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บทคัดยอ 

การวิจัยนี้มีวัตถุประสงคเพ่ือ 1) เพ่ือศึกษาพฤติกรรมการใชอินเทอรเน็ตของผูท่ีตัดสินใจซ้ือสินคา

ออนไลนผานแอปพลิเคชันในเมืองฉงชิ่ง 2) เพ่ือศึกษาปจจัยทางการตลาดท่ีสงผลตอการตัดสินใจซ้ือสินคา

ออนไลนผานแอปพลิเคชันในเมืองฉงชิ่ง และ 3 ) เพ่ือศึกษาการตัดสินใจซ้ือสินคาออนไลนผานแอปพลิเคชันใน

เมืองฉงชิ่ง 

 การวิจัยนี้เปนการวิจัยเชิงปริมาณ ประชากรคือผูใชท่ีซ้ือผลิตภัณฑออนไลนผานแอปพลิเคชันในเมือง

ฉงชิ่ง ซ่ึงไมทราบจํานวนท่ีแนนอน กลุมตัวอยาง จํานวน 400 คน ใชวิธีการสุมแบบเฉพาะเจาะจง โดยใช

แบบสอบถามเปนเครื่องมือในการเก็บรวบรวมขอมูล สถิติท่ีใชในการวิเคราะห ไดแก คาความถ่ี รอยละ คาเฉลี่ย

และสวนเบี่ยงเบนมาตรฐาน สถิติท่ีใชในการทดสอบ คือ การวิเคราะหการถดถอยเชิงเสนแบบพหุ 

ผลการวิจัย พบวา 1) พฤติกรรมการซ้ือของออนไลนผานแอปพลิเคชันในเมืองฉงชิ่ง พบวาพฤติกรรมการซ้ือ

สินคาออนไลนผานแอปพลิเคชัน ผูตอบแบบสอบถามสวนใหญใชแอปพลิเคชัน taobao 2) ปจจัยสวนประสม

การตลาด พบวาโดยรวมอยูในระดับสูง และเม่ือพิจารณาในแตละดาน พบวา โปรโมชั่น ราคา ความเปน

สวนตัว ผลิตภัณฑ และความเปนสวนตัว ลวนอยูในระดับสูง และ 3) ดานการตัดสินใจซ้ือสินคาออนไลนผาน

แอปพลิเคชันจะข้ึนอยูกับแอปพลิเคชัน โดยจะจัดเก็บขอมูลท่ีเปนความลับของลูกคา เชน ชื่อ อีเมล หมายเลข

ติดตอ และท่ีอยู ฯลฯ อยางปลอดภัย 

 

คําสําคัญ: สินคาออนไลน แอปพลิเคชันออนไลน 

  



 

ABSTRACT 

The objectives of this research: 1) to study the internet usage behavior of people who 

decide to buy products online through applications in Chongqing city 2) to study the 6P's 

marketing factors that affect the decision to buy products online through applications in 

Chongqing city and 3) to study the decision to purchase products online through 

applications in Chongqing city. 

The research model is a quantitative research. The population studied in this study were 

user who purchased products online through the application in Chongqing city. The exact 

number was unknown. The sample group in the study was user who purchased products 

online through the application. Sample sizes were accepted 400 total. Use a specific 

randomization method. By using questionnaires as a tool to collect data. The statistics 

usedin the analysis were percentage, mean, standard deviation. 

The research finding were found that: 1) online purchasing behavior through applications in 

Chongqing city. The research found that behavior of purchasing products online through 

applications most of the respondents use the taobao application. 2) marketing mix factors 

(6P's) found that overall, it is at a high level and when considering in each aspect, it was 

found that promotion, price, privacy, product and personalization were all at a high level 

and 3) the decision to buy products online through an application, is influenced by the 

application. It stores confidential customer information such as name, email, contact 

number, and address. etc. safely 

 

Keywords: Products online, Online application 

Research Background 

Researching the factors affecting decision-making for online product purchases in Chongqing 

City involves understanding the unique urban environment, technological adoption rates, 

consumer behaviors, and economic dynamics of this major city in Southwest China. 

