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Abstract

Objective

As competition intensifies in the tourism sector, hotel operators and managers recognize
the significance of fostering innovation for gaining a competitive advantage. Hotels must
welcome ideas and look for knowledge outside of the organization to be able to create
value for hotels. Accordingly, it would be better for hotels to experience the process of
cooperation and engagement with customers in innovative environments to be able to
improve the customer value co-creation process. The present research is aimed at
explaining the role of service innovation in customer value co-creation behaviors with
customer engagement as the mediator.

Methodology

This study is applied in its approach, characterized by a descriptive-survey methodology.
The population of the research includes all customers of three, four and five-star hotels in
Mashhad. The sample size, 384 individuals, was determined using Krejcie and Morgan
Table, using the convenience non-probability sampling method. The questionnaires were
gathered through an online survey, and their validity and reliability were duly confirmed.
The descriptive data were analyzed by SPSS Software ver.16 and the research's model
was analyzed by LISREL Software ver.8.5 that was based on Structural Equations
Modeling (SEM).
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Findings

The descriptive findings revealed that most participants were in the age range of 20 to 29
years (46.5%), followed by 30-39 years old (21%), <20 years old (14.5%), 40-49 years
old (9%), and >50 years old (9%). The majority of surveyed individuals held Bachelor's
and Master's degrees (64.5%), followed by those with associate's degrees and high school
diplomas (29%), and individuals with a PhD degree (6.5%). The inferential findings
showed that innovation significantly and positively affects the customer participation,
customer engagement and customer citizenship behavior. Customer engagement
positively and significantly affects customer participation and customer citizenship
behavior. In addition, the indirect role of the mediator variable, i.e. customer engagement,
was confirmed among service innovation and dimensions of customer value co-creation
behaviors (customer participation and customer citizenship behavior).

Conclusion

All of the hypotheses were supported. First, the results of the research showed the
importance of service innovation to improve customer engagement in hospitality
industry. Hence, hotel managers should continue developing innovative strategies to
attract customers and drive customer engagement. Second, the results indicated that
innovation is an essential factor affecting the customer value co-creation behaviors.
Therefore, hotel managers should always provide innovative service for customers to
promote customer value co-creation opportunities. Third, the results showed that
innovation positively affects the customer engagement; thus, it promotes the customer
value co-creation behaviors. So, hotel managers are recommended to provide value added
innovative service or products to improve the customers' experiences and their desire to
participate in value co-creation.

Keywords: Service innovation, Customer value co-creation behaviors, Customer engagement,
Hospitality industry.

Citation: Fakharyan, Meysam; Hosseinzadeh, Ali & Bastam' Hadi (2024). Service Innovation in
Customer Value Co-Creation: The Mediating Role of Customer Engagement in the Hospitality
Industry — A Case Study. Journal of Business Management, 16(1), 167- 193.
https://doi.org/10.22059/JIBM.2023.357834.4561 (in Persian)

Journal of Business Management, 2024, Vol. 16, No.1, pp. 167- 193 Received: April 28, 2023

Published by University of Tehran, Faculty of Management Received in revised form: August 13, 2023
https://doi.org/10.22059/JIBM.2023.357834.4561 Accepted: October 11, 2023
Article Type: Research Paper Published online: April 18, 2024

© Authors


https://creativecommons.org/licenses/by-nc/4.0/

Sl ghino (5 Fuxileo U (5 pino v ) 51 (i 3T (S8 yL3 5 30 Slous (55T g ad) Cowd
(Naiwo yaw 0 3w 3 g 3lea caw S L 2axdlliae 55 90) (5 ) IWLD T 48 (5 g

OB e
m.fakharyan@itsr.ir :asbll, . ol pl ey yde co 5 e oMl 331 oy ey ca i dolg i pyde 09,5 (658D (soomitily

* Db‘}w ‘;LG
tabbly oyl gy g oMl ST ol cay jis i asly ) e 09,5 6 baliwl ¢ Jgime oXicwgg %
ali.hosseinzadeh@iau.ac.ir

Pl (g3l
ol <y b oy g oo e 05,5 gede Jhdbul Lol pl et ()b Jle 90l dumwhe « S )3b Ca pte 09,5 bl
h.bastam@tabaran.ac.ir :asbb], lpl i oy ool Slj

oS>

ok 4 Wlords allao (1) Coje 2l 3 (6)l3 dngs Cumal 3l i Gl 5 pldate gy > o) (I3l L 1B
elye ol 8,5 a5 o LS 3B )l i gl il B ansl plejle gyl il Jlisay g ol sl 1L b s
U5y Lemdlem s algn L ais ape 1) ailygle slabase 1 b yidie b 8 )line g () Kan ailyd ln Jin cowl yigo
S5eslae Ly sy b)) (o ple (slaylidy 13 Glads (gl Gl sl il Gig Bum S Co gl |y (6 e
5ol e (sl fin e IS imgs (o)lel dmsly 2l (tilo - oy imle 5 (92,0) Bun uole mgd 1 yg
Joinlid (hgydn (65 aged 9 b s 8 YAY (5 )90 (S Jgir 5l 02lisal b diges oo 3392 Aoy o)l iy
38l L o (slaedls s 10b (f alsy 5 bl 5 oglaer DT Gl b Wbt (2855 plordl s 3

Jedodigan o0 Ad ases )5 lle 5 b 6yl le S¥olee (g3l Jde 3)S59) p (e g Jde 9V aseus el wl gl

YA Y. w sloog,S g 63 (dopd F2/0) Jlo YA LY+ o 09,5 ;5 518l piy a8 oy (Ui ooy (slaasdl, syaidly
P (o) YL 4 Jlo de 5 (00 ) Js YA L Fr s 05,5 5 (10 )2VF/0) Jlo Vo 5l jiaS s 09)5 g (Ao pd YY) Jls
olie o a9 391 (303 FY/O) A8l (ol IS g (lid)l8" gbolio )3 S181 ytiy (Jeaod o i385 5118 (g sl
aS el o] 5l S bliwl jisy glaasl a3 )8 cam slbody )3 (lo)d $/0) (653 g (JodVA) S0 g whod
9 Sy Colgidio 3l bline g Custo ;515 (5o (sNg,0d )18y 5 (6 hie Culgiibo o i &S\ 5) 51l
Cgiin (Polin il malimopé ik 5503 (S9w jl o jholine 5 Cute b (g yuie (gig b )18y g (5o S Lk

oy Aol 4 (L6 o (5059 06 188 9 5 yiuhe S liio) (i 1)) ol (slyl8) el g lods (69l e (s yie



VA OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

slaasl olul 5 ) 0,5 4oMs Cllas dw ) Lisgh zoli olg e 4o jebds L5 aol laans b plai 26 g Ao
slodyaly dmogi b Jn e g) ol 5l ) Coenl (g i Cato )3 (g ke Cusiie Cogl lp ClasS (55l Smok
ool Jole (65955 48 0l (LS @l ¥ e e ol 1y (6t Clgiio 9 A8 Ol |y e b simd asbol | gl
L S’ oald b yide (sl sl Stse ot o)lgem 1 Jia lpde gy ol 5l tunl (e (53] (2 Slon sla)lid 2 55
29235 o ko Sl (g yito Culgiiio ()15 imgR b (elel ¥ i )1y (nte (3] (s dlen slacuo b
ErSe g 039581 (35, SV gamo | Sloss il St e cnlpl famd 0 )1y (0t (53] (s Sliom (sla)lid, cams

S ol G5l (sl 3 <S5 4 gl e g oo Gl casB sl
Sk o (g yute Clghiie (s yube 5] (o ydlen (sla)ldy wleds (o4lg 100519 NS

Syidia 55yl (g plen o)l p> Slesd (gygly i s (V0T oln cpling 5 (e i fetse (o byld L]
(A Cpeto (Stio b o)l iy 9 e e lafin adlllae 3)90) ()l Catio )3 (g yide Clgrie Sl L
AQY VSV (W)F

VEY/ YA bl o VAT SASY s ) et AF 59 VF-F (SISl oyt
WXL ONY 3 il g )6 Ol ol g e 5SSl £ )5
VY[V s o pdy Fo,l gy sole idllie g
A\ FRRVA S Revel PO Bty ©
doi: https://doi.org/10.22059/JIBM.2023.357834.4561



) O)Loa:} Ak b)sb‘\i"" cu.v‘f))b Cu o A

400
sl Calio S (Sip b (ooladl e ld SO sl s (g)low culled S i (g llin 1505 059 el
dbly (BLS By (g yide (slaylas (S dinej 0 Bl i 03]l (3glcundas (ol Curtio ) oS Lo
G a8 )l (St y 5 cdS L Sloas L3l g (3550058 & (gl i 1 (603508 1 il
cge (Sl il > oy Gl calple 98 00 june Gbtie okl (6380 by cng igld 65 B
e o9l Wbl 293 sl () o dbul Jlisa gebgs g gl less Bl )b I s Jia oS 29 00
A Olod s dg s as Colpd &S cunl Slaail 3 b Closd (Y guae obl)l g Slib (ol oy LT 5,8 4
bl Cold b Gl gl 5) ol 31 el Glojlo S (gl i slatel 2 0bul b atpie ials (g nte
5 obyide sl Faloys cloaros (i 8l el (sl L5l wald ygls8 S sl Ty laaion; ol sl p3Y
gl ol gl plato loss B L g aS Ay 1) oo b (o 8lem b dag] slasials 51 o538, 51,8
G5 (6 S S oty o Sl o 1S Lo 05 Jaleg e 1y ol 5 03,8 B aiadj) g sinligs
1S n oy 55095 oLl & 1y o sl S skl lojl Sless 31 393 Toaone s & e pased

YA L ed5e5)

