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Hazui, Shunsuke
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This research addresses the generative mechanism of customer-oriented job
practices. The previous functionalist research has suggested that organizations have their
behavioral programs for doing jobs. However, this theoretical assumption prevents from paying
attention to employee-customer interaction and generation of new job practices. Meanwhile
interpretivist approach doesn’ t make it possible to identify real causal powers emerging from the
social and material structures of organizations. In this research, we attempt to reconceptualize job

practices and identify the generative mechanism of customer-oriented job practice from the
perspective of critical realism.
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