Chongqing, known for its mountainous terrain, has a significant urban population that has 

increasingly embraced e-commerce for its convenience, especially given the city's geographic 

challenges. The city's unique blend of urban and semi-urban populations, along with its 



rapid economic development, provides a fascinating backdrop for studying online purchasing 

behaviors. 

 Today's technology is growing rapidly. Computer network technology has developed 

in many forms. The computer network with the greatest coverage and number of users is 

the computer network called the Internet. The Internet is a communication innovation that 

is rapidly growing and gaining popularity. Because it allows users to receive convenience, 

speed, and savings, the Internet is a center for endless news, causing changes in information 

in various fields such as economics, politics, culture, education, transportation, 

communications, and the military, etc., including online business. Because of the importance 

and benefits of the Internet, the Internet has a large amount of information gathered 

together. Moreover, the Internet has a lot of information to choose from to meet the needs 

of every group, every gender, every age, every career field. Tools with many features and 

characteristics brought together by the essential features and characteristics of the Internet. 

Providing information services in various formats quickly and in a timely manner, and the 

Internet is also useful for quickly studying and researching information as needed. The 

widespread expansion of the Internet has resulted in the rate of Internet use in countries 

that Developing countries have a higher chance of expanding, which may cause Allowing 

online purchases to increase, businesses today are interested in using websites as a tool for 

presenting products and services to consumers because it is technology that allows 

businesses to operate efficiently. Organizations that operate electronic commerce 

businesses will: Allowing consumers to quickly receive the information they need and 

purchase products and services through the store's website immediately, anywhere, anytime, 

resulting in changes in purchasing behavior. Technology has been used in various areas as 

follows: 1) Search for various information to help make business decisions. 2) Be able to buy 

and sell products. through market channels or online store 3) Marketing, marketing 

communications, advertising via the internet network. 4) Users who are companies or 

organizations. can open for service and support their customers through the internet 

network (Sunithong, 2016)  

 Therefore, the researcher is interested in the factors affecting the decision to 

purchase products online through applications in Thailand. for entrepreneurs or interested 

persons Marketing strategies can be applied to offer products and services through 

applications. To meet the needs of consumers and create satisfaction for consumers. 



 With the widespread expansion of the Internet, the rate of Internet use in developing 

countries is likely to increase, which may cause Given the increase in online product orders, 

businesses today are interested in using applications as a tool for presenting products and 

services to consumers. Because it is technology that allows businesses to operate efficiently, 

organizations that conduct electronic commerce will allow consumers to receive 

information. 

 As desired quickly and can buy products and services through the application 

immediately, anywhere, anytime, causing purchasing behavior to change in the business 

sector, therefore it is very necessary to change the channel for selling products. Changing 

the channels for presenting products and communicating with new customers, including 

marketing through digital channels, are principles of marketing that are applied through 

digital tools. (Electronic Transactions Development Agency, 2020) 

 Emphasis is placed on communicating with digital thinking through digital tools or 

technology, which is the principle of marketing. That's if you follow your eyes. In the past it 

consisted of the so-called 6P's, which are Product, Price, Place, Promotion, Personalization 

and Privacy, or means that products or services that will be traded online have developed 

rapidly, causing entrepreneurs Commercial side 

 Thai electronics companies are increasingly interested in this business. This can be 

seen from the growth of SMEs businesses, which is an impetus for promoting trade through It 

can be adjusted in many formats and most importantly, buyers and sellers can use it more 

easily and conveniently. Whether it is a security system for payment, being able to verify 

purchases made over the internet more quickly, today general products have become 

known as markets on the internet network. (Electronic Transactions Development Agency, 

2020) 

