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2} 2 ¢: With permission from Craig M .Froehle and Aleda V.Roth, "New Measurement Scales for Evaluating of Technology-Mediated Customer

Service Experience.” Journal of Operations Management 22, no (Feburary 2004), p. 3.
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A2 9): Reprinted with permission from James A. Fitzsimmons, ‘Is the Future of Service Self-service?” Managing Service Quality 13,
No.6 (2003), p. 444.
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2+52 21: Adapted and Reprinted by permission of Harvard Business Review. From "Control in an Age of Empowerment,” by Robert Simons, March-
April, 1995, pp. 80-88. Copyright 1995 by the Harvard Business School Publishing Corporation: allrights reserved.
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ALz 9l Adapted from Charles H. Schwepker, Jr. and Michael D. Hartline, "Managing the Ethical Climate of Customer-Contact Service Employees,”
Journal of Service Research, 7, no. 4 May 2005, p.378.
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#} & 9): Benjamin Schneider, “The Service Organization: Climate Is Crucial,” Organizational Dynamics, Autumn 1980, p. 62.
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2352 21: Adapted and Reprinted by permission of Harvard Business Review. From “Putting the Service Profit Chain to Work.” by James L. Hesken,

Thomas O. Jones, Gary W. Loveman, W. Earl Sasser, Jr., and Leonard A. Schiesinger, March-April, 1994, p. 166. Copyright (©) 1994 by the Harvard
Business School Publishing Corporation; all rights reserved. As adapted in James L. Heskent, W, Earl Sasser. Jr.. and Leonard A. Schlesinger,
The Service Profit Chain (New York: The Free Press, 1977), Figure 2-1, p. 19.



