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The purpose of the research was to study interaction between employee and
customer in Service Encounter of Information services. The research approached the purpose with a focus
of Service Encounter’ s dynamic characteristics. The research was completed by achieving the following
results: (1) Clarified customers’ situations facing interactions against employees, (2) Clarified
employees’ situations facing interactions against customers, (3) Examined dynamic changes in the service
offering structure due to repetitive interactions.
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