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Summary in English

Service innovation is a relatively new field osearch. Due to their processual and
often intangible nature, services are notoriousfjcdlt to innovate using industrial approaches.
Furthermore, such innovation should ideally be Basethe users and the ideas and needs they
have since they are the ones actually using thecserA possible solution could be to ask the users
for ideas during the service encounters betwean tined the frontline service employees. This
gives the employees a crucial role as they areles who must identify ideas, motivate the users
to state their needs, and transform the input fusers into ideas which can be communicated to the
rest of the service organisation. Some importarhehts of encounter-based service innovation are
therefore which processes of interaction that fdee during the service encounters, as well as
what the employee roles and mindsets are like wdrat effect these elements have on sourcing
innovation ideas from the users during the encaante

This thesis provides in depth analyses of someret&tteractions of the service
encounters, and investigates the role and mind$éestsme frontline service employees. It is based
on two case studies, one at a café and anothdpat aperator. It takes an anthropological
approach by using ethnographic methods such asiparit observation and interviews and by
using anthropological theory in the analysis ofititeractions, roles and mindsets studied.

The results are presented in three articles drahze. It was found that the exchange
processes of the service encounters are betteeptuatised as reciprocity and three kinds of
reciprocity were then identified in the service @maters studied, namelgrmal, socialand
personalreciprocity. These processes follow certain spepitterns and form greater networks of
reciprocity. It was also found that the frontlimagoyees could be performing what is termed a
hyperprofessionalole which relies strongly on display of profesgbsm in manner and
appearance (but not necessarily in content), amidley had a concomitant mindseottieringor
viewing the users as fundamentally different frémaniselves in important ways. These roles and

mindsets are likely to hinder sourcing ideas fragara during service encounters.
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Resumé pa dansk

Service innovation er et relativt nyt forskningsf@rundet deres processuelle og ofte
uhandgribelige natur er services notorisk svaeienaivere ved hjeelp af industrielle metoder.
Ydermere bgr en sadan innovation ideelt set bagérésugerne og de idéer og behov de har, da det
er dem, der rent faktisk bruger servicen. En miggning kunne veere at spgrge brugerne om idéer
gennem servicemgdet mellem dem og de servicemgdarbgeder har direkte kundekontakt. Dette
tildeler medarbejderne en meget veesentlig rolldedar dem, der sa skal identificere idéerne,
motivere brugerne til at fremseette dem, og transéoe brugernes input til idéer, som sa kan
kommunikeres til resten af serviceorganisationergldlvigtige elementer i mgde-baseret service
innovation er derfor hvilke interaktionsprocessemn finder sted i Igbet af servicemgdet, samt
hvordan medarbejdernes roller og tankemader enyoglan disse elementer pavirker muligheden
for at fa idéer til innovation fra brugerne i lgladtservicemgderne.

Denne afhandling indeholder dybdegaende analyderdfrete interaktioner i
servicemgder og undersgger de roller og teenkemsaiarnogle servicemedarbejdere med direkte
kundekontakt har. Den er baseret pa to case stuldirrene lavet pa en café og det andet lavet hos
en turoperatgr. Den har en antropologisk tilgarlg dierm af brug af etnografiske metoder sdsom
deltagerobservation og interviews, og dels i fofrhrag af antropologisk teori i analysen af de
undersggte interaktioner, roller og taeenkemader.

Resultaterne praesenteres i form af tre artikleerogamme. Det blev fundet, at
udvekslingsprocesserne i servicemgdet bedre karelEgygares som reciprocitet, og tre slags
reciprocitet blev identificeret, nemligrmel social ogpersonligreciprocitet. Disse processer faglger
bestemte mgnstre og danner starre netvaerk af oeitigir Det blev ogsa fundet, at medarbejderne
med direkte kundekontakt kunne spille hvad dehaatllingen er kaldt elmyperprofessionatolle,
som i hgj grad bygger pa at udvise professionalisagézerdsform og fremtoning (men ikke
ngdvendigvis i indhold), og at de havde en medfulgesenkemade kaldetheringi afhandlingen,
og denne taenkemade bestar i at brugerne ses sdanfentalt anderledes end medarbejderne pa
nogle vigtige omrader. Disse roller og teenkemaderhindre, at idéer til innovation kan fas fra

brugerne i Igbet af servicemgder.
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Introduction

Research Topic

The following PhD thesis is made as part of the fEgject at Roskilde University
(www.ice-project.dk). The ICE project investigatesv service innovations can be based on the
needs and wishes of the users and the understanting employees have of these needs. The
focus of the ICE project is on situations of intgian between users and employees known as
service encounters. So during service encountefsich most service organisations have anyway —
the attentive frontline employee can identify orareate innovation ideas with the users. That was
the frame for this PhD thesis. However, such a &&@egs a series of questions which have been the
inspiration and foundation of this PhD thesis. tFofsall, is such a thing even possible? And how
might this happen? More fundamentally, these qoestare based on the assumption that
employees do have an understanding of user neetisloBhey? And how do they obtain this
understanding? It is also based on the assumptairusers state their needs during service
encounters, or at least that they can somehow ble teacommunicate them. But can they? And if
so, how? What exactly goes on during service erteosithat may either facilitate or hinder such
processes?

Resulting from the above questions, the focus ¢ bee articles to come and the
overall thesis is owhether it is possible for frontline employees athgr ideas for innovation from
service users during the service encounter, anahvprocesses and factors that influence this and
how. This has led to questions such as: Out of theyrelements of which service encounters
consist, which are relevant to such an endeavadiaesthey drivers or barriers? And how are the
users generally motivated to state ideas? In tdetbe focus falls on the microprocesses that take
place during service encounters, how frontline eygés relate to the service encounters and users,
and what this means for transferring ideas for wation during these encounters. In particular, we
will discuss the different kinds and patterns afleange or reciprocity in which service
organisations engage through the encounters. Welad address the professionalised role of the
frontline employees in a service organisation ahdtveffects it has on whether ideas for innovation

can be sourced through these encounters. Andyfinalwill address the resulting mental process
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of othering which results from this professionderdhis means that we are not so much concerned
with the processes of service innovation themsedveghat the ideas for innovation might be;

rather we are concerned with the preconditionshobenter-based service innovation.

Mode Of Enquiry

In investigating the questions posed above, t@sis is characterised by an
anthropologically oriented mode of enquiry. Thisame that it is empirically oriented, it
investigates and questions the details of everlitigyand it attempts to identify underlying
assumptions and see deeper patterns of thinkingn@ahing in these details. The empirical
material on which this thesis is based comes frwmdase studies. One was done at a café in
central Copenhagen, the other was done at a nmajooperator which provides services for many
travel agencies. As the thesis is empirically dadninnovation and services as theoretical coscept
form a more distant background, but as empiricahpimena they make up a closer context.
However, they are not the primary focus of thistheThe main focus here is on the frontline
employees, although both managers and users hawdrterviewed and included in the findings
and analyses. The reason for this is that if wa@featch ideas” from users during service
encounters, then it is these employees who hanetivate users to state them, spot them when
they are stated and in whatever form they aredtéatatch” them and remember them, and finally
pass them on to the rest of the service providinggmisation. They are the central hub of the wheel
S0 to speak, around which the users, service praymrganisation, service product and all the
other spokes revolve. But more than just the freatémployees, the focus is also on the concrete
empirical processes of service encounters and itiedning to those involved. This includes both
the interchanges taking place during service eneosiithe behaviour of the frontline employees
and users, and their concomitant mindsets.