Cod )l ad sy Glass S8y g olyide b oad B s 55 (G pdlen) S e 3l
G 53 plyide (HBly S Lo d (gyidie b S yide (5] 35 )8 ogMedy S oo o)Ll (g pttie sl ogllas
S9-Bi (53 e SoylBy 5 (s ynte &5 lie Jals Bae o (V08 gl c JIj8 o) 235 om0l 5
Ty R T C e W - e A [ ORI N L S L S )
g 3YLaly) bl il (6 pSesin 5l gy lawgd ol S > 55l g Slg e aST WS o (g3b Suledly
21 by g ol (Shal Gl Wlgie s yntio B3 Sl 45 ool lits ldllas (V- - ¢ solguslel
i 3Skae 5 (Y15 138011855 5 Slusgygn ¥ VP <yt oS s e Lol e cite) 33 dgnter ol i (s
B3l 3 sLasisy iyl sl e slaisigy crlplis (V) e TEY 5 ) 203 0n 30 |y i) ol
At e Ml Co e sbadpaly dbul s (B lacyje S sl gylilin Caio ) (gt L S il

abgye Sl (il b Gillao 3)l5 Cartio g loyde (sl (o589 Cute (ogrie (5o b Syt U3l 35
Obyie Jod 5l ety Galisee clajluiloiia 1 gynie b Siate (3551 BB sba)ld) slasuling (o) 4

Lo g o) Sopd slabasms g (VoY gl )3, gtual 5 (o)) S 5b Cglos (V2 )5 (651393 4 lusg)3)

1. Gomezelj

2. Shamim, Ghazali & Albinsson

3.Yi & Gong

4. Mathis, Kim, Uysal, Sirgy, Prebensen
5. Morosan & DeFranco

6. Chan, Yim & Lam

7. Grissemann & Stokburger-Sauer
8.Im & Qu



A& OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

Jols g ey .l Cosd W01)8 10 (gydo b ably Jolai jI (Sl gyt b Syt 38 Cwdd ayyod (VHVY
¢ ] g Seala) 2 5l y5les (slalasma 13 g a5l cantis (lag b e |y syt <8 ke 5 s
9l9 ol o Syt b S yiie B Codd ybw oli)] 5 8 1 SO Cudide gl 6yglg oyl plo (Y4 VA
S9loss (Vo0 & s ol ¢3g8) WS oo )Ll s (slalisy) g loss dmody] dewss (glp &8y o bl 4
ogsi ) 1y 5, glajlaslein g cowl (Byto g M Sy a5 dad o LS b yidie 4 S Wb S (ST
aS a5 S JYaul (Y'\A)\‘CAJQ_)S_NU9W¢L}49M§ )5 e P S e o3l BB sl byide il
Sy |y S e 35yl 38, S el byl dMe 5 0351 Wl o b yiie (STl S geunS Jse (oyoly
oyl Sy 318 )3 8 b (i (e e g 88 el bl ALy it S (g5 ) ol S-S
Lol faiily asly \500S L cute dlayly cunl S syt b S yiiie 3] 315 9 (65919 g 0,138 o il cods

Olyide & ©lodd 05 b Jola wul) )5 €830 o5 el Gljide (BLSly) b 4 (gyide clgile
byt @81l 48wkl s L e cladllas (Yo VF 5 sl § CKLS cgu0) LS oo o0 43S oo 355 2 (o oy
Lyl |y o yiio o)) bt (sl )bid) ccg yiiio Cudgiiio 45 wilod S leal clidllas ogMe 4y (Y- VA  Jois;

“ .o .o s . 1. . A £|& El= ¢ v

S 53k xgls g ot ()] s Blem slayld e Wis o ) 9k S A8

$9) Sy Sl o (6,528 L0) (6ilen L (59l55 5 29290 (gl Jriliy ) odlisl & ]l 3 (158
olgieds 0 Socs sl (28,54 2 (s)lBls cind ] g Casl onit ool Slaiz Sl gyt 5] 5 dlen
S50 53 @Slyslys sl ol (g o Widdtnn Sy (S A5 InlgE gy g3l gl 5 (50,8 o
Caico jd A2 o i Gl duwbo gols (V15 ISG) o)1y 18 b piiie HLed] 50 aSl cuns diags sy
S i &S S b ] (gylalin g (6,Ki50,5  bgyye mluo dler | calisee mlis 0858 > &S (55195 lores

1. Hollebeek & Andreassen

2. Kunz, Schmitt & Meyer

3. Heidenreich & Handrich

4. Clauss, Kesting & Naskrent

5. So, King & Sparks

6. Omar, Kassim, Alam & Zainol
7. Merrilees

8. Zhang, Guo, Hu & Liu



Y 0 low VT 093 VE T (S 5L Co e WY

2 ohyie L bL)llonl cplply 23S (o 53 Js <8)bie (g gl 1yt 00 )3V ¥l 35,05 LelS
Al &S ) ltie dswgs sl (2lie Wi oo (Slosd slacS 5
by 535 (Slsls (amde g Pyl (5835 slaadle (olpl st Coml plgisa dpde e
(e 48l 4 drg b ol oadi Gl g e yol ol 41 58T el S o e 38 4] (o0l (S0 )5
2 Sy Cdgiotio giluan Ly synto (55)) (i dlen I8 )3 aligly Sless s ol alts 950 9 s
lygly Slods dawgs g b > ol yde €8 )lie & al ol gy 00 ] cplply )35 o 53 i
otz Ll sl Ly g 29l wald 1y Jin o loge slajls yine gy cOlid sladine] g0 ke (5 lakin
Alte cgy cnl 51 yg0 plaey) & el el Slgl2 5 slodel o g 392 i 4 plage (e bl Sl sl
o b5)) (G sdlen 59y s te Cudgiiie (5)528le) Solhen b ot (55l LT 48 sl jl> gy

Sl S,

W9 3 (S p Aoy

S0 i3 ST Sl 3
el Mol oy (iny 0,:5 oo 55 50 |y g g (it oy ouBadg (5] eCenss I (3laie
2 55 peboany 5mie oS 4 o Sl |y gy )3 ol loanlyh as jsbay psgde cnl - s yite (3]
(el 45 08 el izen 3hate cpl (VI8 g g 5 ) 2l < IS g b 25 315 a3
Mol ol (YY) ‘V)IS\SL;'} 9 SySblla pMul) wbl asly de39 Byl g3 po Bb wline Jols g ply S )lie
b obyde Jae glop o clato 5 A8 odlisul (e bawgs oddbonld (o515l 457 koo 2B ) oS
et QRSB pan (25)) 35 & Cuns 232 3,Sagy ol )3 (V4T SIS 5 gl SpSlelle) 25yl
(s 9 95)l5) 3500 S 3 ol o lalyy @ plgiedr (o))l 5 1S o Jas g bily o elazal (Vb
g slenl o (ls ol ¢ elainl ol &l aiilo ¢ liioes bawgs ord i) Lallg) (sladyjlai jl (55 (V)7
Y I plaga) elazal Jols Ao s 3o il e 35)) (o fld )3 53 a3lgi e dlee] - s &
o0 4 ol S e 2] 295 @l bl |y o] g ks Gl ) (B 4 b S o ol ) b e
B lai 3,5 e )5 ) sl alaly S, 4 o adlie 3B o iyl alitlen el ol iles oS dm e ol
PLosl e ol y5bs &2 sty 25 2li8lom 3 08 o ablys 45 3 o Slaiig (VUAS Tyl elemnl - 5l
Jmos g (adible) JUail ¢3S0 88 (pees Jolge 5l (o (i flags gl (oiSuilags S 5 ol LIS

1. customer value co-creation
2.Vargo & Lusch

3. Islam, Jebargjakirthy & Shankar
4. Jebaragjakirthy, Yadav & Shankar
5. Homans

6. Bandura



vy OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

(VAAF) "eola g 550 b 3l 39 yomie (oo (sl byide Jolbes 40 ol (Sae g Canl ]
5 bl libled il 53 Sy 2alS g ol 4y slosel 4y o ylS geansS b 35, alilen sl Yl byt
Y el : .

(YW Sjid yoge of 5 (pel) S oo e

S o Cad giien
FSa g o) el olakin aise) )3 (e Culgiiie b badye Bl (g 4 Slilllas 3] sla Lo
Jolus o ool (g iz popde Sy ez o 0,8 Yzl (Y31) Saalo (V0N LSy 5 39055 o7 -2
ol (5o Lalgy 5 (S yibo Bpae 1S 5 Mo (s yiubo Culgiiia 9 pn ()18, 5 ' s [ able (slaes
2l ¢ ilae) 1S o 38505 (ols ot b Y gz & (g e e 1 45l (b (653 5l glita )
Fon Jolge ailodls dnangs (Yo +) oylKon 5 (593 (g oS (g yie gt &5 Jae po (Y0 < JLale
il 9 Loy S5 1l (gm) hlss p e Clgido friun (i) Jelgs 5 <850 oo ol
o Wl g yite Clgidio 338 oo 1,800 slasaly g (Cusgrie g el (bl (i) LS ) (o o)k,
sl (G313 35)) 9 l3S 31 a5, gl il ecs e yosllphle 35 eJlte (o1) s e o)) i ) e
223 390 1) ol (Sbhos 3,8kes 5 (5520 (5 ol Wi wogdlear (Vo) e & lKan 5 JlagS) 298 e Sy
)bl 5 )LasS) wlion 35250 sk By Coje S a3 (YIF (oylKen 5 g WV lagS 5 g lusl)

(Y8

2979
. P . . - G 7 - e e fe- ..
M gomnS L as 3,8 o iz 2 Ol |y olin g manyo5 Sladl 3 g9l (i o dlais |

desle lemeary Y g Sae (Vo) e ¢ S5V lorm) €0l ol Slon By il o ossd b b ol glisie  Jsase