 An online application is an application on a mobile phone that the general public 

can download and use easily and conveniently. Within the application there will be various 

stores such as stores from Selling clothes Cosmetics Various clothing accessories Various 

accessories, electronic equipment that are necessary for daily use. In addition, the 

application also defines marketing mix factors for businesses that sell products through 

commerce. electronic business in order to create more sales, such as organizing special 

promotions for target customers and new groups of customers all the time to maintain the 

target customer group and make the application so that even though Application operators 



will already give sufficient importance to marketing promotions in terms of organizing 

promotions. But now there are medium sized businesses. and small businesses that 

increasingly sell products through electronic commerce. In addition, the behavior of 

purchasing products and services of consumers has changed all the time and is increasing 

more and more. Therefore, businesses must give importance to factors in the marketing mix 

in every aspect, whether it be products, prices, channels. in distribution and marketing 

promotion Including marketing communications that can be communicated to consumers at 

all times in order to respond to consumer behavior as much as possible. 

Therefore, the researcher is interested in the factors affecting the decision to purchase 

products online through applications in Thailand for entrepreneurs or interested persons. 

Marketing strategies can be applied in presenting products and services through applications 

to meet consumer needs and create consumer satisfaction. 

 

Research Objective 

1. To study the internet usage behavior of people who decide to buy products online 

through applications in Chongqing city. 

2. To study the 6P's marketing factors that affect the decision to buy products online 

through applications in Chongqing city. 

3. To study the decision to purchase products online through applications in Chongqing city. 

 

Research Scope 

In this research, the researcher has defined the scope of research as follows: 

 1.3.1 Content Scope 

 Focus on the study of factors including: 

 Independent : 

1.Demographic  

1.1 Gender  
1.2 Age 

1.3 Education level 

1.4 Occupation 

1.5 Monthly income 

2. Behavior of using the internet to buy products online 

2.1 Applications used for purchasing products online 



2.2 Frequency of purchasing products online through applications  

2.3 Purchase expenses Online products through applications  

2.4 Types of products purchased online through the application  

2.5 Period of purchase of products online through the application  

2.6 Date of online purchase through the application  

2.7 Equipment used for online purchases through applications  

2.8 Payment channels for online purchases through applications 

3.Marketing Factors (6P's) 

 3.1 Product  

3.2 Price  

3.3 Place 

3.4 Promotion 

3.5 Personalization 

3.6 Privacy 

Dependent : 

 1.Deciding to buy products online through an application 

 1.1 Recognition of problem needs 

 1.2 Seeking information 

 1.3 Evaluation of alternatives 

 1.4 Purchasing decision 

 1.5 Post-purchase behavior  

1.3.2 Area Scope 

Chongqing city, China 

 1.3.3 Population Scope 
 The population studied in this study were user who purchased 

products online through the application in Chongqing city. The exact number 
was unknown.  

            The sample group in the study was user who purchased products 
online through the application. Sample sizes were determined from Taro 

Yamane's formula (1973) at 95% confidence level and tolerances of 5% sample 
selection were accepted 400 total. 

 1.3.4 Time Scope 
 2024 May 1 to 2024 August 28 

Definitions of specific terms 

Selling products online  



 means making, buying, selling (Transaction) products and services. 
By sending information in electronic form. or sent through all types of 

electronic communication devices that can interact with each other, such as 
telephones, faxes, and network systems. There will be many types of 
products and services to choose from. Contains information about the 

product, still images, moving images, or realistic sounds. You can buy 
products in a convenient and cost-effective way. 

 Personal factors refer to gender, age, status, educational level, 
occupation, and average monthly income of service users. 