These elements are investigated through an ethploigraxploration of the everyday
details of service encounters. This consistededfifvork including methods such as participant
observation and interviews. In addition, the enggirfindings have been analysed using a
combination of anthropological, sociological andibess theory. The results of such ethnographic
exploration are of a different nature than muchress literature; it is of a descriptive nature,

rather than being prescriptive. It does not airhdonstrumental and provide ready-made
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universally applicable managerial tools with whiotbetter control the employees; rather it is
investigatory as it explores and describes the nlyidg mechanisms and assumptions of the action
and interaction of humans. The results producedmawn out of a specific context, but often have
wider application. It is then the aim of this thee® further the readers’ understanding of whasgoe
on during service encounters and how the frongimployees relate to this, thereby leaving the
readers to draw any instrumental conclusions femelves — however, on a more enlightened

basis.

Structure Of The Thesis

The research topic was explored in three artisteish form part of this thesis. They
are written in the structure of articles, thouggittiorms diverge. Therefore the thesis is composed
by some theoretical and methodological frame chaptdlowed by the three articles and lastly a
concluding frame chapter. The thesis consistsgiftgaarts. After this initial introduction, therelw
be a short review of innovation and services, wipicimts out some different conceptualisation of
these concepts. This is followed by chapter 2, twisca conceptual history and discussion of the
professions and professionalism, which will proviggights to what professions are, how this has
changes, how professionalism has become an ideotatg/own right, and why professionalism is
an attractive ideology for managers and serviceleysps alike. Chapter 3 will provide an
overview of some different conceptualisations @& tloncept of role, with a more detailed
presentation of the concepts of Goffman’s role thes they are primarily what the role analyses of
the articles are based on. This chapter also ieslather uses of the concept of role and takes a
critical stance to the use found in much busingssature. Chapter 4 will describe and discuss the
methods used in this thesis. This includes bothidbearch design methods, data collection
techniques, data analysis methods and problemgglaas some data presentation topics. After
these initial 4 frame chapters follow the threéches. The first (chapter 5) is a lengthy artictked
Reciprocity in Service Encounters. It presentscgprecity view of service encounters and
identifies three different kinds of reciprocity teed formal, social and personal reciprocity, which
take place during service encounters. It also ifiestcertain patterns and networks of reciprocity
and is concerned with the formation of the servedation. The second article (chapter 6) is titled

Taming Professionalism. It addresses the profeabs&d role of frontline service employees,
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which were formerly considered unprofessional. 4fggct the new demands of professionalism
have on their role, and how this effects the pagsilof sourcing ideas for innovation during
encounters, will be analysed. The third articleaftier 7) is titled Othering in Service Encountérs.
addresses a particular result of the attitudesafepsionalism of the frontline employees. In
addition to their work role and interaction withethsers being affected, their mindset is also
influenced by these developments. This includes th@y view their job, and how they view the
users. Furthermore, the employees formed certéiarsp of social interaction between themselves,
which are in the article called space of livingddhese also have effects on whether and how
innovation ideas can be sourced. This article leas Ipublished as part of the book User-Based
Innovation in Services (Sundbo and Toivonen 20I8& final part of the frame, chapter 8,
summarises the three articles briefly and tiesribigihts of the various parts of the thesis togethe
thereby providing some conclusions. The chaptefsahd 3 thus provide the theoretical and
conceptual foundations for the empirically basealyses and discussions of the chapters 5, 6 and
1.
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Innovation, Service And Their

Combination

The following sections will describe and discuss topics of innovation and services.
In the articles to come, as well as in the ovgraiject, the aim is not to analyse the nature or
definition of innovation and serviqeer se rather, the focus is on a particular kind of imatbon in
which users are involved. This will be termed usapvation. Likewise, the focus is not on
services in general, but on service encounteraitiqular, meaning the situation where user and
frontline employee of the service providing orgatisn meet and in which the service is actually
provided. However, user innovation and service antars are not the concrete objects of study,
but form an analytical background or frame. Ratttex,object of study is th@econditiondor user
innovation during service encounters, whether aowl thhis might be possible. As the topics of the
following sections merely form the background, thel be relatively short. First the concept of
innovation will be discussed, including user innowa Then some theoretical approaches to
services will be briefly addressed, and serviceanters in particular will be discussed. Finally,

service innovation will be addressed and discussed.

Innovation

In this section, the history and nature of innmraand particularly user innovation
will be briefly addressed. Innovation has todaydme a ubiquitous word in society and academic
literature. However, it is used in many differerays and with many different meanings, which
would account for the cornucopia of definitions @efhhas appeared in the literature on this topic.
The meaning of the concept and the way it has bheed has changed considerably through time,
from simply meaning change over meaning somethavg o the specific meaning it has today (see
below). Godin has outlined the genealogical histdrinnovation as a category in terms of the three
concepts of imitation, invention and innovation@3Q The two former have been seen as in
opposition to each other, and this is then resoingde concept of innovation, but Godin suggests

instead viewing them as sequential steps in theugwo of innovationImitationis a mimetic
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process by which certain elements are combinedllydihe best elements are combined in a new
way (which makes it different from copying (200&)1The imitations can then be diffused to
others and adopted by themventionhas in the sciences come to mean finding or desgoof

new knowledge, and in the arts it has come to neesattivity or the process of creating something
(2008: 19). With this concept, imagination the tigadimension gain increased importance. In
time, focus has turned primarily to mechanical sa@hnological inventiorinnovationoriginally
meant renewal or change, and it is only in the tigémcentury that the aspects of creativity have
been added (2008: 24). Now the ideas of imitati@msformation and improvement of the existing
have given way to a focus on creative factors siscbriginality and the novelty aspect. This
parallels the distinction between radical and ineatal innovation and the current prevalent focus
on the former (Henderson 1993).

In time, however, innovation has come to be synanyswith a particular
conceptualisation characterised by two particutaperties. First, it has come to mean
technological innovationGrown out of the material culture of industrialien, this generally
implies the innovation of reified products — altgbyas Godin points out, technology might just as
well refer to techniques as to objects (2008, Aéfe This means that technological innovation can
also be processual. Secondly, it is generally ta@drecommercialised innovatiordapted to a
modern capitalist context, this means that it nmesimplemented in an economic market. There has
to be adoption and use, so the benefits from thevation can be reaped (2008). In the following
texts, the conceptualisation of innovation whicli ¢ used shared the commercialised property.
However, it is not technological innovation, neitirethe reified nor in the processual sense, @s th
focus is not on objects or the creation of themthse are myriad definitions of innovation, we
will not add yet another to the pile; instead tbaaeptualisation used in the following can be
clarified by elucidation of its core elements. Theee concepts which Godin has pointed out,
imitation, invention and innovation (in the commiahised sense), correspond to the three core
elements in our understanding of innovation. Th& Blement is aiea which through associative
thinking is inspired by something. This can be adh® fulfil, a problem to solve, a situation to
cope with, and so on. The next element is themé&velopmenof this idea, meaning the creation of
the idea in practice and “making it happen”; bullo involves making sure that it is original and
possible to create. The final element isithplementationnto a market, meaning the diffusion of
what is created, the adoption of it by others, @n@densuing use of what is created. What is created

can be something external such as a product ara@egs, but it can also be personal such as human
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behaviour or interaction, or even internal such asy of thinking about something or a
perspective or world view. In the following textgare not concerned with the latter two elements,
nor with how the idea is created. We are, howesancerned with how this idea as such might be
transferred from a user to the service providel aén then take it through the other two stages. In
essence, we are not concerned with innovationwithtideas for innovation

Joseph Schumpeter is often seen as one of thefeandational theorists of
commercialised innovation. In analysing how enteeeurs can bring about change, he
conceptualised innovation as “spontaneous and mlisemus changes in the channel of the circular
flow [of economic life] and [...] disturbances of thentre of equilibrium” (1961: 65). In other
words, innovation is sudden or abrupt changesao@uic life. Interestingly, he takes the view that
“to produce means to combine materials and foradgmour reach [...] to produce other things, or
the same things by a different method, means tdawrthese materials and forces differently”
(ibid.). This leads to his famous systematics wé kinds of innovation (or development as he terms
it), which are “the introduction of a new good’h& introduction of a new method of production”,
“the opening of a new market”, “the conquest oeavrsource of supply of raw materials”, and “the
carrying out of the new organisation of any indyis(L961: 66). In other words: product
innovation, process innovation, market innovati@source innovation and organisational
innovation. These systematics seem to be desigitadhject innovation in mind; in a sense,
neither of the above five kinds apply to the kifdnmovation which is addressed in the following
texts. We are neither concerned with products @mtiethod of producing them, nor with new
markets or resources. Though the idea for innomatiay lead to an organisational change, this
needs not necessarily be so. The ideas can, howeake up discontinuous changes topheduct
deliveryso to speak, meaning the service provision.