1. Morgan & Hunt

2. Baumann and Le Meunier-FitzHugh
3. Customer engagement

4. Ahn & Back

5. Tu, Neuhofer & Viglia

6. Affection

7. Cognition

8. Behavior

9. Involvement

10. Abdul-Ghani, Hyde & Marshall
11. Van Doorn & et a

12. Variety of customer values

13. Kumar & et a

14. Pansari & Kumar

15. Innovation

16. Hjalager

17. Innovativeness



Y 0 low VT 093 VE T (S 5L Co e Wy

s o]l Colas g e )lie (el 1y €858 < led (Yoo ) o o 5 SeeY) € g ysles (sl o8 i Ky
Bl (SiPess bl b class iV game sbul el cul (Sae a5 BN sl 5 Jilojl (S5
o L3l 5k > s Slodd b &V gase Byme 4y 45 355 oo (61505l olody 5 b Vaone 5 LS o Ly poi €igs
o915 30 41 55 53 Ias gl elodly (L5 (V) +) SV g (Yo A) Tsaldg 5 Jla 45 o (o 186 s
105 Ao 5l 83 1S Cumlo ol B w3 0 &5 (3l b il cde 615158 il g il Jgrae 3
N T pgudl g o) Blaie B 6,555,5 § ylin slaplojl sli sly csyslg bl 5 canls 3)90 13 oS
lyglys Lol 59y b Baas g6 (LS Claion Lol HY + ¥ 0 g et il

S0 35 o BT 9 5397 ¢
i) 38l 4y cam o ) oo g lats ISATS ol ot 1y il 5 SeMI 3l 9l 45 alos
Slallln Y+ il g 55)ly g ¥ 5 5 (59l egls) 35 oo <SS 008 3 S 2o g0ty oS
(Y30 S g g ianle) wlesly Lii |y oo L S 35 315 5 sl o (st alaty S
Ky Ol B3 3 055 (ST S g L (5l 45 351 s (1) 2,5 S g8
L Sy (5] g )18, cadllae S0 Bl g mie (g yidie b Syt (185)) 35 sl 4 g S o0
o & Jtio ) (Y0 TS5 5 ) 5 syt 5 )Lk 5 (5o g0 syl Jols 5y
S J )3 sy oo Cend a8 (b S e (5))) BB 3 ceslie 3 Sles 4 &5 S 0 o)l (5908 o )L8) 4
Ol Pl S (e o)Ll S (e St ) 5] B oS (b e gl (sl 4y (gt (s39 003 L)
539195 g UL gl syt <8l syl )3 ) Cuatio y3 lotd (59l 1 b ytte IS0
a3 o sl 3l Codd hood g adg sladnl s o) ol nde oLt
2> (s ptdia & )Lt (59 (5 line 5 Casto ;3T (55l Y A 3

5 iyl il Cou (B sod Sy &y Cod 231 555 5 58y a5 038 Vel (Yeoo) i 5 032
5lss j 0aiS Gy LS|l S 053, sloiiy (Yo 0F) sl g 58 cdlive yobody 3,65 o 55 byl cla by

1. Lumpkin & Dess

2. Hall & Williams

3. Chen & Elston

4. Sundbo, Orfila-Sintes & Sgrensen
5. Pikkemaat & Peters

6. Cabiddu, Lui & Piccoli

7. Lusch, Vargo & O'Brien

8. Heidenreich & Handrich

9. Clauss, Kesting & Naskrent
10.Yi & Gong

11. Ajzen & Fishbein

12. Fu & Elliott



Ve OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

(V410) am 335 cn 31 (gm0 (3,55 9 585 2 o8 23S om 3L |y LT (slysls g a ) eclasss (S aimaasl)
Db 0 Olae g S (IISS il 4y 5 BB )3 )l el &S pb gyl 0991500509y (Shy & 25 UB)S
Olome Col (a0 &8 15 (gl S o gl |) 0AUS B pme ()08l IS ganS (659155 slmogds (i
S5 5 BayS  Salond WY Clgrg ol 5 905 15) 038 3l Cute 3l bl 5 A gy |y 0SS s
05l S 03 sl 1) ol 3o 5 sl sl o il gl loss 5 Y guazo 4 > ol e By (Y- Y
laas s wnioly SlWlas ololy (Y38 & il 5 soen] e olST (cisF) Wl oo Som Y gasms 5 loss ]
1B S

23 (s pa (s ped slayld) g9y (s )loline g cute 23T ()9l .Y Ay

S0 b33 R BT 9 S o Cud gl
wile) olaiied £, 3las e b 4 b ()] 3B wlie (V17 gl 5 55)lg) Cless L slate 6 b
b 55905 5 gyt Clgidio Cuanl  Cload I slate LB et )] BB 0 ASIE oo 5 (ke
TEOUN PUYE L. JE SN PE SEN: 90 09| SRSV ISE FPYORIIESHIEE P (e N
Sl i)l BB a0l 3 s yute Clgidio g Jpito 395 a5 yl8 pdlen 50 Wil e EAS L
TS g singl) sl s yie il (i pilem sloyldy )3 (g5t Culgitio GBS gy &0 o Segy ol
2 S yidie Cdgiiie cLiyliny (5 (ayp s (Vo VF) )Ll g YoSSLa L(Y-VY (o ,Lsan o S5 7415
5 5 bl LB aSs S g aily Gl (laii 6 St lapts (olulyy (53] (52,3len
=575 5 g5 sl (i (Ol o8 S o Sl ) (gl cg e Clgriie 008 oy (g Cugriie
ol 5 S (e SLaS 35 (2 Bled 4 (e Culgidio (g it bl pleal )b Sl AS e o0l loss
b gillae 2l (gyitio & Lo 59y (stite Sl 6o Clgiiia cnlpls 9l oo Candy Cute (sblje (laiicd don
1) S 5 ds b o
2l s ytdio & e (59, (5 oline g Cute 3B (s ttie Clgiiia £ dped 3

sl s g 1B, 5 45,55 me S ye e i Cdgiutia 48 Klools yUis lalllae g i Cario b dla
aS 1l s (YN ) 7SS s Sl (Yo < g sty S5 eol ¥V il So gl csy))

1.Yeh

2. Kyrgidou & Spyropoulou

3. Szymanski, Kroff & Troy

4. Getnet, O‘Cass, Ahmadi & Siahtiri

5. Binkhorst & Dekker

6. Oyner & Korelina

7. Jaakkola & Alexander

8. Aluri, Price & Mclntyre
9. Ou, Wong, Prentice & Liu
10. Hollebeek & Macky



Y 0 low VT 093 VE T (S 5L Co e VYo

S 4S5 BB e (5 pb 10553 (b yide D95 (g yibe (SNg H1B) 4 e Ml e s ytde ()8 Culgrdie
23 L glbynie (Vo0 o g o) 85 e wal® 295 (st 1 % anes cap it sl Jul lases
VNP Sl g aa) 28 T 5,955 5 o] il g o858 b (el 5,1 led 2ty cdgiiia VL
aS szl > (Y OA) T ol oyl 5 93], 5 yiige cyiddge clots (glotiy (gl (VoY S 3olig 5 5l aaa
Clgiiio cplpli S oo dpog ad 4 1y W G YL Jlaisl 4 05,1 %5 6 b YL lgado & SELSS pan
Celginibo (s ladin Calo )3 wad ol Slalle ol 2 )l (gt (sXigped (sl Cute 6y sy
35 4858 aiod ol s )1 1) (gl (09 008 slo)ld) il lods wlgi 5 hsod slaail b ) gt

2,5 dlgdudy

)1 (6 e (§39 e 8 59y 5)Plne 9 Cuto I (g yide Culgaie 0 dnd S

5 o g (5 Sl

LSyl e (ole SO (i (g e Cadgridio (g o — Sy kaolsy o a S a5 S Yl L8 ollas
555 VA Ml 5 Sl )3,) w1038 okl ool S lsisdy (g ynde Cudgiiio I oKy s (YN
s o ynie Culsiio B jl s (o)l Canyls b j) (V4 VF) Hulusdl 5 YsSSls wgdeay (Yo VA ¢ )Kon
ey (Y VF) L5l 5 VgSSLa a8 gyt Culgioiio @lodd: i Jda b 53,8 Culos bo K
S osil Gadlen » olpls e d52g & (dge Jolgs b plytie Sy b (g ynbe Culgiie )) s S
a9ls 5 5ol (el )L s (e Sy s syt Colgiie Cunnl yy Juo ol ogMed 0)lIS
25 ast

S9g 4y |y (6o Culoiin 45 A0 drwgi posie Jbo Sy (VoVF) in 5 Sl (YA (o)) Sos 5 pos

ly byide b ol clacas b apis loss 3,505, ol 9 03,5 Byme (6dani0 y9lg Y guammo g (590985 loss

1. Pervan & Bove

2. Hsieh & Chang

3. Kemp, Childers & Williams

4. Moliner, Monferrer-Tirado & Estrada-Guillen
5. Harrigan, Evers, Miles & Daly

6. Service experience process

7. Brodie, Hollebeek, Juri¢ & Ili¢

8. Rather & et al

9. Customer engagement service system model
10. Hollebeek, Srivastava & Chen

11. Hollebeek & Chen



A OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

(ks Coimo 53 el (YR () an 5 Sal) 351 oo S92 4 |y (g ymde Clgiitio gl iy s oo )|
o133 (s ptie i 4o )3 amd oo il 1y ©lass b ol a1y 50 b yide < )lie o b (s 9l
(ol L gillae S Coysi |y gyt Sl WIS (it by Jin plate gygly S5 cnlplly il e
1B S ) 4nsy
il Jloline g Gt c(5 )9l 5 (5o S Lo oy by )3 (g te Codgitio (2ole 3B T dnd 58

LS o SaS plilacld ) S pd 4 o sitn (b whe il (Jghde Glyile (glulin Colo (4l
byt 4 oS g Sloss b Y guame d9:00 sl oletiy wlgiee ] (Jlio el (TIV ologs 5 5 lusly)
Sy )38y b oy cte 151 (g pie Clgiiio oS WD drgie (VM) ()Sen 5 yidge 0gMledy S ol
o 9l oS ploml il gy (g9 et )y b i pe (6 e Cudgiiio plply md (LS ) 4 4 a0y
Slyide gl masd el sy s Llse Y- VA (o, Lsan 5 jas) s )l |y (g yite Culsiniio Sl oo <5 50
o5 48 203 )|y (e Culgiiio Wi gl elaiz] oL Il el i om 529 & Johaa
1 Sl 25 423 5y ol IS e Sl g pite (s 89 e L85 2

sl Joline g St « 59055 g (6 yiuio (Ggped Jib)y o Ayl )3 gyt Cudgiitie (2ole B LY And )

