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Abstract

The Relationship between Customer Participation and

Friendship and Their Influences on Relational Outcomes

Ahn, Jin-Woo'

This research examines not only the relationship between customer
participation and friendship on which are focused in service marketing, but
also their influences on relational outcomes. It has been well-known that
customer participation had strong influence on an interaction with service
provider in a service encounter which could build up social aspects of
customers-service firms, as well as functional aspects. Thus, this paper
identify the relational outcomes generated by customer participation and
social bonds, not just customer satisfaction or service quality.

As results, considering the impact of customer participation on the
interaction process, customer participation had a directly positive effect on
the friendship significantly. Additionally, friendship influenced by customer
participation and interaction with a service provider was examined that it
could have influences on relational outcomes such as relationship quality and
customer loyalty. Therefore, customer participation can get rich the process
of interaction, which can build up friendship between customers and service
providers. Ultimately, it is estimated that customer participation and

friendship can lead relational outcomes.

Key Words: customer participation, friendship, relationship marketing,

service marketing
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