Though Schumpeter has analysed innovation as gpfm@im entrepreneurial
producers, in fact it can be based on many soultcesn be based on internal research, on partners
in the network of the producer, for example suppl@ intermediate users (Bogers et al. 2010), or
be open innovation (Chesbrough 2003). One partis@esion is what von Hippel has called user
driven innovation (1988, 2005). His focus has beeso called lead users, who are ahead of the
market in terms of solutions to problems. Busingssa then learn from these solutions, and either
put them in production (imitation), or be inspifegthem and further develop them before they are
implemented into a market (invention). While theadehind user driven innovation is that the

users drive innovation, there are also other kofdenovation involving users. For example, the
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innovation can be driven by both user and prodtaggther, which has been termed co-creation
(Prahalad and Ramaswamy 2003). In the followingsteke type of innovation we are concerned
with primarily involves the users as a source et Whether these are then developed and
implemented by the provider alone or in conjuncith the users is beyond our focus as we are

not addressing the innovation process itself.

Service

Since before the 1970s, service has been an indepearea of research (for example
Regan 1963, Rathmell 1966) and it has continuédctease in scope and importance to society.
The academic take on service, however, has charayeiderably. In the early periods of service
research, focus was on defining services and iiyerdiin what ways they are different from goods
(Regan 1963). One result of these aims was thatuioique characteristics of services were
identified (Edgett and Parkinson 1993), namely paj$ntangibility (Bateson 1977),
inseparabilityof production and consumption (Kotler 1982¢terogeneityn delivery (Zeithaml,
Parasuraman and Berry 1985) qadishabilityas they cannot be stored (Rushton and Carson
1985). Since then, these characteristics have tielesied; for example, one might say that service
also has a tangible element to it as it is perfarimeservicescapes (Bitner 1990). In time, the $ocu
on setting services apart from production has beplaced by an overall emphasis of service as
performed action and thereby aselation between provider and user (Gronroos 2000). SdHar,
focus of the paradigm has been on this relation tiBiview of the service relation itself has also
changed dramatically from a somewhat confrontativigav (Levitt 1972, Normann 1991), over a
more collaborative relation (Gummesson 1996, Gragm000), to users as a direct source for ideas
and development (Alam and Perry 2002, GummessoR)200

At least four different foci have resulted fronesle developments. First, in the field of
marketing, the relational nature of services led teew focus calletelationship marketingwhich
was primarily aimed at services (Berry 1983). lgée with the realisation that service marketing
was fundamentally different from product market{Sgpostack 1977, Berry 1980), and has since
gone on to address service-related phenomena suelpport (Gremler and Gwinner 2000), trust
(Macintosh 2009), word-of-mouth (Gremler et al. 2p@nd loyalty (Gremler and Brown 1996) and
so on. Another focus has been thas@ivice qualityGronroos 1988, 2007). For example, Christian
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Gronroos (2000) has developed a model dividingittissthe technical and functional dimensions.
A third development has besarvice engineeringvhich has been focused on engineering
approaches to services such as blueprinting (famgke Baum 1990). And finally, the emphasis on
differences between goods and service has beeacegpby the avocation of a new dominant logic
valid for both (Vargo and Lusch 2004). In addititimere have been other foci, such as service
innovation which will be discussed in more detaldw.

In the following texts, we take the view of seeddhat they arperformed that they
contain gorocessuaklement, and that they ardational. They are performed in the sense that
someone acts purposefully to help someone eldee(atirectly or by constructing something that
can provide this help) and that the acting personehow mentally relates to this process; the
performance then involves these two elements, betiaand mindset. And as services involve
acting, they always contain a processual elemepairdéess of whether or not the end service
product is this act in itself or the help-providiegtity referred to above. Finally, services are
relational in the sense that the actions inducaghts or emotions in the mind of the receiver, and
as the expression of a service creates an impresstbe mind of the receiver, a relation between
expression and impression has been establisheatdiegs of whether a relation between the two

persons exists).

The Service Encounter

Service encounters have been seen as an esséiant of service provision
(Czepiel, Solomon and Surprenant 1985). They aetbment of truth (Normann 1991) in which
the strategies, designing and planning, as weh@snarketing and managing all comes together to
provide the user with a service. It is primarilydhgh these encounters that the relation, with kvhic
relationship marketing (and service studies in gahé concerned, is created and maintained.
Therefore we focus on them in the analyses ofdhewing articles. Service encounters have been
analysed and discussed by a number of authors (@ze@l. 1985, Corvellec & Lindquist 2005),
and different elements of them have also been sed)ysuch as the employees (Lewis & Entwistle
1990, Gwinner et al. 2005) and the users (for exameuter et al. 2000).

For the last three decades, the service encouasdoden thoroughly analysed and

discussed, especially within service marketing sentice studies in general, producing a veritable
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cornucopia of topics, perspectives and insightpidaddressed include that it is important
(Normann 1991), the preparation of it (Shostack5)98re-encounter expectations (Hubbert et al.
1995), post-encounter reflections (Nyquist et 8B), the consequences of it (Mooradian and
Olver 1997), that it is the “face” of the servia®yider organisation as it is represented throtigh i
(Tansik 1985), that relations with users are ceb#teough it (Bitner 1995, Hennig-Thureau et al.
2006), the physical setting of it (Bitner 1990),@mnal aspects (Bailey et al. 2001), and the list
goes on. Often these analyses have an instrunantgke.g. George et al. 1985), and therefore they
are of a prescriptive nature with focus on conimglfrontline employees (Mills 1985, Broderick
1999). While many service encounter analyses hauesed on the value for the user or the relation
between the provider and user, less attention &éas given to analysis of the creation of this
relation through in-depth analysis of specific aai, statements and concrete interactions. There is
a fundamental understanding of the processes wtsegncounters to be found in such description
and analysis. In the articles we will take an applotogical approach which involves investigating
and questioning the details of everyday life —hiis tase the microprocesses of service encounters.
This is done to identify dynamics and find undertypatterns, assumptions and meanings which
can account for why those involved in service emtexs behave and think the way they do. And
ultimately, it will further our understanding of veh factors influence users stating ideas for
innovation during encounters and how.

Exploring such a topic assumes that there is ioteraduring the service encounter,
through which such ideas can be transferred. Toerethe empirical cases, on which the following
articles are based, will focus on situations inchiservices are providgukrsonallyanddirectly to
a specific other person with whom the employee camoates; either directed at end users in face-
to-face encounters, or at specific middle-usetiénforms of face-to-face encounters, over the
phone, or via email or messages in software systathencounter situations analysed then have
this in common, that the service provided is deddit a particular person directly and not for
example at a company in general; and that one g@@loommunicates personally with another
person (who can be another employee in another @oyngr an end user). For these service
encounters, then, the above view of services s\atid; they consist of performed behaviour and a
concomitant mindset; they are processual as thesgistoof actions; and as they consist of direct
interaction, they are also relational. In additihrey are dynamic and fluid as they depend on who
the frontline employee and user are, and how ttezantion enfolds.
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Having discussed innovation in general and usenation in particular, and briefly
addressed services and discussed the literatusergite encounters, we now turn to the topic of
service innovation, specifically how it differs froindustrial innovation, and provide a brief

discussion of some models and theories of the.field

Service Innovation

Since the 1960s, various areas of research icssritave been explored, such as
what constitutes a service, service managememigceeguality and service marketing. But it is only
much later that the research area of service irfmvaas received attention on the same scale
(Gallouj and Weinstein1997, Tidd and Hull 2003). Wi# therefore outline how service
innovation differs from product innovation and lfiganention some theories on service

innovation.