SR 3 (0 Dl
Ay e 5 4By Sieog (slapite b L ye odplsl (oo slagiagh Sl (B pspe & bl )3 S el
GBoR lapite b b ye wre lapinghy J (B p ) Joie p el ol gy ple b iagh cnl ol
S e sloyaiio (58,5 )0 L g lojl 3,Skas p los (5155 b & el gyl o5 )
2 Sy il (638554 ;3B (5)) (Bl sy (5 s tie Culgaitio 18T (g ytie ol g ot
dawgs > (S yie 53] (sl o By Jde (e g (5 ytte Culgriie Jao (b i Jyae LS 5 6yl
5 S ydie Clgiia ;o S 31 Jale plotean Clats (glgs lojen b @ Lol sl (6,550)S Canio
sl mrpt cotmoty (il el dg ol 00t Sl s (5 alin &ipoj )3 0529 e ke 3l (s ydlen
DI pogad )3 sl (gyute €8k 5 (5 e g yed o)) axt 93 5l (g e S5yl e 2 Sloss
a8y ygo (g S s yite (35)] G len 9 loss 55l o Ay )3 syt Colgrie (2l
or ) oigin slapste WU Glojen 5 ols ysboas 4 stimgh ) Jgio 5 eadly e 4 4 L el
28l g ot 6yl e (5 yite Clgiie (2ole BB 35 g Clats (5glp pogad ;3 g 0aits plool S

1. Perspective of social exchange



Y 0 jlowd VU 2,93 N EoY (S ,5L Co e

vy

93 b b o w0 (s IR95 3l (A1) Jgs

=W

Jlo g g

olye

oy g (658 A pd Ulgi o o &l e idly i s
O Canle ST ot ) e g (L e doy3A)
AU L Jpame daug 1015 3 syiie ($55)0 £95 g (S ybe
Ese Olge (g pe) Gyt (5550 £ Aw S cnl ) )1
3 (sl plomsar s ye g 5l JSam lsisar (5o M|
2D 2 e (61550 £ oS B2 LS @l 5 48 SSE oa

e

(V1) ol 5 (s bl

P Erie Gih 6555 b
ot Joae (LS 5 6ygles
A5 555 4 lan 50

(wlobslows

oSG L b S (o0 S8 oKl 5 aglojlo 4 gl ool @l
P Blo (b)) Al e o Syt 8)S (b e 4 (s
s S S STil 4 Jold wlgi e olyiie (31005
o S8 laie)l8 A OMSia ()15 olyie plo b e
ol bly) dewg v B (Lo S meeal 3 )03 objide
Olyde Cte (1,55 5 )18, sbml Coledy 5 Jlie g « Jelite

Db Jlie g dgmgd 285 9 GUSHI

Sk 5 ol syl
(VFer) v

iy s LS
mgis (s ytba b3 (2 Blon
P S yde Celgrde (0le e

S i) oo

L lgon i 5 bnlias (gjlwodly Jl ey i Ui 4l
B o dgio & «ules 10 g ol porde W cadsl porie O lax
5 Slojlw o)) e lon (sl punly ol arbll (65801 S
8l )LBy g 3l e Blen (Kb (6553)5 lacaliE
B3l e 3 s (oS i gl gl )]
OB syt (b)) (el dloml Caz 3 Wl e Slojls

Al Al ol

<5931 03l puan>
2920 5 (Slorho o B
(V)

O3 (8l S8y Jse s
SPDS Calio dawgi )3 (S o
oS ol (S

Slpyiio s 5l (o piiio €8 Lo ot sl gl b
s 3 583, ol ) o ;315 oy orBOLS]
Loy 1y 18U oyt cospan ol 3l e g el anlss
o3y ol )3 ol 23 ()55 iy 5 ke slaaie
G5 0 oy &8 )l glaioly <)l 3 4L piss (gl

sl 005 )1 (656505 Cariao )d Lo Glods 5 Jguaro

ooy doxdS el gdes]
(¥-)

sslateds (g yide &8 Lie glaaly
Caio pd ol OY game 35
SRS

Ll gysme Do a3l 2lad Jio welcusst; @l b
Jols 2ol g baaly wules 53 g b yly Salslue bl s e
ol ) paS o ol ond S5 (6,555)5 Caino jd i Bl
aS 05 olad]eis g b ypxio Jdo bamd LSS Jolge g kaylyd
h eSS Caine 3 (R flon o5 Bun 35 ol 4 2

Dy g

(I749) o>,

Caino 3 il coSl )
S gy ) il S8
slasedly (595

wloyu j3 (5 )bline 1L alyglg b,y a8 das o lis baasdly
copizrad Dy Slejlw ayley w5 Sl diloyus (g yiiie
2yl glojls 3,Shas 55 (s)lsline y5b 0,y Cuje 5 dbcusyd
Bloyiw 5 Slojlw dloyuw 45 Cunl () L5o aBl ¢ plogMe
a5 s Sl Bloyr p &gl )18, L bls)l 5 (s 5o

‘L5>L«HM ‘dUa.L» Ls)LQh)
(\yaa) S8 JBle

3yShos y> ailyglg sy il
yloy i e L Slojl
By Coje g (lbius b (S8

d)l-\l& Caxouo )\)




YYA

OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

=

Jlw g G

Olys

38hes p uto 5 et 50 Slass 6 yolg 45 ol LS Laazsly
e )5 (1Y) i e 3 (5 ls slopilil Jloyet
Slods coaS Sle pite dawlgas ©losd (6y9ly o L guls
looulil Jloyt 3,8kes (g bline 5 Cute o ;3B 3
an Sloas (gl Caley 2yl (/YY) s 18 )3 (5Bl
AU 35 it Cldy 5 Slods oS Sle (sl it ey
S lune sl puilil Jlope 3,Slas (5 blineg Cute puitiuns

By (+1NAY) s sy

&y 9 xS )le
(\Y”'\A)

IR0 e 3 (5 le (sla ]

Sride coldy

e 1) Joole Bl Wy b (g pie Cudginiio Cogll g dbml 4l
ey « slan! Gl glacdildy 55l wlo,le a5 ol 1,8
i g (loial glaab) 3l Glacdb « i sl
O S Ly (g ydio S )L 5 € b (g pie (5050
g obatel weyldy Jold s b g yote ol clossly
Ol g sy a8 Col dsp dy Cad (S J3 5 5bg
9 Sl Copgli d LacS o 1 4SO L il e WS 5

53,5 ieo s o)) @8l 5l g 3500 o claely

bl B gl
i 03l SIS
(yrav)

L e Sl Jin o1
ey 4y yas 3,9, b Sy

e gladil jl ool clas Baasdl)l aed o ol s
Conl g (b yidie bLS)| oliwal (i30Sl (sl S y5bay
3 polie jeboas b piomen ol L aiS o3l byl (6l loss
Slgieon 8 8ly azdls Jabs oo b slainl slaib 3o,b

35 Cag 59t i gl

(Y1) S 5 Lol

sl 2 pie oS i b
6 Serlse Jie S rler s

a.L.uJ).\au

a9y £9-5 0 Olyidie YL €S )Lie 48 a3 o (L5 gl
oels cols) o YU closs oLk ollas] 4 e Sl ycuess
45 Sloas pLojl a8 s o (LS - onen ol 580
Cste 3l (st g o8 b slaabil Jlis 50 0ad (ojlen
il ot o plae clyslogde au )by culs) p (gyuiw

ol 045 1)) ake g Cate 2ol Slads p gy

(Yo¥+) "ol 5 031330

“ § ))‘5 . s u{)l_“w )I

2 095y e Blen L5 loa s
clesd 2b)lik

) DI A A (6 5YLs 48 e )36 sl puite tix
syt b slerzl (e ()l 1) a8 ras 6ol
Loyl 30 9 (gbe oblgy (id Fasy «STmil sbul 4 bl
0l (oluolids (ol pusio p aayl, Aoy §uT "Jg.l oplplo

...\;5‘_;0 KaS Sloss 6)9195 3 (S i Qf)hi;n alisks

(YIA) " lasy 5 oloyus

S9l9m 3 6y &S lie Sl
SilwJie St Sloa 5

o5 3,50 5 sl (55l3 Lo
MICMAC

ity $35l95 5 S Ghj) 35 sl w3 e i gl
5 Srmde (b)) i pSle L) 1y o )hline 5 cute I 35))
Jae Jhlixe g maiiumepd y 51 cogdle 4 3,135 o (g i ol
By Gk 5l i cols) o obyidie (Sl LS gews

b Qs (s3ide (35 (Gl

Yuiel 2.
@;L‘W‘wsl't{
(Y'\A)