 Consumer behavior refers to the decisions and actions of consumers, 
which is the basic economic unit. Concerning the purchase of various goods 
or services for personal consumption. But not for production or resale. The 
study of consumer behavior is a study in the field of microeconomics. To 
know how consumers behave in purchasing or consuming products or services 

under various circumstances. 
 Product factors mean 1) Digital products such as software, music, 
digital books which can deliver products via the internet 2) Non-digital 
products (Phyical Product) such as clothing, accessories which must be 

delivered through transportation channels to reach the buyer 
 Price factor (Price) means that selling products on e-Commerce will 
be cheap or expensive. Depends on the product which when combined with the 
shipping cost If the price increases, it may reduce its attractiveness or 
cause customers to change their minds. May use methods to adjust prices to 
be low When combined shipping costs remain low. greater than or equal to 

the market If unable to adjust the price Focus on convenience from ordering 
Promotion If the stated price does not include shipping costs. Be sure to 
let customers know that shipping costs have not been included. and provide 

shipping information as well 
 Place means presenting the website for interested people to visit 
and choose to use the service. Public relations through various internet 

channels in the country and abroad Search Engine 
 Promotion refers to sales promotion. It is an important principle 
that will attract the attention of customers to continuously follow and 

order regularly. always with regular changes Giving discounts according to 
quantity Order quantity Give rights to members or regular customers 
 Personalization means providing personal service, creating a 

relationship between the website and customers who are members and non-
members. Greetings, giving feelings, and giving good treatment 

 Privacy refers to what customers want most. is to preserve privacy 
Maintaining privacy is therefore something that businesses must adhere to. 
It is an ethics towards customers. By complying with the privacy policy 

announcement provided, the customer must be the only one who has access and 
can edit it. Verify customer personal information from the institution 

Trusted and reliable agency 
 Internet (Internet) means an international network. formed from 
many small networks combined into one global network or communication 
network which connects all computers that want to enter the network 

 Electronic commerce (e-Commerce) refers to all types of 
transactions related to commercial activities. Both at the organizational 
and personal levels, based on the processing and transmission of digital 
information that includes text, sound, and images. It is a combination of 
Internet technology and the sale of products and services. You can present 
information related to products or services via the Internet. To people all 

over the world within a short period of time, making trading operations 
efficient and generating income in a short period of time. 

  



Research Framework 
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Expected Benefits 

1.6.1 Know the factors of online shopping behavior that affect the decision to buy products 

online through applications in Chongqing city. To serve as a guideline for implementing 

policies, operational plans, and control plans for e-Commerce businesses. 

Demographic  

1 Gender  

2 Age 

3 Education level 

4 Occupation 

5 Monthly income 

 

Deciding to buy products 

online through an application 

1 Recognition of problem 

needs 

2 Seeking information 

3 Evaluation of alternatives 

4 Purchasing decision 

5 Post-purchase behavior 

Behavior of using the internet to buy products 

online 

1.Applications used 

2.Frequency of purchase products  

3.Purchase expenses  

4.Types of products purchase 

 

Marketing Factors (6P's) 

Product  

Price  

Place 

Promotion 

 



1.6.2 Know the 6P's marketing factors that affect the decision to buy products online 

through applications in Chongqing city in order to determine marketing strategies. 

1.6.3 Know your decision to buy products online through applications in Chongqing city. In 

order to improve the quality of service 

 

Literature Review 
The topic in this research is Factors affecting decision making of product purchasing on 

online application in Chongqing city. Making the research results useful and achieving the 
established literature review is divided into 5 parts: 

      2.1 Theory of E-Commerce business 
      2.2 Theory of service business 
           2.3 Theory of decision making 

 2.4 Concepts about the marketing mix 
 2.5 Related research 

 
Research Methodology 

The objective of this research were: 1) to study the internet usage behavior of people who 

decide to buy products online through applications in Chongqing city 2) to study the 6P's 

marketing factors that affect the decision to buy products online through applications in 

Chongqing city 3) to study the decision to purchase products online through applications in 

Chongqing city. In this chapter refer to research methodology. 

 3.1 Research model 

 3.2 Population and Sample 

 3.3 Research Tools 

 3.4 Data Collection Methods 

 3.5 Statistics Used in Data Analysis 

 

Research Model 

The researchers conducted the research according to the research process and quantitative 

research methods. This is a descriptive study by using questionnaires to collect information 

from population samples. The research mainly adopts the methods of literature research, 

interview and questionnaire. 

