEHQ) RIHHS QDAL HHQWV
ZD 1 1IKRWY

0 RGHDM \R &7 \VEWNMAFION R HPSR HV 1IQ PDQ SIRHMRO
servicesis likely to place the customer in, using Gutek's terminology, a
VHYLFH UHDARQWKLS WDKHJ WD LQ D SHKERIHIMARQKLS RUD RGHWP H
LOMIANRQ $ VHYFH UHDARQKLS RAEXY ZKH) WH PXMRP HJ DQG D
\SHAILF VHYIFH SIRMIGHUH SHRAMR LOMIPADIDQ 1Q WH [ XMUH 8 Q-
VKK FRAMRQY BRI SDWHY \VKRX@ EH LOQNQIFI® P RAYDMS R FR
RSHDMRIHMHI * XN HADO 6XFK AR RSHDMRQ\KRX@G H WIGWR
the customer' s (and the provider' s) intHIDRNRQY Z W RMHIPXWRP HY/

" WAXWIRQR 3UIRSRVMRY) LYH

Proposition 5 states 2the social status of the professional may assist in

deterring and/or resolving negative cci®. This concHQ/ WHLQOHFHR WH
\RADOVEXY R WH SUR HAMRQDORQ WH GYHODQGWSHR AL 6KDP LU
LQRGHG WH FIRABWR 6 XERACDM 6HYLIFH 5RBYV 665V R GHRM
ITURQEH HP SR HH SHIRP Q) D VHYIFH R PXMRP HY Z KRH XV LV
KLIKHJWDR WHU RZ Q 6KDP LU LGHM LIHY FHIROQ IR FRQ@FW Z KKK P D
RPU 1Q VHYFH ZRIN  LFOAQ)  LOMFOHOVFRQ @AW Z KK LV VHHD D/
conflict arising from the @incompatible expectations and requirements of
different clients®. Why Shamir's work on SSRs is rHBYDQMR SUR HMR@DD



\HYLAH LV WDABUR HMRDY  Z KIGVMDLO | URQEH VHYFH UIRBY OIHQRAIQ
VVERAMDMURBY $ VYDMRQ S SROQNRXWSIR HMRDYKDYHD
VBXYY EDHS RQ WHU TXDULIFDARYY DG WXV LQEBHIGHOWNV R WHU
R DQADARPOSRWRY &XMRP HY R SUR HAMRQBOVHYLRH SURYLGHY DUIH QRW
superior to them, for they must, in Bateson's words, 2acknowledge the
professional’s expertise on which they wish to draw® (1989, p. 294).
0 RIHRYHJ SIR HMRDY DHP RHONHY  \WWDQ \ER@A (DM VHYLFH SHIRQAHD
iR BHLQ D SRMWRQ R VEFNG! WH URRANFDVHR VRP HWSHYR GHIDIWHAAL 7 KH
professional’s status assists in deterring negative cci. Of course negative cci
PD RPXULQ SUIR HMRIOVHYIFH HYLURQP HONV EXAWKH SUR HMREBO AR
ALY RQKLVMBMXYDGH SHINAHWR GO W \KHVMDARQ YDMRQ

7RRY/ SLRI HWLRQDOVHUYLFH SLRYLGHWY FDQ XVHWR P DODJIH FFL

) RIZ Q) \WH HMEQKP HQVR FL DV D UHBYDQAMVHYLFH P DONHAY
SKHIRP HIRQ WH GHMRARQ DQG P DQIHP HOAR FAL HP HJH DV Z RWNZ KL
VHYLFH P DQIHP HQVERRYMEAY  7KH DAMRU LV PXUHQ® Z UMY SDBHY
\SHA LFDED RQERW WHHLWXHY