S g Jsa 55l 86
553 il 5By 5 ol e
LU ) (g e Colsy g (6o

Sloss

1. Millissa & Cheung
2. Bagherzadeh et al.
3. Sarmah & Rahman
4. Clauss, Kesting & Naskrent



Y 0 low VT 093 VE T (S 5L Co e WA

B9 H 0 geho Jow
0553 Bl o Slers (6yglys i dise) ) ansiS ) ondpbul layingh g (iBgh Ay 4 4 b
JLovan Laimghy s g Conl 0 plosl (Sl sl ig s (6 yidie &8 )Uie g 6y (539 106 )L8)) (s yde
Sload (y5lg padtame dbaly )y JLidas Limgh cpl )3 cplpl Wilodgs Slojlw 5, Shee p Slods (g)9lgs
Clgitio (ules yuite Gy il g e (6 ytdo &8 )lko g (s idio (N9 )b H8)) (g ytdo (D)) o Elom
(Jis o Gloe oy Sloas (6ol el (nl g2 oS o0 oy 2 aions o 50 4 ]y ]y ol (50
8o g oo (g 0 L) dm 93 L) (e 3] (sdlom 9 (b e lsie b sy Clgie

sl 048 1Y S5 55 gy (sogrie Jde Mmoo SIS Ty gy ool dtanly jeate (i pie

e (5059 0 U3,

Slods 5yl

OB F (PRE0 Jao Y UK

o9 ¥ wliwirg y
ol S gyal8 el asloy £33 51 5 o Bodly (6ygla) gy bl 5 208 B Jlai | Sl gy
(i 2l 3 sl Vo i o] (loj g50l8 g gt e e o)l gty g )Moy o (slofin )3 gy
L oadaslllas ol 8l a S ooy pay (il o odliiwl edlw Bolal (g puSdiged Lhgy jl laide ol Bl Gl (4l
oS wb Canlgd > T 5l g 0 odld 1,3 BT ,Last 5 g (cladel w9 bl balas slael Jgas I ool
ooy L pimeiy ol i oY sloedly i sl (T (gla sty 41 5 A8 Aalllao Cday |y )5S do Aol sy
01 (& yglaer Asbihuoyy I3 b g dabe joed o)l iy 5 slaz s sl Jin b yite ) ool ol (oS igad
w99y L s)lol dgas g dadie o o)l gy 5 oy e sladia (it &I Jtmggy cnl (5)l] dasley



YA+ OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

5 i i Slmog S olad) 518 (sligad L agy o o (om0 Q] ) VAT (ot )3 (5 S gl
P gyl ashl )3 5 SALRLS by Sl (iagg cnl )3 098 Lais Jiagg Cumely (adllaesjge (slacido
N5l 5 5l ol gy )3 292 3,5kl debisin p Woodls (gyglaen sl (SMre B9y ol I3l 87 b ooz
Sl (S Sl Blas gy 4l 1 g)libs S¥obe (giloae Ao > & sl ol odlatul )5
ol 0 9 b aB)S )l 3 ojle 2ly) 5 (ilaie (g 95 92 i (2lg) loxie jslateds Cusl ude 9308
S b sl ol el ppgesl sind gy (ole Jios) lole el g (6l Jlizel dgime ol dis
A5 gy 1D Y Limg sl ywite ol (slayly dan 13 plo] sl Slsdle 5l oolizal b g sanl Llole o
1ol bl § lavste Hai 4 161 L asljiw p slgioe Hliel pizmen ol b jian s VU 2lg,y saimdLis
Sl il (9> (Sinloa | Jlisebl g sl sy (bl o pd duslona pglaind 43 plos p3Y oMol
pis sLusS sho (bl s A8 o el Sy g sho o e A5 odliel EligyS ST el ) 3iis
S OSs) sl Gy llas Lig)S lall (gl <V (VU pslie sl JolS SLL 5bsS S (bl o ps g L
N3l og Lol 5 (SUe a8 a5 <IMY ol aselipiwyy JS ¢lis)S cldll o s sl Simgy )3 (VAL

ol 03 ¥ ol 55 S8 4 ioww lpl ol awyyp il Jols b Cuwl (6 55051]

Elg,S WY Jgae

ElissS Wl cw po W JI5u laas 550
- [a¥Y 5 Sless (y9lg
< IV¥Y 5 & e i
< [AFY 5 (S yue (535905 )U3)
-/avy 5 Syt &S e
AN v¥ b ysie £ gane
oy} slbadl

03y 30 do ) V/B 50 dww @90 diwej 5 ilodgs Dye Mo 3 BB g ()5 dged 31,8l Mo )d ¥ ¢ gy puls (wlwl p
03) PPV JLw VALY swody paod V) J VALY swody ;0 dopn /0 (Jlw Vel ieS oo
o )d S/ «Muass )l jee dino) )d puimed 5 . Llodg Yh &y Jlo 0+ bwody paop s Jw FAL ¥

Y .. .
SIbSl Juo il 9 s Sl () 9
1 s Lt L ol sl 008 ) o] ogllan yalie olyennds eyl Jae Lol cslappmsls & Jos 3

1. Sakaran
ans b anli b o) Jao ¥



Y 0 low VT 093 VE T (S 5L Co e YA

RS IR

Sl Jae 81y e s Y g

Sl Jae JU! jlade Jgsd BB ,lade slos REARNE
Y¥Y - - (df) il ds
Yav/sy - - o) SeSulisls
VIE c<y JdE <y y<y /di<y (o' /ff) oSy eSS
1Ay -[R0 < GFI < <IN< GFI <-/20 (GFI) Dol srsSs
oy - <RMR<-/o - <RMR<\- (RMR) 0l 3L Slay o (Sl ity
.Jas -[AY < CFI < ./A <CFI < /Ay (CF1) hdas il pasls
ofoxY -<RMSEA <./-6 | -[-0<RMSEA<./-A | (RMSEA) Syely slos laye ke aii
5y -I5 <PGFI <\ -/ <PGFI < +/5 (PGFI) Sl Gl msSs asls
<IAY </ <PNFI <\ [ <PNFI < ./¢ (PNF1) sl )bun 53l biln asls

PiSedlly Sty g oot Jie il S sS (65l Jia oriay Aol g Jake 43 0

$oSwl sl jlade aSul 4 da g b g ol JBLIASL Y B+ o e sl jlxine oSl sl lade asslis .l
SO GFl as L .l JB1] SoSwl g8 jlude a8 cé,5 a5 oo el ¥ B+ o (658 Lo Jie (sl jlxing
&l GFI jlacie )y Jae wgd (o3l 51 i Jlade opl (gl /A 5l i Jlade oS ol duas sla asls
sl s ey RMR asls aie 5,05 Jao Gosd Uil s a5 sl sty +/AY Limgly coplislos Jua
AL /Ay pdlie 48 cowl duas sla el 1 (SO CFl (adls el Gollas (6 )lade 45" canl «/)
D9 g g Jho dy o3y o3 Yl (Bl e (a3LE cal gl <AV I VL ke 5 J8 LB lgisas
sobds Laodly a5 S lgh o cuwl </AV B +/Q oy aSL) 4 as g b aS 2y </ (g3l Jio sl CFI lads
chb Jod ol Lo Jue )3 RMSEA L 3y9lp slbos cluye uS5ke pod diin) (adli il ol b
S0l 48 saelccwddn </ YY imgis (ol Jie ¢l RMSEA e .ditun 58agS b +/+A ke

Gl JLo 99 58 18

g o a8)S i 5 plate (sl yune ddodr g A0l 0 (b Car SO 3 b pse (o bailgy e Julod )y
O Sles grl; SBaen 45 e y3g0 gm0l Bhas Sy Bk 5l a)ge it 3 e o0 menlie

298 (il 5 S Jae &5 Canl 3V 3aios slodns b )y gl g o e Dl oo KT 1 L pusiie



YAY OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

GB9 SBAd  (w )y y
302l g oyt e g (8)bline s cdmslone oo gy 1l (GigR ol Gdns 3 aled gusypr yolatedy
L +V/AF 51,535 )50 (6)blixe dae asslis [0 lo 4 9D 0 astin (g )blxe cls o Llgy baaus 8o, L

Do o .\,,.,:b" EWES IR IR VAV BT €U Y

o903l douit | (gylliae dast oylol | (3,1l dele JU Jado) s g ianns ymno
b Vgl J5e S ie Culgiiiio - Slals (6 9ls3
b FI¥A AT Syitio &8 ko - (g yido Colgiidi
b vIvY -J¥5 (S o X9y ) - (5 yido Colghiio
b FIVY -IyY Sy (g by Slodd o yglg
2l YI\$ AN & yiato 8 )lie = loss (5 le5

55U 5 YN oyiio o8 ) Lie § s (g9l ylee ddal (g yloline 308 ) s 3 F o ollas

ST gy oyl 5l sl <V daly cpl (ol otelcimsds 3,5kl eSS oy Cpmitreds (ol ALid (¢ piie <8 Lie



) O)Loa:} Ak a,,.:‘\id” cu.v‘f))b Cu o VAY

3195 Jols 5 il el by ol baogio bd (550 €8l 5 Sloss g psls ol s alat oS o
P9 o (8 yide C8 Lo )3 ysi 9 s Dot

ol VRS 5 i o FIVY (s (slig i Hldy g losd (6y9lg o abasly (g loline 3ae Y dus )3 4
5 o dlally (6o (sHigped JlB) b Slosd ()l Jole o> A0 el s 3 45T €S g0 il
919 olae Aaily cpl byt osel Cowsay +/VY alaly cpl (gly 3,1kl Cpess o pd Cpismed 3,05 (g ylolixe
(5598 B 3 e 5931 oo Slods (65l Jale 5yt iy 1] bawsgle (o (X390 ) 5 Sloss
D9 s (8 puke

cplplo (el VRS 5l iy 9 VPR gyt Culgiiio g Glodd (6gl95 le dlasly (gyholine S22 ¥ & b 4
203 g hhline g cito abally (¢ yie Clgriie b losd gygles Jole o yd A0 ylisebo] pdaws 4> 45 S g oo
5 Sloas gyelgs e dlasly 48 amd o Uis g ol el Canday /8% abaily cpl 3,1kl pesS o g e
e (6 e Clgiiba ) il joy o ©loxs (69155 ale 3 s o 10l ol s (5500 ulgintin

Ol fccwl VRS 51 s 9 £IFA (g piiiio &8 )liie 5 (5o Cdaridio (o dlaily (gyboline dae ¥ 45,8 o
D) gybline g cie dlaly (gyiiie Sl b (g o Clgriio Jolo oy A0 ikl paw (0 &S CaS g 0
Cdgiiio e ddaly 45 aad o Lt g Conl odel Cawdds +/FA dlaly oyl (gl 5 ki) (ueSS o ps pitmen
Sy S a3 5dS gps a (§ i Celgiia Jale )3 ju g ol 5 s (e 5 L g (g e
Dgud s