Service innovation is different from product inntea

Traditionally, services have been seen as notrawvative as the industries; they have
also been seen as having low performance or priodulevels, and involve low levels of skills and
knowledge (Gallouj and Djellal 2010). However, tli®nly when seen from a technological
innovation perspective (see above); service innoraiften on a fundamentally different character
than product innovation and therefore it is notiaggion of being less innovation, but rather of
being innovative in different ways. While serviaas have tangible elements and these can be
innovated, services also often have (primarilyamgiible processual elements which can also be
innovated. This type innovation, however, is lessspicuous as it can consist of changes to various
details or procedures, which may not be saliesbtoeone who is not very familiar with the
specific service. Seen from a technological inniavaperspective, such innovations are invisible.

In this way, innovating services is fundamentalifjedent. The traditional
technological research and development approacimtwation does not work the same way as in
the industries as it is difficult to “develop” sothang as fluid, dynamic angrocessuahs service

provision. Neither can experiments be made in thesa laboratory sense, as these would take
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place in an artificial environment. Although theme a few examples of laboratory experiments in
service organisations (Sundbo 2011), the factithsin an artificial environment influences the
relational aspect of the service and therefore als@#réormanceThis does not mean that services
cannot or are not innovated of course. While threynat innovated it the classic Schumpeterian
sense of product or production method innovatiee @bove), there ismocessnnovation taking
place in services in terms of the processes ofighay the service, the processes of preparing and
planning this provision, and the processes of a@sggand creating the service overall.

As Gallouj points out, on one hand this makesfftadilt to intentionally change and
innovate services, and maintain the innovationughotime; on the other hand it does allow for
flexibility and improvisation (2010). Furthermoias services are relational and interactive, so has
service innovation been (Kline and Rosenberg 1986l means that often innovation has come
from those who perform the service, the frontlingpboyees, in relation with the users (Gallouj and
Djellal 2010). And often the creation of a serviiceovation has included many informal activities
and processes by various individuals with variatfer@nt functions (Fuglsang 2008). Therefore
this important relation between frontline employaed users will be addressed in the articles, and
in a way primarily seen from the perspective oféhgloyees. Returning to the question of
research and development, research is plentifudamdlopment also exists, but in a different form
than in the industries. Often, it is done not tlglogtructures of a permanent nature and set apart
from the service organisation as a special depatirbet rather through a series of interactive
processes and temporary formal or informal taskegf@roups (Gallouj and Djellal 2010). To sum
up, while product innovation can be planned, stmext and reified, service innovation tends to be

interactional, ad hoc and processual.

Service innovation theories

Since it appeared as a research field in its oght,rmany theories have been put
forward to describe and analyse service innovatimwever, since the field is still relatively
young, it is not a coherent field with one paradagimtheory. Instead, at least four different msdel
have so far been constructed (Sundbo 2011). Téiggithereverse product cycl@Barras
1986).Whereas the “normal” product cycle has fodusetechnological innovation in which a

product innovation leads to innovation in processethe reverse product cycle an innovation in
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(service) processes leads to innovation of thevi@®rproduct. Another model is ti&@xonomic
model (Soete and Miozzo 1990), which divides seraigganisations into different types that each
innovate in their own manner. A third model addesshe differenserviceinnovation types
(Gallouj 2002) and constructs a scale going frodicad to incremental innovation (and in this way
it parallels the difference between radical andaneental industrial innovation discussed above).
The last model is thgervice innovation developmeanbdel (Sundbo and Gallouj 2000). It
addresses different forms of service innovatiomfieresearch and development approach to the
more pragmatic or practice based “artisanal pat{@®00: 29).

According to Sundbo (2011), the beginnings of aeraV service innovation theory
can be found istrategic innovation theorfMintzberg 1989, Tidd et al. 2005). It is concerngth
the interaction between service stakeholders ample employee and user) which results in a
series of incremental innovations. These are tentified, structured and implemented by
management through the strategy. This means thatsennovation involves processes going in
two directions, from the employees to managemedtfi@m management to the employees
(Sundbo 2011). The strategy both guides and insfireinnovations, and therefore the creation
and readjustment of it should involve the employ&esthermore, strategic innovation can have a
number of challenges such as work conflicts, rasts to change and coordination of time
allocation to both innovation and other work taskspired by the industries, service organisations
are now experimenting with how to organise innawaprocesses. Rather than creating a separate
department for research and development, servmadars tend to take anteractiveapproach
and include practice-based learning, which puisia to both standardisation and the laboratory
method; instead, both their own and university aeseis taken into account (Sundbo 2011).

One particular form of interactive approach isdhne based on service encounters.
This approach involves the users in various fornstherefore forms a service parallel to user
innovation in the industries (see above). As seraiganisations often meet their users directly in
these encounters, they can use them as a soundmasffor innovations. However, the users far
from always have a solution to their problems ae€élds, and often they may not have a full
finished idea at all; in fact, sometimes they mayeven have a clear acknowledgement of what
their need or problem is. Therefore it becomeddkk of the frontline employees to help elicit and
elucidate this in cooperation with the user throtlghservice encounter (see for example the ICE
project 2009).
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To sum up, the field of service innovation reseasdio an extent fragmented and no
one theory has so far become paradigmatic. Wehseag beneficial since it makes the field more
flexible and open to new insights, and this aldlecésthe nature of service innovation itself
Service innovation is less systematic and morecditfto plan than industrial innovation, but it is
more interactive and naturally involves the usiiis; necessarily dynamic and flexible; and it is
often based on particular persons having or idgntf developing, and implementing ideas. In
other words, like services, service innovatioreiational and processual and performed.

In the articles to come, we will address the sereiocounter, which is important both
for service provision and for service innovatiors the frontline employees are the central element
in thisencounter-based innovati@nd have the crucial role of identifying probleamsl needs and
existing solutions by users, developing the needspaoblems into ideas, remembering them and
communicating them to the service organisatiom they will be the main focus of the empirical

investigations and analyses of the articles.
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Professions And Professionalism

Professions And Professionalism — An Introduction

In the articles to come, the role behaviour of s@arvice employees and its
consequences for whether ideas for innovationtatedsby users will be analysed. An important
aspect of this role as it is expressed in pracsitke supposed professionalism of these employees.
In order to understand what this professionalisramsdo the employees, why they express their
professionalism the way they do, why it takes trenfit has and what effect it has on user
innovation, this section will describe and discubst it means to be professional.