Literature research method mainly collects scholars' previous research on this issue through 

the school library and network system. On this basis, the supporting data for this study are 

extracted. At the same time, try to avoid repeated research in the selection of research 



topics and research angles. On the basis of literature research, this paper puts forward the 

corresponding research hypotheses and constructs the research model. 

The interview method is mainly carried out in the pre investigation stage. Through in-depth 

interviews with the respondents, understand the shortcomings of the original questionnaire, 

and modify individual items in the questionnaire. 

 

Population and Sample 

The population studied in this study were user who purchased products online through the 

application in Chongqing city. The exact number was unknown.  

            The sample group in the study was user who purchased products online through 

the application. Sample sizes were determined from Taro Yamane's formula (1973) at 95% 

confidence level and tolerances of 5% sample selection were accepted 400 total. 

 

Research Tools 

Research object: after the questionnaire is designed, in order to ensure the reliability and 

validity of the questionnaire, this study first conducted a pre-test on a small part of the 

sample population. At the same time, we conducted in-depth interviews with 100 

consumers who had experience in smartphone online purchase, avoided unclear expression 

and ambiguous understanding in the questionnaire as far as possible, deleted the options 

that are not easy to understand and repeat, and formed a formal questionnaire with small 

samples. 

1. The general information of the respondents is as follows: consumers buy products online 

through applications in Chongqing city sent out 450 questionnaires, and a total of 400 valid 

questionnaires were collected after inspection 

2. The respondents' opinions are as follows: the first determinant of the sample population's 

willingness to buy products online through applications should be the function of the 

product. Compared with ordinary smartphones, consumers are more willing to buy products 

and are willing to pay high prices for them because of their powerful functions. 

Secondly, from the analysis results, the second influencing factor is the brand. It can be 

seen that when people buy products online, the brand has become a more important factor 

after the function, especially in the consumer group. Through further analysis of the 

questionnaire, in the questionnaire, some subjects' reference price index is greater than or 



equal to 1, and some of them have the same demand for the brand as or even slightly 

higher than the latter, this is enough to show that Chinese consumers are very keen on 

brands. 

By using the Likert scale, it is divided into five levels, namely 5 = strongly agree, 4 = agree, 3 

= neutral, 2 = disagree, 1 = strongly disagree. 

 

Data Collection Methods 

This is the data collected by the researchers: 

(1) Basic data were collected from the questionnaire survey of the sampling group. 

(2) Assistant Data Researchers collect data from studies of relevant documents. 

 

The statistics used in data analysis 

Descriptive statistical analysis. 

 Part1 Information on personal factors of respondents, including gender, age, level. 

 Part2 Information about purchasing behavior buy products online through 

applications in Chingqing city, including applications used to purchase online products, 

Frequency of purchase buy products online through applications, cost of purchase buy 

products online through applications, type of product buy online through the application, 

time of purchase buy products online through the application, date of online purchase 

through the application, equipment used for purchase online through the application, 

payment channels for purchases online through the application. 

 Part3 Marketing Mix Factors (6P's) are product, price, place, promotion, 

personalization, privacy. 

 Part 4 Information about purchasing decisions buying products online through 

applications in Chongqing city is recognizing the needs of the problem. Seeking information 

Evaluation of purchasing decision options and post-purchase behavior. 

