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Service Fascination

RQ 6: How does the technological design of self-service systems influence service
fascination?

RQ 7: How does the user‘s personality influence the perceived experience?

RQ 8: How do technology failures influence service fascination?

S
S
T

 D
es

ig
n

RQ 1: Which elements need to be considered for developing experiential
self-service technologies?

RQ 2: Which design strategy should be followed to develop experiential 
self-service systems?

RQ 3: How can service fascination and its dimensions be measured?

RQ 4: Which technologies have the potential to create service fascination
in retail environments? 

RQ 5: Which services have the potential for being enhanced by
experiential self-service technologies?
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Objectives of a 
Solution 

 
What should a 
better artifact 
accomplish? 

Evaluation 
 

Observe how 
effective, efficient 

 
Iterate back to 

design 

Demonstration 
 

Find suitable 
context 

 
Use artifact to 
solve problem 

Communication 
 

Scholarly 
publications 

 
Professional 
publications 

Design and 
Development 

 
Artifact 

 
 

Problem 
Identification 

and Motivation 
 

Define problem 
Show importance 

Objective 
Centered 
Solution 

Observing a 
Solution 

Design and 
Development 

Centered 
Approach 

Problem 
Centered 
Approach 

Possible entry points for research 
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Service Dimensions

Service as the willingness
and readiness to deliver a
performance; immaterial 
capabilities are marketed 
instead of finished products

Service as performances that
can only be delivered by 
integrating the external factor
into the development
process

Service as the immaterial
result of the development
process
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)�&��	������* 	�� �����	���� �� 	��������"(����� ���&��� ����
�	��� ���&��" �������

�� � �������� �
��	������	" +#�	��� �,,-* ��. -,(--/  �0��	 ��� #�
�� �,-�* �. 1234. ��

����	������� �� 55�� ����������� ����	��" 	�� ��	��	��� ���� �� �����	����* �.�. ����
��

	���� ��% ��&� 	� �� �
������ �" 	�� ����
��� �������'������� ���	��� �� 	�� 	����	�����

���&��� �
������. ���� ������� �		���	�&����� ��� ���� �� 
�� ��� ���	����� �� � ����(���%.

���� ��	������ ������ ����� 	� ��$��	" �� ��� 	���(��&&" ����
���� ��� 	�� �$��������

�� �	����. 
�����"* ����
���� ����	 ������&� � ���� �� �������� ���	��	 %��� ��	����	���

%�	� 55��. +5������� �	 ��. �,,6* ��. 71(7�4

��� ��	����	��� �� 55�� %�	� 	����	����� �
�	���� 	�
�� ����	�* �.�. �� 	�� ���� ��

��(�	��� ������ �� ��	��� ��&�������	�* �� ��� �� 	�� ��8�� 	����� �� 	�� ����(���&��� ��(

���� +5������� �	 ��. �,,6* �. 9-4. :�	� 	�� 	����	����� 
�����	������ �� �(���&����* �.�.
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��; �
�
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��� �����"�� �� 	�� ������	�&� ��"�����

��&�������	 +��%��" �,,6* �. 1�-4. :�	� ��"����� ����(���&��� ����
�	��� <��� �$��(

��� ��������	�� 	���
�� ����� �"�	���= ����"��� ����&�	�&� 	����������� ��� ��	����	���
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Options
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Capabilities, skills & attitude of existing 
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Intentions
• Communication

goals
• Educational goals
• Business goals
• Etc.
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Social environment 

Service interface 

Retail atmosphere 

Assortment 

Price 

Consumer experience 
in alternative channels 

Retail brand 

Previous experiences 

Customer Experience 

Situation Moderators 

Consumer Moderators 
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affective 

cognitive 

behavioral 

sensorial 

social 

feel 

think 

act 

sense 

relate 

Generation of moods, feelings, emotions 

Conscious mental processes 

Practical acts of doing something 

Stimulation of senses 

Involvement of the social context 
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affective
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Experienceartifact
generation

experience
feedback

artifact
transformation

artifact
perception
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1. Analyzing the experiential world of the customer 

CEM - Model 

2. Building the experiential platform 

3. Designing the brand experience 

4. Structuring the customer interface 

5. Engaging in continuous innovation 
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Services Science
Human-Computer 