Sl VAF Sl i g VIVE (g yidio (g9 100 518) 9 (6 pie Cdgiidio (e by (5 loline 24 0 40555 5
9 St dlail) (g pidie (5950 )l3) b (g yidie Sl Jolo 03 0 lirebl o )3 &5 CS (g oo ol
Oolee dbasly smd o L5 a8 sl ool Canday +/¥F dlaily ol gl 5kl eSS o ps pimen )l (g yholize
Jormt s Syt Culgiide ol )3 i o Lo (ol il o5 bl (65200 (g9 068 58, 5 (ke Clgaite

D9 e (S e (SXiged LB ) )3 st

hol and 5 (Gld e oo b yowne 0 Jg>

0903 4o S ) o> e 3 b N I

2 IV e Colgito S e g9 By - Slosd ()l

b AR o o giudio & ytio &8 jlie - lods d)giy

g 3 Slod 3 (6yglos mutiime Bl b (lawly yuiio i) pabiians pé il dline jglaiody & dus )b )
Al o Cwndns IV ] e 4S5, S Gps 6o S )lide )3 (6 yiiie Culgiiio muiitane il )0 1) (6 ytdie
3ol i 8d sl 00 yidin (+/V)) paiians 3151 (+/VA) puitann it 31 g3 cplplis §(+/8+ x /A= +/¥Q)

2> e 5 bline 13l (g yite <8 lhe )3 (g tte Clgibe Byl Slesd ()5l im 395 0



VAL OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

g > Sled 3 (6)9lg5 puiiiame Sl Wb (lawly piie i) mabiame e 51 duloee yolatads V dus )b 5
Wl o cwddy +IYY o Jlaie a5 5,5 Gy (6t (s, B, ) (6 yihe Clgiiie puiitue Sl )3 1) (6 yidio
3ol prin &by anl o jid (/YY) paditane 5151 (+/VY) paiiane e 51 o cplpli §(+/5+ x </F5 = /YY)

D) e g jbline 15U (g yide (X9 b Y8y ) (5yide Culgrdio Bk | Clesd (6ysl5 dim 2950

Bolgiin) 9 (5 5 a0
O ogolell b ugale sloatyjn g Lljo b dlarly o 53 g Sl g o3l s sloial Jols & 5 5.1
SLilie 5 Lol 81550 (s pie Clsiiio celainl ol &5 Sl 5 (Y20 & Jikso 5 515L1) g 0o
Gyl by obyiie slajls g olllasl Slg oo (s pie Clgriio &8 ool jlams (I Gbybe e |y (S50
(Vo) seh o )l Slosd oS b b 3gs Lalg) )3 ()5 5 (Sloj (o)l § €835 & o (b iide S
(hin Lo Al 3 sy <8 lie ) (sobj clgiin o Sbytde ¢ 35,8 lasip (ol o 55 Leol
8 o (6l sy > (slmo3u3] giaba lyiie o ) slakiyy (sl il 03,8 sl 8 15 S, 45 5l
& o Colgidio oyl pliy M!S 13l 4 5 (glae Bosk 5l Jlio sl 1)b 58 Cgme glasiyy |
bog jgles Slads (o Byme 48 A md o (Lt (] A SS (gt b)) 2I3Blen (sloylid, (i) & g oo
ezl Pl dda) 5l g sl andly o8 )Lie wlods 425 anl)d > (lyide & 35800 el Jip bbate
b d9ne S ymbe (2l Blen sl (plpls 3550 9w Jol

5 S idio (sHig e HliB) 3 Slods (6y9l55 18T )3 (g yttie Culgiii bauly (i )y B b pils inghy
@l 8 Ll Wb (e )3 g j0ed o)l &2 5 )lez s slads 55 ()lin Cunio > (g yide &)Lt
9 i (§ e ($259 0 JLib) g (5 yisba &S )b )3 (5 yiiba Clgiiia b &S Canl o] (S oaalcundey
5 Sadgr (Vo) S g ol V1Y) ()l 5 SUI (V2 1VF) Wik )S g yiagl & (ol igsy )3 el jloline
05 (=Bl sla)ld) g (s yide Clgiie LS, g 0315 plox] (V4VF) jailusdl g VoSS 5 (V414) (S
Slapipgin S Glgice @omi 53 Cal 03y Joline 5 Cute ((5ymde (5890 JUB) 5 (g yude S jLke) (g il
bl sl (imggy )3 oelCasdey (slacs pSeomis S0 5l 0,0 JolS' (gt polo (imgh 5l asd (ul b ysSia
Slaptmgsy b ;S5 150k & jb plan ul (gytde Colgiiie e 5 s (55l puite blixe g Cute
(VoY) Iggmsl 5 93555 5 (V+10) & ¥ IY) ool 5 58 (slv gy )3 sl oad plol 0jg> el > Syl
250 3l goen gt ol gl L a8 culosd (65 am jbline g Cute yiiie 93 (il oy b)) 3

ol gyt 5y g Slen g Sless (6y9le holiae g cute bLSl cpsls imgh ) sdslcuwnday las pSass

1. Social exchange theory
2. Cropanzano & Mitchell
3. Functional brands

4. Hedonic brands



) O)Loa:} Ak a,,.:‘\id” cu.v‘f))b Cu o VAo

9 0P VW) hlLSen 5 gals sl oad ploxil g el 3 (Slol 3 slagsingly b 55 5 & sk len
L 4 cowloasd (pS ot Joline 5 e i 93 cpl o b)) 35 (V4 VA) () 5 (S35 (V1Y) ol
G953 e Bl sy p> Slod s (65l a8 psle Giagl )3l gued Gl o0l @l
o=l Ao ot Sl iagh G g )3 & Gl (IS AD cw)p (e Culgiidio baly 1B )b 5l (g e
Ol Caleg o ol ;e GimgSy slacsyglas Sl 58 cul (g e il §) 5 052 0t Sl o0
= Plon g1yl 5 (s yite Culgitio ) madituns 5 Cute yobods (Dlotd (5 )glgs oS 2 il LSl |y (g S e
sloylid) > Sloss (55155 b imon 5 235 o 3B (e (S5gy0d 1) g (5 yiuba S Like) (kb (1B
L el jhliae 5 Cuto 5 pouitiane i O pgeody (5 ydie (589,868 518 9 (5 pie <8 )lln) (5y0ke )] (2lSlnn
Ol Laas b 51 S pn Ly by b clasleiiy el cusdds mlis 9 48,50 )00 (o Jdodigt 26 4 ag
Pgd s

St 3 Lt ]y (g lukin Caio )3 (s ytte Culgiiio Cogli ly Slosd (5yglyi Coanl adlllas pl ¢yl
Caio Ay gl 4 1) (o yiie Culgiiie 9 ST Gla 1) b yidie B aiad deldl 1) jolgs (olad pal) dawgs B Jia
) Lagio g ailSie 59l 1p (oo 5 (sl o8 Sloss S 351 iliseo il 13 (slo ool Wil oo g)kim
s S sl b siiie (sl 3y i Cents (sl 565 ) (s &l Sie ullib (sl pal, 5 S ple]
LSl 8 158 gl S (3535 5 AT (Syme s> oo slodn S G e yobd Wl e Jio 4 g (Jle
Obsdie sl (34 paia g &lygly (6, le (slad o a3 LS g |y 28 glalie bl 5 cuds b
OB 53 deddjl 455 S bl i bej laee 9 )de 5953 Al 5 S (e gdledy S ealb s
5 9290 oy ) &lSie i sla p b sl atlgi e i byl IS )S wgdlear a8 oslizl | Y
Culgiilio 39y o0 LA S gnd g pl Sl g5 ASle 10,150 STpdl 4 elotal b slapjitly 53 05l
b SRl S5 o)l sl i) b sy

aoes ol sl (s nn i) nlen SaylBy 1 e asll Jule S (gpsles o8 001> s gl ey
5 el slaco b b S ool ol it (sl 1St Slos o)lsan b b e 4 amd oo Lt
Ol b Sy 098 sy fin b ilgie ()1 da pljidie a5 S das Mo b i (e a3 )] (5500
ol e pbiate A @88 (5))) 3 53 A 395 ) (b e g 4S8 sl 5 ajls @8 sl
9 35S dloml g piitie 3,535 5 Lo jlas (sl 50 SLLLS| lap ity ilST (Bjme &ilSiie (g5 sadpenl,
Cgis ) o gliate g b pde g Jols LS 6 (S5l slapjitly ol ST 39405 1) (6 ke ()0

ol imgts (63)50 ddlllae aSH) 4 dn g5 b camdd pl 50 pU Y iy go ol @ 1l 39y alazd (> dlus S Jia 5l ise
al 38330 s Ji & (53555 (sSa 3 5 j8lues i 53 o)l iy 9 5l s WS¢ o i



A OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

DD 0 lﬁ))‘
o5l G Ble (o)l culliy g 0,8 o o I (g te Culgidio (392,80 &S 13l (LS gl pgus
oyl Cogt (glin S g 039581 15l Y guame b losd b Jia olpie (ol plo s o )l 1) (g o
Sl s 1l S 09 b oy Glpde 4 S wald 5] G dlen 0 €8ph ol iles g olyide
05 el 3uld 5o ol b ans (sl pliie gy S e asraie (loj 0 &S Coly g ead S
dyme Ml Lol b Jobge il Jsn bdiate 1 (6l bl sla Jlo p3 ¢ Jlo (gl oS 8y
by L oS jasuie Jb 1) e Gloas glgil iS5, 361 0g3 gl il o 0B 1) b yiiie a8 ailed S
sl s 54l S (5558 loa s sla)lil S do g b piuSlll 390 Cawgd 1)5 a4 Wb ol pse S
s3bdy algi o in plhtate ooy s & 35 (2 Blen )3 S0 P (it (Sl die
Cood s Ay g Jin @lio 3 Silo 2B 1) (b yide b aiiS @ilatl Glosd i 13 ol yidie sl (2ol Guslie
u—’] uLo.vu 4 cJ._SJ)f odlatwl oslw u_eahm LS);“}"J UP9) )’l d)ﬁfd‘}y,ﬁ pl.?r.ﬂ d])g T3 Oﬂ] ul.o.vm
Wl e o Sdmggy Grzmen S elitul (6 Wgel slaslgy ple jlelie Clidi sl gl 358 o0 Slaiiy