The criteria for interpreting the results are as follows: 

When analyzing the data, the students collected all the scores to find the mean and 

standard deviation of the sample based on the criteria according to which the question is a 

scoring scale, which is divided into 5 levels 

Score Level 

 Strongly Agree means   a score of 5 points 



 Agree   means   a score of 4 points  

 Neutral        means   a score of 3 points  

 Disagree       means   a score of 2 points  

 Strongly Disagree  means   a score of 1 point 

   Therefore, the criteria for interpreting to classify the mean into the following ranges: 

 Average score between  4.20–5.00  means    Strongly Agree 

 Average score between 3.40 – 4.19 means Agree 

 Average score between 2.60 – 3.39 means Neutral 

 Average score between 1.80 – 2.59 means Disagree 

 Average score between 1.00 – 1.79 means Strongly Disagree 

 

Conclusion 

From the research results, it can be seen that consumers have different genders, ages, 

educational levels, occupations, and incomes. There is a decision to buy. Buy products 

online through applications in Chongqing city. There is no difference and is consistent with 

the results of the study by Piyamapon (2016) who studied the factors that influence the 

decision to buy products through online social media. The results found that gender, age, 

level of Different education, career, income It affects the decision to purchase products via 

online social media no differently. 

The 6P's marketing factors: product, price, distribution channel, marketing promotion, and 

privacy affect purchasing decisions. products online through applications, which is in line 

with the research of Sunisa Thongjit (2016) who studied the factors that influence purchasing 

decisions sell products online through the e-commerce marketplace channel (E-

Marketplace) and in terms of the 6P's marketing mix factors, all 6 aspects are product, price, 

distribution channel, and marketing promotion. personal service and maintaining privacy. 

Marketing mix factors regarding distribution channels and their relationship to purchasing  

products online through applications, that is the more consumers are giving importance to 

important factors in the marketing mix distribution channels if there is a lot of sales, there 

will be a purchasing decision. More and more products are being sold online through 

applications as well. This is because at present, second-hand clothing has a distribution 

channel. selling more online. The results of this study found that the respondents had the 

opinion that distribution channels There are steps for selling products on the application. 



Convenient use steps it is available 24 hours a day and has a variety of payment channels. 

The customer is notified that the product is in the process of being delivered and where the 

product is located. This is in line with the research of Chanita Sathianchok (2017) on the 

factors of distribution channels, prices, processes, and variety of products or products. Shop 

operators should pay attention to it is important to have a variety of products. Focus on 

making a difference by selling products that are cheap and of high quality compared to 

others. There is a channel for buyers to clearly compare differences and there is facilitation 

in purchasing products, tracking the status of product transport, speed in product delivery 

and providing product delivery service covering all areas. 

 Marketing mix factors marketing promotion there is a relationship with the decision to 

purchase products online through an application in Chongqing city. That is, the decision to 

purchase products online through an application is influenced by the conditions of discount 

promotions and whether they are appropriate and practical. Discount conditions can For 

members, the application is appropriate, practical, the discount coupon conditions are 

appropriate, practical, easy to access, provide special discounts on special days or various 

festivals and provide promotional information. to members via e-mail or application directly. 

It is consistent with the results of the study by Piyamapon (2016) in terms of factors in 

marketing promotion and providing information and promotions. 

 Marketing mix factors privacy aspect is related to the decision to buy products online 

through an application, that is, the decision to buy products online through an application, is 

influenced by the application. It stores confidential customer information such as name, 

email, contact number, and address. etc. safely. Customers' confidential information is 

disclosed in order to complete various transactions. only for things that have been 

completed, such as product delivery etc. The privacy policy is clearly explained. Customer 

problems can be solved quickly. There are various channels for contacting customers. There 

are channels for communicating with Contact staff. Center or website 24 hours a day and 

Contact Center staff can respond and interact with customers immediately, which is 

consistent with the results of the study by Piyamapon (2016) in terms of factors in 

maintaining privacy and providing personal services safely with the disclosure of confidential 

information of customers to carry out various transactions. 

 

Suggestion 



1. From the results of the research, it is found that entrepreneurs who sell products online 

should have a marketing strategy that is appropriate for the target group by setting product 

prices at a level that the target group can afford. 

 2. According to research results, marketing promotions affect the purchasing decision 

process. Therefore, entrepreneurs selling products online should regularly organize 

promotional activities, especially discounts on online product orders, to encourage 

consumers to make decisions to buy more. 