6XMIE®! P HMRGRBILHY | RUGAMANY AL LGFOGH  \WWH & UMFDD, GRGHQWV
7HKQTXH REVHYDARQ RULQMYLHZ YOUDQN | RPXV JURXSV DQG FRP SMIQW
DDOMY 3UR HWRQDOVHLYLFH RU DQVDARQY FOQ \BNH CRARQY ERW R SUHYHOV
DQG UHFRYHJ IURP QHIDAYH FAL DQG \R SURP RM SRMWYH FRL &AL FDQ EH
UG RUHYHD UPRYHS B\ GHYHBSIQ) \HYLFH GHDYHY  RSWRQY Z KIFK
UHSXFH UHP RYH WH FXWRP HV GHHG VR FRP H\R WWH VHLIYLFH | CA@W &DUH XO
VHIP HQBMRQ R \VHYLFH PXAWRP HY LQR [DL® KRP RIHHRXV JURXSV FIQ
UHSXPH \WH QNHIKRRG R GHIDAYH FRL. 7 KH VAYLRHWADSH \WDALY \WH SK\ IFDD
| CALOW Z WLQ Z KLFK WH VHLYLFH LY FUDMG FDQ EH XVHG ERW \R FRQUROWH
H WOQAR FAL DQG \WH XOIW R FAL ) DRRY \WKFK DV @ RAWGQRMH P XMF
WP SHDMH VB! DQG FRIRXUR GHFRUDUH LQ OHQWDOKHH + XP DQ URRXUAH
PDIJHPHQV +50 KDV DQ LPSRMIQVRD! WR SO 1Q URXWY DG
GHYHRSIQ) DSSURSUDM HP SBR HHV TRU P DQDILQ) AL &XWRP HIPXWRP HJ
VHYLFH YDOHY FOQ EH EXLOVQR WH U-RXMWY HOASURFHW DQG HP SR HHV FDQ
EH WOGHS \R RBVHYH FL )RUH PSB! U D QB XU LV DRMY 1Q D
AWMEQ ZD  \WH QEUDIDQ \KRXT@ EHWILGHS R GHAMRWIKLY DQG \R CRALQ DO
DSSURSUDM | DKLIRQ 0 RUHRYHJ P DIILQ) WH F F VHYLFH UHIARQKLS XMQJ
WH FRAFBAR WH PXWRP HJ DV D KXP DQ URRXURH SIRYIGHY SRMQIID | RU
WDQUHUIQ) +50 WRKQTXHY FRYHIQ) UHFRXWY HQVHEXFDARQ WIIQQ) DQG
UZ DBV \R PRP HY ) RULOWEAH WHWIQQ) R PXMEP HY LlQ WP VR
AL LQFOGHY DRAYIMAY \IXFK DV LQRUP Q) DQG MV LQJ VR FXVRP HY KRZ
WH  \KRXTS BHDYH LQ UHIARQKLS R RKHUPXRP HY XMQ) WH VHYLFH ) RU



HOPSH D KD FOUH AHOAH P LUUKWQHG VR HFDM SDHOV R WH
P SRUBCFHR P DNQJ YIMW GAUQ) WH KRAY VSHALLHG | RUHWHUKHDOM RU
LO@SDAHIV DY CESURSUDM

" LHAWRQVIRU) XWXUH 5 HVHDUFK

: KUOWWMY SCBHU KDV SWIRZ DG DG AVPXAWWHG FHIRQ JHHIDD
SRSRVMRYY FRFHOQ) AL 1Q SIRHWRQD\HYIFH/ DG SURVIGHS \RP H
IUPHZROW IRJ FOMI\ Q) FAL LQ SIRHMRID \HYIR/ D JUDMJ
XQEHWIAQ) R WH SUHYDBGFH DQG LPSRWICFH R FAL LQ SUR HMRJID
VHYLFHV/LVGHHEHG ) XUUH URVHDUK FRXGS WRWVE\ \MXAQ) HP SLLIFDED \RP HRI
WH SURSRUMRQY GVPXWHSG LOWWLY SDBHU

1 IFKRQY GHFUEHY D MP SB REHYDARQ EDHG &, 7 P HKRGRBRI\
|RUFRANY FAL LGAGHOV LQ VHYLRH 7 KH YDWWP DRIW R \WH U-BRWG
LRGNV KRZHHJ FOPH TURP FRQWKP HUVHIVMFHY |, WIARX@S EH | IKMKOWR
0SSO WH MPH P HMRGR®)\ \SHAILFD® R FRIBAMY FF LGAGHIV 1O
SR HMRIOHMFHY 7 KLV FRX@ P HIQLQ SR HMREIOHYAHVLQJHHIDO RU
LQ D \SHAULF SRHMRIO HYIFH / INZIVH IWFRXE EH LOMIMY R
USOFADM RNHJ FRL FROXP HJ \HYLFH WMAHY 1Q SUR HWIRQDD HYLFH
HYURQP HOV

