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An empirical study on benefit enjoyment, customer satisfaction, and customer
participation in consumption of delayed benefit services

FUJIMURA, Kazuhiro

11,300,000

We consider theoretically and empirically the factors that promote customer
satisfaction and customer participation, which is necessary for genefit generation, in the
consumption of services that is delayed in enjoying the benefits (functional benefits) involved in
solving the problem that motivated consumption. Since typical services with delayed benefits are
medical services and educational services, we conducted some qualitative and quantitative surveys of
these services.

These surveys show that, in both service consumption, the perspective benefits that positively
change the perceptions and values of the problems that need to be solved , and the emotional
benefits that maintain the emotions of the customers participating in the delivery process play an
important role in promoting customer satisfaction and customer participation.
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