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Abstract

The Change of Customer Participation in Service by the Development of
Relationship : Application of Latent Growth ModelingJr

Ahn, Jinwoo' - Park, Se-Jeong”

This study aims to identify the change of customer participation(CP) which is essential to the
service industry as the relationship between the customer and the employee develops. The latent
growth modeling analysis based on the longitudinal data is utilized to examine the pattern of the
change. This is based on the fact that CP needs to be understood in the relationship and is to
confirm the change in CP by the development of the relationship. Given the dynamics of the
relationship, we intend to overcome the limitations of previous cross—sectional researches by
revealing the trajectory of CP in the relationship through the longitudinal data. We also want to
examine which variables in the relationship can facilitate changes of CP.

Research has shown that CP is significantly changed with the development of the relationship
when we analyzed it through latent growth modeling. This confirms that CP needs to be
understood in the relationship. In addition, ‘relationship proneness variable and ‘dependence to
provider' variable have positive effects on the initial values of CP, but they have not been
established to promote the changes of CP. Consequently, when considering the dynamics of
relationships, it 1s important to recognize that CP is also dynamic. This study sought to get out of
the cross—sectional and fragmented understanding of CP that is dynamic. Through this, we would
like to propose the successful operation of the customer management program of service firms in
relation to CP. This will lead to the success of service encounter where appropriate CP levels at

each stage of relationship development can be achieved.

Key Words: service industry, customer participation, latent growth modeling, relationship proneness,

dependence to the provider

+ This work was supported by the Ministry of Education of the Republic of Korea and the National Research Foundation
of Korea(NRF-2015S1A5A8017091)

*  First Author, Associate Professor, Business Division of Yeungnam University College, ajwl0@ync.ac kr

w% Associate Professor, Department of Social Welfare and Childcare of Yeungnam University College, sezzi721 @hanmail.net



