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This research provides the knowledge as followings. First, while customers
wait for services, their perception of unfairness from service employees decreases the
attractiveness of services and their satisfaction. In addition, this research also found that this
negative effect become strong when customers have high expectation for alternative service. In
conclusion, service firms should install technologies to optimise resources to solve it.

Second, this research investigated that different service designs provide different customer
mechanisms of using technology-mediated services. Currently, customer demands become more complex
and service firms face resource constraint situations. Thus, it is necessary to challenge to
maximise customer satisfaction by developing services focusing on core functions and optimal
performances for customer actual needs. This research found that especially in frugal services,
customers perceive more risks which reduce their intention to adopt services.
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