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Unravel the mechanism of developing customer experience orientation
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o i _ Focusing on an automobile dealership company, this research aimed to_
empirically investigate how organizational capabilities for creating superior customer experience

are developed. From the viewpoint of value co-creation in service-dominant logic, this research

identified an important role that the relationship between headquarters and stores can play in the
long-term shift of a firm"s orientation. In addition, focusing on the fact that customer experience
is created through a joint effort, this research developed hypotheses regarding how decision making
authorities regarding touchpoints should be distributed between headquarters and stores.
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