 3. According to research results on distribution, it affects the purchasing decision 

process. Therefore, entrepreneurs should focus on product quality, have a variety of 

products, increase convenience in distribution and payment channels, and Advertising 

through various online media that matches the target group 

 

Reference 

Cochran, W. G. (1963). Sampling techniques. New York: John Wiley & Sons. 

Conbach, L. Joseph. (1984). Essential of psychology and education. New York: Mc–Graw Hill. 

Economic and Social Council Secretary-General. (1998). Regional commissions.  

Retrieved from https://www.unsceb.org/content/united-nations-economic-and-social-

commission-asiaand-pacificEuropean union. (2019). e-Commerce. Retrieved from 

https://ec.europa.eu/eurostat/statisticsexplained/index.php/Glossary:E-commerce 

Kotler, Philip. (2012). Marketing management. New Jersey: Prentice Hall. 

Lovelock, C. and Wirtz, J. (2011). Principles of service marketing: People, technology,strategy  

(7th ed.). The United States of America: Pearson education. 

Schiffman & Kanuk. (2010). Consumer behavior. New Jersey: Prentice Hall. 

Wheelen, L.T., & Hunger, J. D. (2012). Strategic management and business policy: Toward  

global sustainability (13th ed.). United States of America: Pearson Education, Inc. 

von Neumann, J., & Morgenstern, O. (1944). Theory of Games and Economic Behavior.  

Princeton University Press. 

Tversky, A., & Kahneman, D. (1974). Judgment under Uncertainty: Heuristics and Biases.  

Science, 185(4157), 1124-1131. 

Simon, H. A. (1955). A Behavioral Model of Rational Choice. The Quarterly Journal of  

Economics, 69(1), 99-118. 

March, J. G. (1994). A Primer on Decision Making: How Decisions Happen. Free Press. 

https://www.unsceb.org/content/united-nations-economic-and-social-commission-
https://www.unsceb.org/content/united-nations-economic-and-social-commission-


Berry, L. L. (1983). Relationship marketing. In Berry, L., Shostack, G. L., & Upah, G. D. (Eds.),  

Emerging perspectives on services marketing (pp. 25-28). Chicago, IL: American  

Marketing Association. 

Bharadwaj, S. G., Varadarajan, P. R., & Fahy, J. (1993). Sustainable competitive advantage in  

service industries: A conceptual model and research propositions. Journal of Marketing, 

57(4), 83-99. 

Bitner, M. J., Brown, S. W., & Meuter, M. L. (2000). Technology infusion in service encounters.  

Journal of the Academy of Marketing Science, 28(1), 138-149. 

Carlzon, J. (1987). Moments of truth. New York: Ballinger Publishing Company. 

Fitzsimmons, J. A., & Fitzsimmons, M. J. (2004). Service management: Operations, strategy, 

and information technology. New York: McGraw-Hill. 

Grönroos, C. (1983). Strategic management and marketing in the service sector. Helsingfors:  

Swedish School of Economics and Business Administration. 

Kim, W. C., & Mauborgne, R. (2005). Blue ocean strategy: From theory to practice. California  

Management Review, 47(3), 105-121. 

Maglio, P. P., Vargo, S. L., Caswell, N., & Spohrer, J. (2009). The service system is the basic  

abstraction of service science. Information Systems and e-Business Management, 7(4), 395-

406. 

Menor, L. J., Tatikonda, M. V., & Sampson, S. E. (2002). New service development: Areas for  

exploitation and exploration. Journal of Operations Management, 20(2), 135-157. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality  

and its implications for future research. Journal of Marketing, 49(4), 41-50. 

Pine, B. J., & Gilmore, J. H. (1998). Welcome to the experience economy. Harvard Business  

Review, 76, 97-105. 

 

 

 


	Research Background
	Definitions of specific terms

