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Abstract
One of the important preliminary steps for organizations in building long-term customer
relationship is to establish customer relationship strength (CRS). Customer participation is
the marketing thought that has gained much attention of marketing scholars and practitioners
in recent years. It aims to increase customers' perceptions of service quality, satisfaction, and
loyalty through encouraging customers to participate in service production and delivery
processes. The results of the present study show that, using the customers of barbershops
and beauty parlors in Taipei as the sources of data collection, customer participation is
positively correlated with CRS, both directly and indirectly. The indirect effects imply that
customer satisfaction, customer commitment and relational bonds serve as intervening
variables between customer participation and CRS. However, the direct effect of customer
participation on CRS is much higher than total indirect effect. This indicates that there are
other more important intervening variables that can explain the relationship between
customer participation and CRS. Because existing literature shows that CRS can increase
customer relationship longevity and a firm's long-term profitability, the research results of
this paper support the importance of customer participation to firms.
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Berry (1983) (Relationship Marketing) 

Berry (1983) 

(Zeithaml & Bitner, 2003)

(Gwinner, Gremler, & Bitner, 1998)

Storbacka Strandvik Gronroos (1994) (Relationship

Profitability Model)

(Relationship Strength) Storbacka et al. (1994)

Storbacka et al. (1994) 

( ) (Akerlund, 2005; Barnes,

1997; Gwinner et al., 1998; Patterson & Smith, 2001)

(Service Delivery Processes) 

(Customer Participation) 

(Experience Economy) 

(Robinette, Brand, & Lenz, 2001) Pine Gilmore (1998) 

Prahalad Ramaswamy (2004) 

(Bendapudi & Leone, 2003)
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19 2

(Cermak, File, & Prince, 1994; Ennew & Binks, 1999; Kelley, Donnelly, & Skinner, 1990;

Kellogg, Youngdahl, & Bowen, 1997)

Storbacka et al. (1994) 

(Akerlund, 2005)

Storbacka et al. (1994) 

Barnes (1997) Gwinner et al. (1998) 

Patterson Smith

(2001) (Relationship Commitment) 

Akerlund (2005) 

(Cognitive, Affective, Conative, and Behavioral Loyalty) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Swan Oliver (1989) 

Storbacka et al. (1994) Storbacka et al. (1994) 

(Antecedent Variables)
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(Dichter, 1966; Gremler &

Brown, 1999; Silverman, 1997; Westbrook, 1987)

(Heskett, Sasser, &

Schlesinger, 1997) (Intangibility) 

(Heterogeneity)

Gremler Brown (1999) 

(Crane, 1989; Freiden & Goldsmith,

1988) (Crane & Lynch, 1988)

Dichter (1966) 

1. (Product Involvement)

2. (Self-involvement)

3. (Other Involvement)

4. (Message

Involvement)

(Garbarino & Johnson, 1999; Mittal, Kumar, & Tsiros, 1999; Swan & Oliver, 1989; Wirtz &

Chew, 2002; Zeithaml & Bitner, 2003) Moliner Sanchez Rodriguez Callarisa (2007)

Storbacka et al. (1994) Brown

Barry Dacin Gunst (2005) 

Gwinner et al. (1998) Reichheld Sasser (1990) 

(Relational Benefits) ( ) 

(Cunningham, 1956; Frank, Massy, & Lodahl, 1969)

(Behavioral and Attitudinal Loyalty) (Chaudhuri & Holbrook,

2001; Oliver, 1997)

(Datta, 2003)
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19 2

(Jacoby & Chestnut, 1978)

McMullan Gilmore (2003) Oliver (1997) 

1. 

2. 

3. 

4. 

(Inertia) 

Datta (2003) 25 54 

Gwinner et al. (1998) 

Reichheld Sasser (1990) (

) 

(Bove & Mitzifiris, 2007; Macintosh & Lockshin, 1997; Moliner et al.,

2007; Too, Souchon, & Thirkell, 2001; Wulf & Odekerken-Schroder, 2003)

Singh (1988) 

1. (Voice Responses)

2. (Private Responses)

3. (Third Party Responses)

Stephens Gwinner (1998) 1. 