In her article outlining the history and currerdtstof professions and
professionalism, Julia Evetts (2003) makes a dseaoverview of some of the writings within the
profession literature. In it she distinguishes lesmprofessionswhich were the classical focus of
the profession literature, apdofessionalismwhich is a newer focus. In other worg@spfessions
and professionalism are not the same (though theg heen used interchangeably in most of the
literature). Professions, as an archetype, arecifgptype of services, which are knowledge-based
(Cruess et al. 2000) and relatively independemiey are primarily responsible to their peers
(Freidson 1999More recently, then, professionalism has emergdabtsa theoretical focus and
an independent empirical phenomenon motivatingcamdrolling employees in non-professional
and newly professionalised occupations (Evetts 2B6@rnier 1999). In this guisprofessionalism
includes the attitudes and approach to workingaattaristic for the traditional professions, anaals
some of their underlying values — albeit often meav form.In the following, the authors quoted
use the two terms profession and professionalisenahangeably, but following Evetts (2003) we
would emphasise making a distinction between tlee tavthe first two sections we will discuss
professions as specific types of vocations baserkdain characteristics, and the concomitant
organisations and associations. First the traditioncupations considered professions will be
discussed, then some new developments within thfegsions will be addressed. In the last section
we will discuss professionalism as attitude, raid mindset. The former then implies specific jobs

whereas the latter implies an ideology and appré@aetorking.
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Traditional Occupational Professions

The definition debate

Within sociology there has long been a discussiothe nature of professions and
how professions should be defined (Dingwall & Led®83). This has included how they make
individual needs yield to the needs of the overathmunity (Tawney 1921) and how the
independence of being a professional provides fneeggainst the bureaucratic hierarchy (Carr-
Saunders & Wilson 1933). Professions have also blearacterised as moral communities based on
contractual relations (Durkheim 1992), which are pAmodern capitalism as an alternative to
bureaucratic order (Parsons 1951). And the prajasdiave been seen as having a service
orientation towards society (Marshall 1950). Acdogdto Cruess et al., “society has used the
concept of the profession to organise and delivemyrof the complex services” in which “the
expertise necessary to the practice of certaintimtzais not easily comprehensible to the average
citizen” (2000: 156). This view then defines praiesis as a particular type of knowledge-based
service. The debate on what exactly constitute®gsion and how they should be defined is still
going on (Sciulli 2005). In the light of currensgutes, we will not offer a definitigoer se but
instead discuss the elements which have been sedraeacteristic of the professions. Cruess et al.
have stated that “the core elements of a professi@possession of a specialised body of
knowledge and commitment to service” (2000: 156)tHis we would add autonomy and a
particular form of community. These four core elatsewill now be briefly discussed.

Special knowledge

Perhaps the most characteristic property of tbé&psions is that they are based on
what we callkpecial knowledgeThis can consist of two elements, knowledge &ild $he
knowledge which the professions posses and uge@atised in the sense that consists of complex
information which, due to its inaccessible natisdyard to understand for outsiders (Cruess et al.
2000). This means that it is not only complexsiaiso of limited distribution (ibid.). It can ofte

also be in the form of tacit knowledge. Whether ptaxr or tacit, its inaccessibility makes it less-
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than-transparent for non-professionals (ibid.). #idgg this knowledge and thereby becoming a
professional requires long periods of educatiore{t&sv2003).

Another element to the special knowledge of thmupational professions is skill.
Unlike what Freidson has called “mechanical spexa#bn” involving “simple, invariant, repetitive
actions”, the professional work “cannot be perfadm@echanically because the contingencies of its
tasks vary so greatly from one another that thekeromust exercise considerable discretion to
adapt his knowledge and skill to each circumstaifeegidson 1999: 119). The skills of the
professional must then be as flexible and variablais work tasks. In other words, it is something
which is difficult to do, and therefore the skiéise also of limited distribution and require traigi
(Cruess et al. 2000). To sum up, a professionsisngdjuished from for example craft work by being
based on special knowledge, or what Freidson Hesica theoretically based discretionary
specialization” (Freidson 1999: 119).

Commitment to service for the common good

The second core element of a profession is therabment and dedication to
providing a service for the common good. This imesl “a public commitment to a set of values”
(Cruess et al. 2000: 156). For example, in the odfee medical profession, this value commitment
is expressed in the Hippocratic Oath. So professera value laden occupations adhering to a
normative set of virtues and moral. In principlesthlso entails that professions should have an
altruistic approach to their occupation, althoughe3s et al. have pointed out that there have at
times been a “tension between self-interest amdigth” (2000: 157). As the special knowledge is
inaccessible to the unprofessionals and the priofesfiave this commitment to service, this creates
a service relation of trust with the clients. AsEs has put it, the “lay peopteustplace their trust
in professional workers” (Evetts 2006: 134, helid&.

Autonomy

The complex and inaccessible character of thei@pawwledge and the moral virtue

of service for the common good means that extgrivalposed rules and regulations governing or
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controlling the professions are minimized (Eve@@d4@. This means that the professions have had a
certain degree of autonomy. The question of whyuadified to judge the professions, the altruistic
focus on the common good, and the service relatidnsh must necessarily consist of a certain
level of trust, are all factors which have leadhe peer system of the professions. Only other
members of the same profession have been viewgdadi§ied, morally entitled and trustworthy to
have professional jurisdiction. In addition, thefessional himself is assumed to embody the
values of moral servitude. On these ground, théepsionals have been granted authority over
themselves (Parsons 1939, Evetts 2010). This atythmests on the knowledge mandate (Halliday
1987) of their special knowledge. However, thergaigation among the professions concerning the
knowledge mandate as their socioeconomic situatedermines to which degree they are
independent from outside control (Larson 1977, Abb®88, Freidson 1999). This means that the
professions are given a monopoly not only on teeécial knowledge but also how it is used, and
that they are responsible for “the integrity ofitH@owledge base” and “its expansion through
research” (Cruess et al. 2000: 156). They also hat@omy to establish standards of practice and
assure quality. This situation of self-regulatioeaans that the professionals are in a sense more
free, but therefore also less accountable outbigie dwn circle. This autonomy rests on a “social
contract” (Cruess et al. 2000: 157) between a pedd@ that adheres to the moral virtues of
providing service for the common good and a sodisy in return grants it authority over itself.

Community

This means that the peer system becomes the pricoatyol mechanism for the
occupational professions. Therefore the final @eenent of the occupational professions is the
professional community. The system consists oktletements: collegiality, a shared professional
identity and similarity. The collegial nature okttprofessions has been frequently noted, for
example by Evetts who explains that “professiogkdtions are characterised as collegial,
cooperative and mutually supportive” (Evetts 208)0:This collegiality of relations also extends to
the professional associations, which “use collégiab establish common goals and encourage
commitment to them” (Cruess et al. 2000 156). Batdcommunity element goes beyond mere
collegiality. The education and training of professls is lengthy, and during this time a

community forms. But the education and training disiction as a socialisation process (Hughes
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1958) creating a “shared professional identity [as$ociated with a sense of common experiences,
understandings, and expertise, shared ways ofiggrgeroblems and their possible solutions”
(Evetts 2006: 134). This shared professional idergifurther reinforced by the membership of
professional associations. In short, the sharedtityas based on competencies learned through
education and training and guaranteed by licendngtts 2010). The final element of the
community factor is the similarity between professils. This is also a consequence of the lengthy
educative socialisation process which professiomaist go through to acquire the necessary
special knowledge: “One result is similarities innw practices and procedures, common ways of
perceiving problems and their possible solutiors strared ways of perceiving and interacting with
customers and clients” (Evetts 2006: 135). Thiss'\wegarded as similar across occupations and
between societies” (ibid.). In other words, thera itendency of standardisation within the
professions, and importantly, this pertains botthear work and to their behaviour and interaction
with the users.

The occupational professions are then charactebga special knowledge, a
commitment to certain ethics concerning providiagrge for the common good, autonomy and a
strong community adherence. These special privilegel obligations of the professions have led to
debates and discussions on the nature and jusitificaf these (Parsons 1939, 1951, Craib 1997).
One proponent for professions as a particular wayganising work is Freidson, who has outlined
the differences between professions and other wigsganising work (1999, 2001). This will now

briefly be discussed.

