NSO

Overview Of Chapter 2

Customer Decision Making:
The Three-Stage Model of
Service Consumption l

2. Service Encounter Stage >

: 1

3. Post-encounter Stage
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1. Pre-purchase Stage - Overview B

aroused needs
Evaluating

Service Encounter

~ Stage perceived risk
l expectations
Post-encounter Stage decision

27.01.2025 - MBA| SERVICES MARKETING OPPORTUNITIES | Dr.A.Saravanakumar| SNS Institutions



e Service encounters range
from high- to low-contact

» Understanding the
Service Encounter Stage servuction system

» Theater as a metaphor for
l service delivery: An
integrative perspective

Post-encounter Stage
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Service Encounters: High-Contact to Low-Contact

Emphasizes

High encounters
* Nursing Home with service personnel
* Haircut
* Four-Star Hotel
* Good Restaurant * Management Consulting

» Airline Travel

* Retail Banking « Telephone Banking

=Motel : * Car Repair
* Fast Food * Dry Cleaning
« Mavie Theater Sinasranes >
* Subway
« Cable TV
; * Internet Banking T
Emphasizes * Mail-Based Repairs
encounters
with physical * Internet-Based Services
service elements Low
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« Evaluation of service
performance

Service Encounter » Future intentions
Stage >

Post-encounter Stage /

v

27.01.2025 - MBA| SERVICES MARKETING OPPORTUNITIES | Dr.A.Saravanakumar| SNS Institutions