Interaction
Customer Experience 

Management

Research Motivations

• Technology as the driving
element

• Technology to replace 
human service employee

• Lack of research regarding
impact on service experience

• Hedonic factors as a new
concept

• No exploration of software 
and hardware combinations

• Lack of knowledge about 
experiential SST design

• User as the driving
element

• Lack of research combining
physical and virtual worlds

• Lack of tools to analyze UX
• Hedonic factors as a new 

concept
• Demand for practical

studies and prototypes

• SST seen as integral 
part of retail

• Lack of research on 
experiential factors of 
technology

• Combinations of software
and hardware so far not
researched

• Demand for new tools
to measure experiences

• Lack of CX design 
guidelines

• Demand for experiments
and evaluations

Common Research Gaps

• Evaluation methods
• Effects of technology use, especially in regards 

to SSTs
• Consideration of systems as combinations of 

software and hardware components

• Experience design strategies
• Knowledge about the distinct drivers 

of experiences
• Practical studies and evaluations
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Engineering Model Evaluation Model

User centricity
Utilitarian and hedonic
value proposition
Technology focus
Consideration of hardware
and software components

Engineering Methods Evaluation MethodsTrends

Oriented on user
behavior
Context consider-
ation
Focus: prototyping
Compliance with 
norms and standards

Mixed-methods 
approach
Holistic experience
assessment
Focus: effects of 
technology
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Customer 
Journey
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Technology
Portfolio
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Evaluation

Service Fascination Research Model

C. Zagel, Service Fascination, DOI 10.1007/978-3-658-11673-6_3,
© Springer Fachmedien Wiesbaden 2016
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Perceived 
Ease of Use
R2=0.063

Trust
R2=0.022

Experiential 
Design

R2=0.467

Perceived 
Usefulness
R2=0.040

Service 
Fascination
R2=0.637

*.089

***.200

*.121

.057

Technology 
Readiness
R2=0.000

**.150 ***.675

***.252

***.596

*** .235
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H1 ���������� *�������� → +,-. /�0��1 2�$�/3 /�/4�

H2 ���������� *�������� → ����� /��$14 0�/�/4 /�/00

H3 ����� → 
��	��� 5���������� /�/334 ��1$�� /�/�1

H4 +,-. → +. /�0/// 0��304 /�/$0

H5 +,-. → ,�
��������� 6����� /�02$� 0�4214 /�/4�

H6 +. → ,�
��������� 6����� /��14� �/�313/ /��$�

H7 +,-. → 
��	��� 5���������� /�/��/ ��$��� /�//4

H8 +. → 
��	��� 5���������� /��0/1 ��32�� /�/�1

H9 ,�
��������� 6����� → 
��	��� 5���������� /�4��2 �/��3$� /�4�/
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t ≥ 1.65 ���� ����� � ���� t ≥ 1.96 ���� ����� � ��� t ≥ 2.58 ���� ����� � ��

f2 ≥ 0.02 ������� f2 ≥ 0.15 � ���� �� f2 ≥ 0.35 ��!
����
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��� .�23� / 4�/5 ���/ .�.54 .�.4�3

�����	��� ���� �� ��� .�233 5 ��/� ��.2 .�./. .�.�45

����� .�2�6 4 4�36 ��6/ .�.33 .�.�6�

����
�
��� 7���	
��� .�626 5 ��6� ��3� .�... 89

����	�� 1���	
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-#���	�� .��/3 � ���. ��44 89 89

;��
	�	�� .�62/ � /�23 ��.� 89 89

'����	���
 .�623 / 4�25 ��/2 89 89

��
���� .���� � /�25 ��33 89 89

���	�
 .�6/5 / 4��5 ��/� 89 89

α � �������	
� �
�	�� �� � ������� x � ����� �� � �������� ���������� Q2 � ����� �������
� Q2

R2 ≥ 0.67 ��������� R2 ≥ 0.33 ��������� R2 ≥ 0.19 ������

Q2 ≥ 0.35 ��������� Q2 ≥ 0.15 ��������� Q2 ≥ 0.02 ������
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Experiential 
Design
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Perceived 
Usefulness
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Fascination
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