The professions in contrast to other vocations

The professions constitute a particular way obarging work, which is
fundamentally different from other vocations. Aatiog to Freidson, they have certain defining
characteristics such as an official body of knowkednd skill, a particular division of labour
(concerning which functions fall under their juiisitbn), an occupationally controlled labour
market in which only those sanctioned by other mensbf that profession are allowed to enter,
and occupationally controlled education and trajn{ifrreidson 1999). He has developed a model
based on the knowledge and skill of different fowhsvork (1999, 2001). In this model, Freidson

poses the professions as a specific approach to. Was model divides work organisation into
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three different types based on control. In theoral-legal Weberian bureaucracy, the employee is
under managerial control. In the free market, alpcer or service provider is under the control of
the labour consumers. The professions then maleethipd category, in which “the knowledge and
skill [...] is exogenous to both consumers and marsigand therefore the profession is under its
own occupational control (Freidson 1999: 118). éfirdng professionalism as “the occupational
control of work” (ibid.), the special knowledge, wwh is a defining possession of the professions,
also becomes both an incentive for and contrahefprofessionals, a motivational and a coercive
force simultaneously.

Freidson is a proponent of professions as “theltlagic” (2001) which is particularly
well suited to the service function which they haSe Freidson (2001) has reiterated Parsons’
(1951) view of professionalism as a distinct motlerganisation and in Freidson’s view,
professionalism is seen as a positive motivatorthind alternative to the free market and Weberian
bureaucracy which both have an alleged tendenstatalardise services and demotivate employees
(Freidson 2001).

The ideal of professionalism

As Freidson (2001) pointed out, the way the pitess organise their work is
important to many kinds of service provision as in ideal way. Seen from this perspective,
professionalism becomes an ideal for the profesdioollow. Cruess et al. have pointed out
“society’s [...] belief in the inherent virtue and natity of professionalism” and that the social
contract between the professions and society hiogékis ideal (2000: 156). It has guided the
professions for the last three centuries and coesirio do so today. Of course, this does not mean
that all professionals at all timers have livedtaiphis ideal without compromise, personal interest
or corruption. This is not a ubiquitous featurdhaf professions but rather a moral ideal, that
professionals should be knowledgeable, altruistat self-sufficient, for on these grounds rests the
justification for their self-authority. The professs are tangible communities and associations with
particular ways of organising work; but “professasism remains an ideal to be constantly pursued”
(ibid. p. 157).
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Post-autonomous Professions

More recently, however, there have been some ineWwadical developments in the
fields of the professions. Perhaps most importaantky spectacularly, they have lost considerable

amounts of their autonomy.

1960’'s, 1970's and 1980’'s — the critical period

During these three decades, all establishments gvéically questioned and often
rejected, and indeed the professions with thetustgpower and autonomy were not spared either.
The inaccessible knowledge and reliance on intermi@munity lead to criticism of the closed
nature of the professions. The inaccessibilityhef professions was also criticised regarding who
was allowed to enter the field in terms of gendaee and ethnicity (Cruess et al. 2000). In addljtio
the occupational monopoly that the professionaésted was pointed out (Larkin 1983), as well as
how the market closure lead to dominance of cedagupations (Larson 1977). For example,
Cruess et al. have pointed out how medicine “cdliettats own market” (Cruess et al. 2000: 157).
A third point of criticism was that the collegiglihad been (ab)used to protect colleagues and “had
led to a spectacular failure to self-regulate”dihi This prodded a general critique of the powet a
ideology of the professions (Johnson 1972). Ttae &d to a final point of criticism, that some
professionals had a focus on self-interest rathem serving the common good. For example, the
affluence of the professionals meant that they weemn as profit-oriented businesses, which lead to
analyses of the professions as a particular syseming to protect self-interest in the forms of
money, status and power (Abbott 1988). This ciitstaain of literature saw an overall conflict
between the privileges and promotion of self-intes@f the professions on one hand, and their
obligations to provide service for the common goadhe other, and this was seen as a
fundamental flaw in the social contract. This evally led to increasing involvement by the states
and business corporations into the affairs of ledgssions.
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The new kinds of professions

In effect, the expectations of the professionsawadranged and their role was radically
redefined leading to what Evetts has termed nedepsmnalism (2010). Amidst calls for greater
transparency, the autonomy of the professions iwvatet by the states and organisations. The
effect was that the professions were met with detsahaccountabilityand increased scrutiny
from society. This came in the form of increasedestegulation and bureaucracy as well as critical
interest from the press. As a result, the professere now changed. Some professionals have left
their autonomous life to pursue a career insidamsations. Others have remained inside their
traditional professions, but they too face theaased scrutiny and regulation. In either caseether
has been considerable change for both those mavim@rganisations and those that remain more
independent. Evetts has contrasted the traditimealpational professionalism” which was
outlined above, with this “new professionalism™organizational professionalism” (2010: 3) and
has stated that there are a number of “new andrdiit elements and characteristics of
professionalism [...] which would make it a distivetiand new variant different to both
organizational and occupational forms of professiiem” (2010: 13). Following Evetts, we will in
the following discussion use the terprganisational professionsnd organisational professionals
about those moving into organisations, and theiplybhanaged services and independent
professions will be termed tmew professionand professionals; both are in contrast to the
traditionaloccupational professiongescribed above. This does not necessarily mesdithére are
different professions than before (though thereeaigamples of this), but that the way in which they
are organised and approach work has changed. én wthrds, the “new” does not refer to entirely
different professions but to a different approg&bime professions (such as smaller law firms and
general physicians) have remained largely indepgndet they too are increasingly faced with
state regulation nonetheless and therefore undesaime category as the professionals in large
public institutions. There are several similaritietween these two new kinds of professions, but
also dissimilarities due to the differences betwleege private sector firms and publicly managed
services (as well as independent services undeicpelgulation).

These developments have been both deplored amdmvet! by theorists, the
professions themselves and the general publicedroWwn words, Evetts has seen “professions as
passive victims who are relatively powerless agaiesnands for regulation, increased bureaucracy,

transparency and accountability” which “might inwela return to notions of proletarianization or
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de-professionalisation” (2010: 3). However, theralso a more optimistic view present in the
recent writings of both her and others (ibid., &sein 2001). We will now discuss the situations of

these two kinds of professions.

Organisational professions

Since the mid-1990s, many professionals are noeloimglependent but often
employed in large hierarchical organisations, whkeesy are subject to the demands, wishes and
strategies of that organisation. This thereforestitutes a new type of profession and a new type of
professionals. One major change is that the autgriaator is no longer a defining characteristic of
these professionals as they are now under hiecaiamanagerial control. This is one of the basic
differences between the occupational professi@r(glivhich some have advocated (Parsons 1939;
Freidson 2001) and the organisational professisma{Evetts 2004, 2010; Falconbridge and Muzio
2008), which “is now organizationally defined amgdludes the logics of the organization and the
market, managerialism and commercialism” (Evetts02@). The logic of altruism has then been
converted into the logic of profits meaning thatithproduct is no longer created on the basis of
ethical codes of a profession, but on organisatisinategy. In addition, the previous occupational
peer control (Freidson 1999, 2001) and autonomy€€s 2000) is replaced by managerial control
in the form of accountability (Fournier 1999). Mapipfessionals entering organisations have
become middle managers. This has meant that therétytover oneself characteristic of
occupational autonomy is replaced by an authorgr others characteristic of hierarchical
organisations (Parsons 1939, Evetts 2010).