S geil 1y Gimgy ol Bl (g pdyemes Gl 58S ool o > alie sy iagh pbsl b



Y 0 jlowd VU 2,93 N EoY (S ,5L Co e

YAY

SR 33 Aol i 9 3w g
1y Lo Jls 1 glosgims ¢ Jolss cnl 1 < o a8 ol o solizl Jole jlan 5| Limagy cnl 53 esolyS (555l
i b Cundy pogas 5 Lad s Kby 4 1, (gl 35 ala) ol o3l olaid) 598 &y del iy 5> Sy

A3 Cede il

33190 Yols

GBlge

B RN

o

Wl Wels

Glosd (5 yl5 Jole

e o Moy b e 4 1y (ob)law (g bl Glead i ol N

S oo 03] (b e (gly A iy (£5909SS glaylil 5 s ol Y

ol yottio s £yl Blod I i oyl X

ol SBMS 35,8 o J84 )l o M0 o jo Jin o) LSS a8 by ¥

oS (0T slmailns (Jlie sl) 85 oo ol 3 1y slailyglys (Bl (slo iy i )

LS o dlpiig Sl 4y B 1) 4L e

s ol 3 b e b ailygle olalpl goybo 5 s opl LS8 5

S yio Cudginlio Jolo

el iy Sy ke A5 oo iy Ji (] g By ¥

Lo (68 o Cla D ol 4 ’\JW @S o Cutro Jio pl 0y50 )0 &S Kin A

'P)b wg.}&l)g}&d‘w‘\

et 03504 oy Ji opl 5l e

AR

A o 0 A ]y e da g AdL v (pl 4 bype oS (g yn

AR

S o 355 4 g g ] o S g0 a5 Jim ) ] (S

AY

w3 oo Ml i LSS @ ol Aty lodd dams (S5 3j90 )0 (glue o] 3]

Y

w30 EAbI Jin L) @ pad dalge (JSdia b (B

AY

oS 0 dog S0 Ay i ] e

NO

S oo oS Jia opl 50 CuolBl 4y 1y pledl o liwgd

NP

oS (50 oS 1SS 4 5l Sygo 3 ol pitie plo 4 e

Y

oS oo |y ol ppols w9 &) pylazl s Sless 31

SA

WS ey Jin Sless I %05 5o oolitul 0925 4 (e

AR

w3 oo LS, 1) 5l 0590 CleMbl diian o

AR

Pl Jo U, L ailoge )13, 4o

AR

s gl (IS 4 loss &y gy e b Il oled 4 e -

Yy

Y

oS oo Sy OUSHE la g b badlgiiay 5l 40

¥




AU OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

&b
o jd s OY g aame 35 jeliteds (¢ pthe o8 lie sladoly (Ve r) lual ¢ oty gy @S ¢ oloy] olj cden]
FEO YYR X) Ve sl 5 (5,500,555 5

l_g Ay l_’ d)»_um puJ}a_um JJ._A L?‘)Jo (\\%\V) ).‘wal.{ ‘Lf’])“'b o.)l))» ‘L;LCM Q_;{\J.{) G:LL ‘I).m) ¢‘_,’.sl>).w ulﬁ‘)’
AF =¥ (F) 0 iy Copdo 0lisoald 4 )la5 5,5,

03 i G5 (2 Blio 5By Jho (s (VF e +) unnlS c(59,0L5 £ e ¢ lorkes 02 B £S5 59,8105 t S o3l
ORIV (V) A oppd (0 R0,87. S il (S (6,50 )8 Carias drwgd

<8 5 iallhe y90) 2 Jpame S 5 Soglss 53 (8 yote IS 65 54 55 (VF0) Sligg e Jomls ST s bl

B s U Sl 3, Shas 1 ailoles jldy 13l . (MYAQ) dabls ¢ S8 JBle o0 o Sloas S cigo o silabe Slimo
TVY =YY (V) Q cdrwg g (60K00,5 . s lalin Criao j3 (0B Cugo g (albcus 8¢5y dilo yus

drwgl g i ydolip Sy 033 (695 S g, 3 ookl b (6)Si53,8 Caxio 4D (o ydled (oS 1)L (AYAR) (o310 ¢ o>
YYE VYA (YY) A (g, Ki0, 5

9 o59el Jle dumwhe 1005 L lor yio o6l ped d9ame g (o dezxa) Cu o 3 G (slo g, (VWAA) Logl ()

Sjyaely g Copde (iagh

2000 sy (5 ydluns LSLmL).JIj] 5,8as p closs d)5]95 )»L LY edose (6 yo ¢ 5 o o6 18T ¢y <6 )liko
ME A (Y 5 cdrwg g (64K, 5 yiddo Colid ) 5 Slods cunS ool il

Syimtio 55y s Bl 8y e b Ly (VP 4) 0aiB )3 (e (llabe fblullon ) (Llb 85 (s sk
P s sloingiy Moy il 45 Geand  (SB pilgd Cato ) (g yie Culgrie (le e dlugd
cdzawgi g M) iy it

References

Abdul-Ghani, E., Hyde, K. F., Marshall, R. (2011). Emic and etic interpretations of engagement
with a consumer-to-consumer online auction site. Journal of Business Research, 64 (10),
1060-1066.

Ahmadizad, A., Kafeh, P., & Rostami, E. (2021). Implications of customer participation in
order to create new products in the tourism industry. Tourism and Development, 10 (3),
229-245. (in Persian)

Ahn, J. & Back, K. J. (2018). Antecedents and consequences of customer brand engagement in
integrated resorts. International Journal of Hospitality Management, 75, 144- 152.

Ajzen, I. & Fishbein, M. (2000). Attitudes and the attitude-behavior relation: reasoned and
automatic processes. European Review of Social Psychology, 11 (1), 1-33.



) b)w‘\‘t b)gb‘\i’v‘ag)}‘g&g‘ﬂ.\n ‘A

Aluri, A., Price, B. S. & Mclntyre, N. H. (2019). Using machine learning to cocreate value
through dynamic customer engagement in a brand loyalty program. Journal of Hospitality
& Tourism Research, 43(1), 78- 100.

Bagherzadeh, R., Monika, R., Shugin, W. & Jose Luis, S.T. (2020). The journey from customer
participation in service failure to co-creation in service recovery. Journal of Retailing and
Consumer Services, 54 (4), 255-274.

Bandura, A. (1986). Social Foundations of Thought and Action: A Social Cognitive Theory.
Prentice-Hall, Englewood Cliffs, NJ.

Baradaran Sorkhabu, Z., Babaei Zakleiki, M. A. & Heydarzadeh Hanzaei, K. (2017). Designing
amodel of customer engagement with the brand with a data base theory approach. Brand
Management, 5 (4), 41-84. (in Persian)

Baumann, J. & Le Meunier-FitzZHugh, K. (2013). Trust as a facilitator of co-creation in
customer-salesperson interaction —an imperative for the realization of episodic and
relational value? AMS Review, 4(1-2), 5-20.

Binkhorst, E. & Den Dekker, T. (2009). Agenda for co-creation tourism experience research.,
Journal of Hospitality Marketing & Management, 18(2-3), 311-327.

Brodie, R. J,, Hollebeek, L.D., Juri¢, B. & lli¢, A. (2011). Customer engagement: conceptual
domain, fundamental propositions, and implications for research. Journal of Service
Research, 14(3), 252-271.

Cabiddu, F., Lui, T. W. & Piccoli, G. (2013). Managing value co-creation in the tourism
industry. Annals of Tourism Research, 42, 86-107.

Chan, K.W., Yim, C.K. & Lam, S.S. (2010). Is customer participation in value creation a
double-edged sword? Evidence from professional financial servicesacross cultures.
Journal of Marketing, 74(3), 48- 64.

Chen, S.C. & Elston, JA. (2013). Entrepreneurial motives and characteristics: an analysis of
small restaurant owners. International Journal of Hospitality Management, 35, 294—305.

Clauss, T., Kesting, T. & Naskrent, J. (2018). A rolling stone gathers no moss. the effect of
customers’ perceived business model innovativeness on customer value co-creation
behavior and customer satisfaction in the service sector. R& D Management, 49 (2), 180—
203.

Cropanzano, R. & Mitchell, M. S. (2005). Social exchange theory: an interdisciplinary review.
Journal of management, 31(6), 874- 900.

Dehghani Soltani, M., Mesbahi, M. & Adli Goki, F. (2019). The impact of innovative behavior
on organizational performance by explaining the role of intellectual capital, opportunism
and competitive advantage in the hotel industry. Tourism and Development, 9 (3). 263-
277. (in Persian)

Fu, F. Q. & Elliott, M. T. (2013). The moderating effect of perceived product innovativeness
and product knowledge on new product adoption: an integrated model. Journal of
Marketing Theory and Practice, 21 (3), 257-272.



14 OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

Getnet, H., O'Cass, A., Ahmadi, H. & Siahtiri, V. (2019). Supporting product innovativeness
and customer value at the bottom of the pyramid through context-specific capabilities and
social ties. Industrial Marketing Management, 83, 70-80.

Gomezelj, D.O. (2016). A systematic review of research on innovation in hospitality and
tourism. International journal of contemporary hospitality management, 2(3), 516-588.

Grissemann, U.S. & Stokburger-Sauer, N.E. (2012). Customer co-creation of travel services. the
role of company support and customer satisfaction with the co-creation performance.
Tourism Management, 33(6), 1483- 1492.

Hall, M. C. & Williams, A. (2008). Tourism and Innovation. Routledge, New Y ork.

Harrigan, P., Evers, U., Miles, M. & Daly, T. (2017). Customer engagement with tourism social
media brands. Tourism Management, 59, 597- 6009.

Hassanzadeh, K., Del Afrooz, N., Qolipour Soleimani, A., & Shahroudi, C. (2021). Explaining
the customer value co-creation behavior model in the development of medical tourism
industry in Gilan province. Urban Tourism, 8 (2), 141-159. (in Persian)

Heidenreich, S. & Handrich, M. (2015). Adoption of technology-based services. the role of
customers’ willingness to co-create. Journal of Service Management, 26 (1), 44—71.