$ QRWHU P HNRGRBILFDOCSSURTK Z RX@ EH VR FROGPNQMYLZ V Z W
VHYLFH SUR HMRQDOY DQG RUUHAHBWRQ W Z W DYLHZ VR URYHDOQ) LOUIKW
LOR FALLQ D HBRIRQ R SR HMRIOVHYFHY Z KHH FAL \HHP V D UHBYDQW
FRGA-BW/ LNHZ NVH AR FUMIFDOLGALGHV FRX@E EH FRGPAMG | URP- SUR HMRID
VHYLFHSUIRVIGHY

6XP P DU

7KLV SCSHULQWIED RAEH/ Z K\ UHIDARQKLS P DINHAQ) DESURCAKHY DH
SOMEX@D® \MWMG \R PONHMY \HYIFH 7KH [PSRMIFH R P DQDILQ)
LOMIPNRY EHA HHD HP SR HV DG PXARP HY DQG \WH DADARY MY NH
CRMMW WKW UHFHYHY [URP DODOWW DH ERK UHFRIQVHG  7KH AHOADD
WHP HR WH SCBHULY \WHQ GHYHIRSHG (TP HD \WDAP DQDILQ) DQG P RQRUQY
WH LOMIPWRQ ERE HHD FXWRP HY LV DOR DQ DESURSUDM DQG LP SRUIQAI RO
IRUPDQ SRYIGHY R VHYFH 7KH SIWHFH R RMHJ PXMRP HY GAUQ) D
JLYHD PXWRP HV VHYFH HFRXQMJ FDQ EH DQ LQUIQUF HBP HOVR  WDW
HOFRXQMUDQG FOUIHY\LI QU LFDQNP SOFDARQY RUVHYLFH TXDDW

5 HHMHIH LV P DCH W HLGHIFH I URP WH @P WG Q<P EHUR SUHYLRXV FRL
WYAH/ RQ WH Z LGASUHG H IMMIAH R FAL. DQG RQ W LP STRARQ SHIFHYHS
VHYLFH TXOIW WY HP SKDIVHG KRZ HYHJ WDAMHH WGEH/ G-DOD® RW



H FOMYHD Z LW FAL LQ D FRQUP HUMHYLFH FRQM W7 KH QHHG VR LOYHA DM
WH PHDQQJ) DQG WHBYDQFH R FAL LQ D SUR HMR@O VHYLFH FRQM WLV
XQHOGHE $FFRAQIO [LYH SIRSRUMRYY FRFHOQ) FAL 1Q SR HMRID
VHYLFH/DHSXWRZ DUG DG QVRXWHG

$ FOWILIDIRQ R SR HMRIOVHYLAH DAFREQ) R WHH \WOAR FH
DQG F F AP HMRQVR VHYLFH HIFRXQMY LV SIRVIGHS $ Q RUJLCDOWSRERI\
R HYFHVIURP WHSHISHAWHR WHSIHWHIHR DG RULQMIRIRQ Z W
RMHUPXRP HY/LV SIRYGHS 7 KLV DQG RMHJUAHDUAK VK J ANV WDAEXWRP HY/
PD LQMIPAIQ D P XASIAW R Z DV DG WDMOQ \RP H VHLYLFH LOGXWMHY
LOMIPMRY PD EH ZICGHSUHG $FRAQO WLV [P SRYEIQM RU \HYLFH
RUDQVDARYY \R P RQWRUDQG DCOOH FAL. 6RP H ALK P HNRGRBILHY | RU
QMY FAL LQ SUR HAMRQDO VHYLFHY DH \KJJHMG DQG  DBSURTFKHY 1RU
SUHYHIAMY DQGUHFRYHIQ) 1URP QHIDRYH AL DHRAECHG
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