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Rl BEEER

BEARER A N Aak
%)
PE5 % 160 41.1
s 229 58.9
E 1620 % 30 7.7
21—30 % 237 60. 9
31—40 % 94 24.2
41—50 % 19 4.9
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T AR SC R FH B8 BIK 3 R0 08 8K 3l AH 45 6 19 J7 =X
I AR Z AR I H AR 3 2 B 7Y SR A 5T, O
RT—1ERRELBEZ SR, 53 7 FHHE
i AN S R NS o (= iy AP 7 LN 9
SR 12 R A B R AR BRI
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(199D Ay & T H Cronbach’s o & I
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1990) . Hair(1998) 1A FI FI 32 WL 43 43 # 1: » LA
B KA B AT 25 I BT R R R
M 60%, Wk 2 Fros, FUEG RGNS
R .

K2 &HTE Cronbach’s o EHEFETHE
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The Impact of Customer Paticipation on Customer Satisfaction

——An Empirical Study Based on Haircut Industry

Peng Yanjun,Jing Fengjie
(Business School of Beijing Technological and Business University;

Management School of Huazhong University of Science and Technology)

Abstract Customer’s participation in the service production influences not only the productivity and service quality of
service, but also their own satisfaction. Based on literature and previous study, this study makes deeper exploration on
the mechanism in which customer participation influences customer satisfaction, and puts forward that through
affection, perceived control and relation bonds,customer participation affects perceived service quality and further affects
customer satisfaction. This study also examines various dimensions of participation to generate better refined results.

Key Words Customer participation, Affection, Perceived control, Relation bonds, Perceived service quality,

Customer satisfaction



