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How to interpret this circle?

¢ New ways of organizing boundary-
spanning structures

¢ Increased use of technology-
mediated service delivery

¢ New types of service encounters

¢ Unleashing creativity, that’s the real
challenge
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New ways of organizing
boundary-spanning structures

& Organizing customer contact
personnel in self-managing teams

& Research project the mediating role
of team service climate

+ Longitudinal database including
employee and customer data

& Use of hierarchical modelling (HLM)

&
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Increased use of technology-
mediated service delivery

& Analysis of cross-national data,
across multiple channels of service
delivery

¢ Look at the relationship between
PSQ and Satisfaction
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Culture’s as well as technology’s

consequences

& “technology is not independent of
culture” (Trillo, 1997)

¢ “culture = shared norm and value
system” (Hofstede, 1980)

& Basic premise: cultural variation Iin
attitudes and preferences is likely to
evoke different customers responses
to perceived service quality b

S
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Culture’s as well as technology’s

consequences

¢ three after-sales services
modes: face-to-face, voice-to-
voice, and bit-to-bit

& Four cultural characteristics:
power distance, individualism,
masculinity, and uncertainty
avoidance

&
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Culture’s as well as technology’s

consequences

¢ Two levels of aggregation: individual
and country level

+ Evaluative judgments at the Ind.
level

¢ Customers are nested within
countries, cultural dimensions occur
at a higher level

¢ Multi-level modeling allows for
estimation of cross-level interactioni

S
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Culture’s as well as technology’s

consequences

¢ No moderating effects service visit:
+ Lower levels of customer participation

» Cultural adaption through contextual and
social cues

¢ For voice-to-voice:
« Individualism -> more innovative

+ Telephone services are associated with
higher perceived risk

¢ Most pronounced effects for e-service

&




Faculty of Ecohomics and Business Administration

New types of service
encounters

¢ E-service as well as m-service
delivery increases customer-to-
customer contact

¢ New forms of social interaction
should be studied
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Commercial Virtual Communities

o
2

informational
value

<=

co-produce
& consume

o

A
T

socio-emotional
value

U



Value Proposition
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Benefits of Commercial VCs

¢ Increased stickiness

¢ Opportunity to “listen in”:
+ Best practice, ideas, trends
+» Problems

+» Opinions about products and services
(also from competition)

¢ Log files

There is some evidence of
bottom-line impact D

S
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Fundamental Question

¢ What distinguishes successful from
unsuccessful online communities of
practice?




Answer

Crucial success factors

|

=) Community Citizenship Behavior:
+~Participating (civic virtue)
+Helping (altruism)
+~Tolerating (sportsmanship)

=) Continued Membership

Faculty of Ecohomics and Business Administration
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Research Model — Main Effects
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Unleashing creativity, that's the

real challenge
(and you get to do cool research)

¢ Experiment with pro-active chat bots
In after-sales service delivery

¢ In cooperation with a small software
company and public utilities provider

&




Faculty of Ecohomics and Business Administration

Getting published is...

...Necessary for your career

...necessary to engage in a dialogue
with other academics

...necessary for your teaching
...necessary to improve your work

...and probably the most frustrating
aspect of early academic life! «
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Difficulties (that's what they call
opportunities)

¢ Many different journals

¢ Many different editorial practices
o Arbitrary?

¢ “big names”

+ Nationality/university reputation

¢ Coping with reviewers’ comments

'€
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Take-aways...

¢ Use any chance to present your work

& Select the journal before you start writing
¢ Contribution!

¢ Really think about what you are doing

¢ Ask others to read your article (“strategic”
scholars)

¢ Spend a lot of time on the referee report!
¢ See it as a learning process...
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What | learned...(the hard way)

Writing is behavior...like
other behavior, the more
often you write, the better
you'll get at it!
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Questions/Feedback




Thank you for your
attention!