(Individual Characteristics) (Demographics)

(Personality Factors) (Attitudes Toward Complaining)

Keng Richmond Han (1995) 

Bearden (1983) Blodgett Wakefield

Barnes (1995) 

2. (Situational Factors) 3. (Product-related Factors)

Day (1984) Bolfing (1989) 

Swan Oliver (1989) Wirtz Chew (2002) 

Moliner et al. (2007) 
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DeWitt Brady (2003) (Enjoyable Interaction) (Personal

Connection) (Rapport) (In a

High Level of Rapport)

(Liljander & Strandvik,1993; Zeithaml, Berry, & Parasuraman, 1993)

Reichheld (1993) 65%

85% 

Gronhaug Gilly (1991) 

Storbacka et al. (1994) (Bonds) Gwinner et al.

(1998) Liljander Roos (2002) ( )

Storbacka et al. (1994) 

(Peter & Olson, 1996; Voss, Parasuraman, & Grewal, 1998)

Woodside Frey Daly (1989) 

( ) 

(Ganesh, Arnold,

& Reynolds, 2000; Tsiros & Mittal, 2000) Moliner et al. (2007) 

Bove Mitzifiris (2007) 

Swan 

Oliver (1989) 

Gwinner et al. (1998) Reichheld Sasser (1990) 

Storbacka et al. (1994) 

Storbacka et al. (1994) 

Liljander Roos
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19 2

(2002) 

Gwinner et al. (1998) 

(Core Services) 

Gwinner et al.

(1998) 

1. (Confidence Trust)

2. (Social Benefits)

3. (Special Treatment)

Gwinner et al. (1998) /

Gwinner et al. (1998) Reichheld Sasser (1990)

Berry Parasuraman (1991) Liljander 

Strandvik (1993) 

Morgan Hunt (1994) 

Bansal Irving Taylor (2004) 

1. (Affective Commitment)

2. (Normative Commitment)

(Ought to) 

3. (Continuance Commitment)

(Have to) 

(Bove &

Mitzifiris, 2007; Macintosh & Lockshin, 1997; Too et al., 2001; Wulf & Odekerken-

Schroder, 2003) Bove Mitzifiris (2007) 
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Moliner et al. (2007) 

(Parasuraman, Zeithaml, & Berry, 1985)

(Harris, Harris, & Baron,

2001)

(Ennew, 1996; Ennew & Binks, 1999)

Risch-Rodie Kleine (2000) 

Silpakit Fisk (1985) (Effort) 

(Involvement)

1.

2.

3.

Kellogg et al. (1997) 

1. (Preparation)

2. (Relationship Building)

3. (Information Exchange)

4. (Intervening)

Kelley et al. (1990) 

(Mills, Chase, & Margulies, 1983)

(Bowers, Martin, & Luker, 1990)

(Bitner, Faranda, Hubbert, &
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Zeithaml, 1997; Kellogg et al., 1997)

(Ennew & Binks, 1999)

(Economic Needs)

(Kelley et al., 1990) (Social

Needs) (Self-service) (Dabholkar,

1996) (Bitner, 1995)

(Cermak et al., 1994; Ennew & Binks, 1999) Kellogg et al. (1997)

Kelley et al. (1990) Kelley Skinner

Donnelly (1992) 

(Indirect Effects) (Direct Effect)

Storbacka et al. (1994) 

/

/

(Cermak et

al., 1994; Ennew & Binks, 1999; Kelley et al., 1990; Kellogg et al., 1997)

(Mills

et al., 1983)

(Peter & Olson, 1996)

Woodside et al. (1989) 

Swan Oliver (1989) 
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Pruyn (1998) (Attribution Theory) 

(Kelley et al., 1990)

(Dabholkar, 1996) (Bitner,

1995)

Liljander Roos (2002) 

Gwinner et al. (1998) /

( )

Dellande Gilly Graham (2004) Mohr Bitner (1991) 

Auh Bell McLeod Shih (2007) 

( ) 

(Garbarino & Johnson, 1999; Mittal et al., 1999; Swan & Oliver, 1989; Wirtz &

Chew, 2002; Zeithaml & Bitner, 2003) Brown et al. (2005) 

Cermak et al. (1994) Risch-Rodie Kleine (2000) Silpakit 

Fisk (1985) 