Evetts has listed a series of changes in the mioies as they transition from
occupational to organisational (2010). These irelinet discourse created by the profession being
supplanted by a managerial discourse of contrdiegial authority replaced by hierarchical,
autonomy is given up and instead standardised guses must now be followed, and professional
ethics being replaced by external accountability mgulation. In addition to this list, there are
some further fundamental changes. The professi@analaow required to codify their competences
and output. These then become standardised s@nadacts, and in this way the skills and services
of the professions are commodified (Svensson amrdt&2003). Likewise, the trust relation
between professional and client is also standatdise de-personalised; it now requires managerial

supervision, customer satisfaction questionnainelspgerformance evaluation. Furthermore, the
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professional community and cooperation is repldneshternal struggles between departments for
limited resources. Simultaneously, the connectidh the professional community at large is
replaced by a work identity connecting the employéh the business organisation. This means
that the work context of the professional changesfa mutually supportive knowledge-based
community to a competitive profit-oriented orgamisa. To sum up the changes, autonomy has
been replaced by managerial control, authority oneself has been replaced by authority over
others (who are not members of the professionyjaefor the common good has been replaced by
logic of profits and organisational strategy, seegi have been standardised and commodified, the
service relation to users has become impersonaperative peer relations have been replaced by a
competitive struggle for resources, and the woekidy is no longer primarily that of the
occupation but of the organisation. The organisatiprofessional does, however, still possess a

special knowledge.

New professions

As the above radical developments appeared, Caiedsote how “titles such as
“Professionalism reborn” or “The new professionaliappeared” in the literature (2000: 157).
Even for those who did not move into organisatidhe,terms of profession have changed
considerably. The increased state interventionragdlation (Hanlon 1998) has meant some drastic
new developments for these professions as wefjefreral, there has been a disillusion in the public
with the professions, which has lead to a lossootrol for them, as well as new forms of

accountability and integrity.

Disillusion

In addressing the changed conditions of the medexor, Cruess et al. noted that
“society [...] seems to have lost its faith in medes ability to uphold its part of the contract”
(2000: 157). The dissatisfaction with the perforoenf certain professions in general and certain
professionals in particular has been supplementédpablic concerns about the integrity and
guality of their knowledge base and an imperfelftregulation leading to selfish behaviour (ibid.,
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Johnson 1972, Abbott 1988). All this led to a gahdrsillusion with the professions, who lost their
status. In a sense, the social contract was cadcafid replaced by regulation.

Loss of control

As a result, the entire concept of professionabsna special moral virtue expressing
altruistic ethics was changed. Not only the stafu$fie professions was altered, their autonomy has
also been severely challenged. Some professioreslbstvcontrol over their own marketplace
(Cruess et al. 2000). Others retain control oveir tmarketplace but now face governance and
community controls, which means they must leamawagate the complexities of bureaucracy as a
large number of agencies, institutions and interesist be taken into account. The retention of
some degree of autonomy has come at the pricelontasy effort and self-regulated motivation
(Evetts 2010). For the individual professional, thange has not only meant a relative loss of
control, but a change of control. Like the orgatasel professionals which gave up occupational
control for managerial control, so the new profesals have been forced to relent part of their
autonomy for the regulative and budgetary contfahe state — and, in addition, the scrutiny of the

press.

New forms of accountability

The increasing cost and complexity of the profassinas also led to new forms of
accountability. Following medical scandals, immdeaV practice and other breaches of the ethical
codes, the professions have faced demands froratg@tiaccountability, transparency and sound
standards. The purpose of the bureaucracy, outpasunes and standardisation was to ensure this
greater accountability (Evetts 2003, 2010). As Gsugt al. note, “these levels of accountability are
now part of professional life and have had a widpact on the practice of medicine” (Cruess et al.
2000: 158). This has meant two important changes@ountability. First, the views and nature of
professional work has been redefined as somethimghvean be measured according to standards
of money and quality by “centralizing, regulatorgvgrnments, intent on demonstrating value from
public service budgets” (Evetts 2010: 13). Seconahereas the occupational professions such as

medicine were responsible to patients and collesghe new professions are accountable to those
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that pay (the state, companies and patients) asddety for their impact on the community
(Cruess et al. 2000). Accountability, then, cometsjust in the form of consequences of actions,

but expressed in standardised bureaucratic ways.

New forms of integrity

The final major change which the new professicmgetfaced is a new kind of
integrity. Rather than relying in the integritytbeir knowledge base, which served as the
foundation for their autonomy, the integrity of thew professions is evidence-based rather than
trust-based. As trust in the integrity of occupadiloprofessions waned, they faced increasing
demands of renewed and increased certificationvahdation by public authorities. This what lead
Cruess et al. to conclude that “the social contnacst be renegotiated carefully” and that “more
rigorous self-regulation must occur” (2000: 158).

Despite the loss of autonomy and the new formsodantability and integrity, the
new professions are still characterised by a spke@vledge, although the integrity of it must now
be proven under much scrutiny. And unlike theirasrigational colleagues, they have retained their
adherence to a professional community. Such drelséinges for both groups, however, have of

course not gone unnoticed by the professions tHeasse

Responses from the professions

The developments outlined above have not entiregn negative for the professions;
and not for society either. In addition, there sig;ns of changes to the new demands as the
autonomy of the occupational professions has stsmmme advantages. We will now briefly outline
these factors for the organisational professiomisthe new professions, and point out some new

opportunities.
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Organisational professions

Many of the professionals which entered into orggtional hierarchies have joined
complex bureaucracies. This organisational compleyves room for agency for the individual
professional as he or she negotiates differenaatidhes opposing interests of others. Furthermore,
the professions entering into organisations haveaged to at least partially retain their high gtatu
(Evetts 2010). This has given them both power aoertain degree of autonomy even within these
organisations. Therefore, they can to a certaimederesist managerial intervention. In addition, as
the professions have joined the ranks of employteese have been changes within the
organisations themselves. A new realisation ofidaere of professional work and the complex
special knowledge on which it is based has lecet® managerial perspectives. The outputs and
success criteria of the professionals have ofterepr difficult or even impossible to standardise
and measure. This has been exacerbated by thgiln&aand processual nature of the services
which the professionals provide. And lastly, thgassations have realised that the standardisation,
imposition of targets and performance reviews withich the professions have been met have some
unintended consequences in terms of productivearebshe prioritisation of work tasks (Evetts
2010).

New professions

The new professions have also voiced their cosceith society in terms of budgets
and bureaucracy. The restrictions and regulatiom®sed on them and the cost-oriented accounting
logic with which they have been faced has meaasa of control over knowledge-based decisions.
For example, certain medical procedures which naaetbeen in the patient’s best interest have
been re-evaluated due to high costs (Cruess 20@0). In addition, there have been examples of
financial incentives compromising the principletioeé common good and the values on which it
rests. These effects have cause widespread fiosteahong the new professions, which has been
voiced publicly. These dilemmas led Cruess ebahdvocate that “efforts must be made to
incorporate the ideal of professionalism, withutglerlying foundation of altruism, morality, and
virtue into the regulatory procedures” in a way tkat physicians have the time and the needed
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autonomy to serve the patient” (2000: 158). Ondtner hand, the medical profession must also
embrace these changes as it is impossible to dotbdeing a traditional occupational profession.
The new professionals have also found room for @ganthe web of bureaucracy in which they
have been entangled. It would seem that whileetternalframe of structure with its focus on
measurement has changed for the new professiaisié¢nnal approaches to tasks, relations,
norms and attitudes remain resilient or even déferte such regulatory attempts. In fact,
“professional strategies are increasingly resis@efiensive or conservative which seek to protect
jurisdictions and privileges” (Evetts 2010: 16).tBuis not only in the professions themselves that
one finds a counter-movement; Evetts points outttiexre “might be a retreat from or a substantial
redefinition of certain aspects of managerialisrd BPM by policy-makers” (2010: 17).