Hjalager, A.M. (2010). A review of innovation research in tourism. Tourism Management, 31
(1), 1-12.

Hollebeek, L. (2011). Exploring customer brand engagement: definition and themes. Journal of
Srategic Marketing, 19(7), 555-573.

Hollebeek, L. D. & Chen, T. (2014). Exploring positively-versus negatively-valenced brand
engagement: a conceptual model. Journal of Product & Brand Management, 23 (1), 62—
74.

Hollebeek, L. D. & Macky, K. (2019). Digital content marketing's role in fostering consumer
engagement, trust, and value: framework, fundamental propositions, and implications.
Journal of Interactive Marketing, 45, 27-41.

Hollebeek, L. D., Srivastava, R. K. & Chen, T. (2019). SD logic-informed customer
engagement: integrative framework, revised fundamental propositions, and application to
CRM. Journal of the Academy of Marketing Science, 47(1), 161-185.

Hollebeek, L.D. & Andreassen, T.W. (2018). The SD logic-informed” hamburger “model of
service innovation and itsimplications for engagement and value. Journal of Services
Marketing, 32(1), 1-7.

Homans, G.C. (1961). The humanities and the social sciences. American Behavioral cientist,
4(8), 36.

Hsieh, S. H. & Chang, A. (2016). The psychological mechanism of brand co-creation
engagement. Journal of Interactive Marketing, 33, 13- 26.

Im, J., & Qu, H. (Y + V). Drivers and resources of customer co-creation: a scenario-based case
in the restaurant industry. International Journal of Hospitality Management, 64, 31- 40.



] b)w‘\‘t b)gb‘\i’v‘ag)}‘g&g‘ﬂ.\n 149

Islam, H., Jebargjakirthy, C. & Shankar, A. (2021). An experimental based investigation into the
effects of website interactivity on customer behavior in on-line purchase context. Journal
of Srategic Marketing, 29(2), 117- 140.

Jaakkola, E. & Alexander, M. (2014). The role of customer engagement behavior in value
cocreation: a service system perspective. Journal of Service Research, 17(3), 247- 261.

Jebargjakirthy, C., Yadav, R. & Shankar, A. (2020). Insights for luxury retailers to reach
customers globally. Marketing Intelligence & Planning, 38(7), 797- 811.

Kemp, E., Childers, C. Y., & Williams, K. H. (2012). Place branding: creating self-brand
connections and brand advocacy. Journal of Product & Brand Management, 21(7), 508-
515.

Khodayari, F. & Khanjani, B. (2021). The effect of using customer knowledge in the innovation
and efficiency of the new product (case study: Sama-Samane software company).
Marketing Management, 17 (56), 39-17. (in Persian)

Kumar, V. & Pansari, A. (2016). Competitive advantage through engagement. Journal of
Marketing Research, 53 (4), 497-514.

Kumar, V., Aksoy, L., Donkers, B., Venkatesan, R., Wiesel, T., & Tillmanns, S. (2010).
Undervalued or overvalued customers: capturing total customer engagement value.
Journal of Service Research, 13(3), 297- 310.

Kunz, W., Schmitt, B., Meyer, A. (2011). How does perceived firm innovativeness affect the
consumer? Journal of Business Research, 64(8), 816- 822.

Kyrgidou, L. P. & Spyropoulou, S. (2013). Drivers and performance outcomes of
innovativeness. an empirical study. British Journal of Management, 24(3), 281- 298.

Lumpkin, G. T. & Dess, G. G. (2001). Clarifying the entrepreneurial orientation construct and
linking it to performance. Academy of Management Review, 21 (1), 135-172.

Lusch, R.F., Vargo, S.L. & O'Brien, M. (2007). Competing through service: insights from
service-dominant logic. Journal of Retailing. 83 (1), 5-18.

Mathis, E. F., Kim, H. L., Uysd, M., Sirgy, JM., Prebensen, N.K. (2016). The effect of
cocreation experience on outcome variable. Annals of Tourism Researc, 57, 62-75.

Merrilees, B. (2016). Interactive brand experience pathways to customer-brand engagement and
value co-creation. Journal of Product & Brand Management, 25(5), 402- 408.

Millissa F. Y. & Cheung, W. M. (2021). Effect of customer involvement on co-creation of
services: A moderated mediation model. Journal of Retailing and Consumer Services, 63
(3), 1-9.

Mokhtari, H., Akbari, M., & Moradi, M.A. (2018). The effect of service innovation on the
performance of travel agencies in Tehran: the mediating role of service quality and
customer satisfaction. Tourism and Development, 6 (2), 116-99. (in Persian)

Moliner, M. A., Monferrer-Tirado, D. & Estrada-Guillen, M. (2018). Consequences of customer

engagement and customer self-brand connection. Journal of Services Marketing, 3(4),
387-399.

Morgan, R., & Hunt, S. (1994). The commitment-trust theory of relationship marketing. Journal
of Marketing, 58(3), 20-38.



Vay OlSe g (b1 [ b (g pubio (1351 (o e (s )Ud) 13 Slasd (9198 (i Cymasd

Morosan, C., & DeFranco, A. (2016). co-creating value in hotels using mobile devices: a
conceptual model with empirical validation. International Journal of Hospitality
Management, 52, 131-142.

Omar, N. A., Kassim, A. S, Alam, S. S. & Zainal, Z. (2018). Perceived retailer innovativeness
and brand equity: mediation of consumer engagement. The Service Industries Journal,
41(5-6), 355-38L1. https://doi.org/10.1080/02642069.2018.1548614

Ou, J., Wong, I. A., Prentice, C., & Liu, M. T. (2020). Customer engagement and its outcomes:
the cross-level effect of service environment and brand equity. Journal of Hospitality &
Tourism Research, 44(2).

Oyner, O. & Korelina, A. (2016). The influence of customer engagement in value co-creation
on customer satisfaction: searching for new forms of co-creation in the Russian hotel
industry. Worldwide Hospitality and Tourism Themes, 8(3), 327- 345.

Pansari, A. & Kumar, V. (2017). Customer engagement: the construct, antecedents, and
conseguences. Journal of the Academy of Marketing Science, 45(3), 294- 311.

Pervan, S. J.,, & Bove, L. L. (2011). The engagement of customers beyond their expected roles.
Journal of Strategic Marketing, 19(7), 551- 554.

Pikkemaat, B. & Peters, M. (2006). Towards the measurement of innovation — A pilot studyin
the small and medium sized tourism industry. Journal of Quality Assurance in Hospitality
and Tourism, 6 (3-4), 89-112.

Rahmati, M. (2019). Presenting a model of co-creation in the tourism industry using the
gualitative method of Foundation Data Theory. Tourism planning and development, 9
(33), 229-246. (in Persian)

Rather, R. A., Hollebeek, L. D. & Islam, J. U. (2019). Tourism-based customer engagement: the
construct, antecedents, and consequences. The Service Industries Journal,39 (7-8), 519-
540.

Sakaran, U. (2008). Research methods in management. (Mohammad Saebi and Mahmoud
Shirazi, Trans.). Tehran: Higher Institute of Management and Planning Education and
Research. (in Persian)

Sarmah, B., & Rahman, Z. (2018). Customer co-creation in hotel service innovation: An
interpretive structural modeling and MICMAC analysis approach. Benchmarking: An
International Journal, 25(1), 297-318.

Shamim, A., Ghazali, Z., Albinsson, P. A. (2016). An integrated model of corporate brand
experience and customer value co-creation behaviour. International Journal of Retail &
Distribution Management, 44(2), 139-158.

So, K. K. F., King, C. & Sparks, B. (2014). Customer engagement with tourism brands: scale
development and validation. Journal of Hospitality & Tourism Research, 38(3), 304- 329.

So, K. K. F, King, C., Sparks, B. A. & Wang, Y. (2016). The role of customer engagement in
building consumer loyalty to tourism brands. Journal of Travel Research, 55 (1), 64—78.

Sundbo, J., Orfila-Sintes, F., & Sgrensen, F. (2007). The innovative behaviour of tourism
firms—comparative studies of Denmark and Spain. Research Policy, 36 (1), 88-106.

Szymanski, D. M., Kroff, M. W., & Troy, L. C. (2007). Innovativeness and new product

success. insights from the cumulative evidence. Journal of the Academy of Marketing
Science, 35(1), 35-52.



] b)w‘\‘t b)gb‘\i’v‘ag)}‘g&gﬂ.\n 14y

Tu, Y., Neuhofer, B. & Viglia, G. (2018). When co-creation pays. stimulating engagement to
increase revenues. International journal of contemporary hospitality management, 30 (4),
2093-2111.

Van Doorn, J.,, Lemon, K. N., Mittal, V., Nass, S,, Pick, D., Pirner, P., & Verhoef, P. C. (2010).
Customer engagement behavior: theoretical foundations and research directions. Journal
of Service Research, 13(3), 253- 266.

Vargo, S. L. & Lusch, R. F. (2016). Institutions and axioms: an extension and update of service-
dominant logic. Journal of the Academy of Marketing Science, 44 (1), 5-23.

Yavari, Z., Tabaian, R. Al., & Soltani Cham-Heidari, D. (2021). Investigating the effect of
brand experience on customer value co-creation through the mediating variable of
customer engagement in home appliance industry. The 10th International Conference on
New Researches in Management, Economy and Development. (in Persian)

Yeh, Y. P. (2015). Corporate social responsibility and service innovation on customer loyalty.
International Journal of Bank Marketing, 33(6), 823- 839.

Yi, Y., & Gong, T. (2013). Customer value co-creation behavior: scale development and
validation. Journal of Business Research, 66(9), 1279- 1284.

Zhang, M., Guo, L., Hu, M. & Liu, W. (2017). Influence of customer engagement with

company social networks on stickiness. mediating effect of customer value creation.
International Journal of Information Management, 37(3), 229- 240.





