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I have analyzed interactions between service providers and customers in one
of the classical restaurants in France. | videotaped the whole dinner sessions of 12 tables and
analyzed wine ordering and tasting among other things. The analysis revealed how customers and
providers present their selves in service encounter by showing their lack of knowledge in wine or
demonstrating their extensive knowledge, extending what I have observed in my study of sushi bars in

Tokyo. 1 have also published a paper connecting this research to service science in a handbook that
is central within the service science community and presented and promoted my own design
methodology to the community of service design.
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