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2 4. Based on the value for customer

VALUE AND EXPECTATIONS FROM CONSUMERS.
IMPLICATIONS FOR COMMUNICATION (7) (Parasuraman, 1987)

ce if it is procured in a satisfactory

A consumer will value positively a servi
way.

A consumer will value negatively a service if it is delivered in an unsatisfactory
way and if that insatisfaction is attributed to the firm.

A consumer will value a good or badly procured service in a neutral way if this
result is attributed to external causes.

The perception of attribution of value to the company or persons providing
services is higher in non-routine processes. 3
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