Dichter (1966) 

Datta (2003) 
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(Hubbert, 1995)

(Price, Arnould, & Tierney, 1995)

(Parasuraman et al., 1985)

(Murray, 1991)

(Gwinner

et al., 1998)

25~40 

(Self-administration) 400 

315 

59 41 

10 

200 

515 45.52%

36 ( 11.219) 49,670 ( 21,021.48 )

66%
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34%

(Scale) 

Storbacka et al. (1994) 

(1) 

Maxham (2001) (Likert 5-Point Scales) (5

3 1 ) 0.2

Cronbach's 0.79 (Nunnally & Bernstein, 1994)

(2) 

Singh (1988) 10 1

( ) 0.2

9 0.2 Cronbach's 0.81

(3) 

McMullan Gilmore (2003) 28 

4 0.2 (

) 24 

0.2 Cronbach's 0.85

36 

0.2 Cronbach's 0.86

Kellogg et al. (1997) 

0.2 Cronbach's 0.82

Voss et al. (1998) 

0.2 Cronbach's 0.83

Gwinner et al. (1998) 
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0.2 Cronbach's 0.91

Bansal et al. (2004) 

0.2

Cronbach's 0.85

Pearson's 

(Structural Equation Model SEM) (Path Analysis) 

247

SEM 
2=75.6119 (df=7, p- <0.01) RMSEA (Root Mean Square Error of

Approximation) =0.1769 0.1 

GFI (Goodness of Fit) =0.9998 AGFI (GFI Adjusted for Degrees of

Freedom) =0.9974 NFI (Normed Fit Index) =0.9822 CFI (Comparative Fit Index)

=0.9835 0.95 PGFI (Parsimonious GFI) =0.5753 0.5

(Bagozzi & Yi, 1988; Bentler, 1983; Bentler & Bonett, 1980; Browne &

Cudeck, 1993; Hu & Bentler, 1999; Jöreskog & Sorbom, 1993; Mulaik, James, Van Alstine,

Bennett, Lind, & Stilwell, 1989; Tanaka & Huba, 1989)

(Endogenous Construct) (Manifest Variable)
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( =0.1488, t- =1.1703, p- >0.1)

(Measurement Model) 

2 2 
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19 2

2 

( ) =0.01 Voss et al. (1998) 

(Composite Scale) 

1 (Ullman, 2007)
2=75.2455 (df=4, p- <0.01) RMSEA

=0.1146 0.1 

GFI =0.9998 AGFI=0.9958 NFI=0.9812 CFI=0.9819 0.95

PGFI=0.5812 0.5

=0.01 

2 

(Ullman, 2007) 3

1 

6.60% (0.0401/0.6079 100)

(Partial Mediator)

( 2 10.47%

(0.0785/0.7498 100)

( 3 41.22% (0.0580/0.1407 100) 4 

27.84% (0.2268/0.8146 100)
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Storbacka et al. (1994) 

(Bove & Mitzifiris, 2007; Gwinner et al., 1998; Moliner et al.,

2007; Reichheld & Sasser, 1990)
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/

( 2) (

0.1767) ( 0.1120) (

0.0827)

(Reichheld, 1993)

(Gronhaug & Gilly, 1991; Storbacka et al., 1994)

0.8146 ( 3)

66.36% 

0.2268 0.5878

Hubbert (1995) 

(Firat & Venkatesh, 1995; Lengnick-Hall, 1996)

(Kelley et al., 1990; Lengnick-Hall, 1996; Mills et al.,

1983) (Control) (Lusch, Brown,

& Brunswick, 1992) (Bowers et al., 1990) 

( )

( )

( )

Storbacka et al.(1994) 

(Relationship Longevity)
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Firat Venkatesh (1995) 

Lengnick-Hall (1996) 

Lengnick-Hall (1996) 

Prahalad Ramaswamy (2004) 

Gardner (1985) 

(Moods and Emotions) Tomkins (1980)

Osborne Plastrik (2000) Singh (1990) 

(Bolton, 1998;

Smith & Bolton, 1998, 2002; Tax & Brown, 1998; Tax, Brown, & Chandrashekaran, 1998)
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