New Opportunities

In addition, these developments have created $mmefits which were formerly not
standard. For example, human resource managensaaices of organisations, such as formal job
contracts and sickness pay, have become standardshprofessions. Furthermore, standardisation
of hiring procedures is also commonplace, whichtimepotism and career inequality (Evetts
2010). In addition, there are also new opportusitee the professions. On an individual level new
opportunities appear as professionals can nowhgsmanagement system to pursue a career in the
organisational hierarchy. Likewise, certain vocasidiave been successful in gaining status and
respect by adding management practices to themapp to work. For example, German social
workers now have management training as part af goication (Evetts 2010). Another interesting
development has been that the professions hawvemdéd the systems they have become part of.
One might say that, in addition to the professiogisg taken over by organisations, the
organisations get taken over by the professiorafeBsional dominance and control has been
successfully established as certain tasks havedme#rolled by professional interests (Evetts
2010). Finally, the organisational focus on sergoality has had beneficial effects on the service
orientation and relations of the professions. Fobwsed systems of monopoly, the professions must
now work within competitive environments, and tfusces the professionals to focus on user

needs.
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From professions to professionalism

The developments of the professions have had nifestefor the daily life of the
professionals. The uniformity characterising theup@tional professions has disappeared as some
move into diverse organisational climates and systand the new professionals face different
demands of accountability from the state and spcietaddition, the autonomy of traditional
occupational professions has diminished considgrabld in some cases it has entirely
disappeared. As professionals move into organissito are faced with an accounting logic and
financial incentives compromising the principletioé common good, the altruistic service
orientation of the professionals has also chanijed:, the only real defining characteristic of the
professions is the special knowledge and the coitaatrknowledge mandate (Halliday 1987).

Curiously, as professions have faced criticismghasen regulated and subjugated to
various systems, and are now negotiating a newrataa@ling with society, the notion of
professionalisnseems to appear more often in society. This iddacreasingly seen as of great
importance in the business world (as elsewhere)tdras affected the lives of employees in many

types of service organisations (as in other orgeioss).

Professionalism As Ideology

As Fournier has noted, “it seems paradoxical élsghe professions are being
threatened by various trends of organisationalnecoc and political change [...], the notion of
‘professionalism’ is creeping up in unexpected dimsia(1999: 280). The notion of
professionalism has become detached from the miofesand seems to have taken on a life of its
own. As this process has taken place, professgmdias transitioned from &theal to anideology
which has then been applied to new occupationshwhiare formerly not considered part of the
professions. This can happen eitimernally as an expression of the wishes and aims of the
employees in these occupations, or asxdarnallyimposed ideology. These occupations have
become what we term tiieoprofessionalsAs the notion of professionalism has transitioimd
ideology, some features have been preserved wihiggohave been radically altered, and this has
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had considerable consequences for the neoprofessimployees of these occupations. These
current developments and what they mean to seevig@doyees will now be discussed.

From Ideal To Ideology

As we have transitioned into the knowledge soadetyervice society, the ideals of
knowledge-based service characteristic of the pedd@s has become ubiquitous and paramount.
Now, all work functions must be done “professioyialtioing something “unprofessionally” has
become synonymous with poor quality. But as sodietytransitioned, so have the ideals of
professionalism. Torn from the knowledge-based patians from which they derived their
meaning and purpose, the ideals has been amalghmtiene collective package or unit and
transmuted into aideology The icon of the (occupational) professions whtéit strong capability
and will, their inaccessible and complex speciavwdedge, their altruistic ethics, their commitment
to service for the common good, their dedicatiothousers and their autonomous self-reliance has
been embodied in this version of professionalismweler, these ideals (which were never fully
obtained by the professions themselves) have new dpplied to new occupations which do not
share the preconditions of the classic professidagrofessionalism has become detached from the
professions and applied to new contexts, it hasrtak new meaning. From a guiding ideal it has
become a self-contained goal which — if difficdt the professions to reach — is near impossible
for the neoprofessionals to live up to. Yet thithis demand with which they must cope when faced

with professionalism as ideology.

From above and from within

Building on McClelland (1990), Evetts (2003) suggédsanalysing the two different
notion of professionalism as respectively “fromhint’ and “from above”. The former would then
denote an occupational value (Parsons 1939; Freiti8®9, 2001) and the latter a controlling
discourse (Fournier 1999; Evetts 2003). Those aatung professionalism have generally taken the
former stand and those deploring it have takenattter. Professionalism from within appears as

members of an occupation strive to add legitimacstatus and respect to their vocational
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reputation by either adding special knowledge @rthield or by attempting as best they can to live
up to the ideals contained within the ideology affpssionalism. Generally this is a voluntary
process seen positively by the members. In confpastessionalism from above has come to mean
a superimposed demand of employees that they sheeldp to the ideals of the ideology of
professionalism, a view which the members themseivay not necessarily share. Evetts (2010)
has listed the advantages which professionalismdémdogy or ideal) from within has supposedly
had. The list includes the control of work, thefpssional association as provider of ethics,
collegial authority and cooperation, lengthy edicatind training, strong occupational identity,
strong sense of purpose, discretionary judgemeahtaaluation, and trust and confidence in the
service relations. These have not been preselfitpnodessions at all times, but they have all
become part of the ideal (or ideology) of profesaiem. They explain the appeal of
professionalism as an occupational value and gergeeate the ideal type of professionalism from
within. In the case of professionalism from abdee from all neo-professionalised vocations have
these preconditions. But regardless of for exarlgpigth of education or collegiality, the
advantages of such preconditions are nevertheldge(l obtainable by those that impose the

ideology.

Continuity: Great Expectations

The change in concepts signals a fundamental ehanghat is considered desirable,
as if to say “the professions are dead, long Inadgssionalism”. Unlike the organisational and new
professions, which have to some extent lost autgrenmd service-commitment, in professionalism
as ideology the autonomous self-governing, sei&ngl self-contained employee with an altruistic
and dedicated service-orientation has become amptan iconic myth, but also a goal to reach for
the neoprofessional employees whether they possgsscial knowledge or not. As a result, the
attitudes and display of responsibility and capgbdre important features of professionalism.
Though the autonomy of the employee is in realitjnpromised or absent, the attitude of
independence and capability is still to be founth@normative ideology of professionalism
(Freidson 1999). In other words, the status ofpiftudessions might have diminished considerably,

and their professionalisas realmight have gained a somewhat tainted reputatiohsdciety’s
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confidence in the virtues, morality and benefitpadfessionalisnas ideallives on in
professionalism as ideology.

Another feature of professionalism, which has cargd from the traditional
occupational professions, is the uniformity. Howewagain the meaning of this phenomenon has
been transmuted from an empirical fact due to ethuza circumstances into an ideological goal
due to service standardisation and ease of managef®ugh this feature has diminished
considerably in the organisational and new protessiin the ideology of professionalism the
expectation of similar work procedures and waypasteiving and interacting with customers

persists and is even reinforced (as the articldshow).

Change: Neoprofessionalism

As some occupations have in a sense become despimialised, others have become
professionalised. The ideology of professionalisma longer only for the traditional professions
(if ever it were). As professionalism as ideologypplied to new vocational groups, they in effect
become the neo-professionals. This process caratakenber of forms. Some occupations also
have special knowledge added to their field and thake up a new profession in the classic sense
(cf. the German social workers mentioned aboveg. [ERs fortunate vocations, however, have not
been professionalised in the sense of having ddeuwavledge and skill added to their field. They
are nevertheless facing increasing demands of gsioiealism and so they are left with no
alternative but to adopt professionalism only ihdeour, manner and attitude. In either case, they
become part of the supposedly professionalisedpatimns, the neoprofessionals. Relating this
new situation of some occupations to Freidson’srdison between craft work and professional
work above, one can say that the neo-professiovtadsdo not have knowledge and skill added are
basically crafts with the ideology of professiosaliapplied to them (1999). On the other hand,
some neoprofessionals do have new special knowladded to their field. Likewise, autonomy is
also “of increased importance in some newly powgafafessional groups such as international
accountancy” (Evetts 2010: 13). In addition, somaugs have even been able to reclaim their
professionalism, and some have been able “to se®wedasks, responsibilities and recognition”
(ibid. p. 14). Professionalism as ideology thustaors elements of continuity from the

occupational professions, but also very importéiainges from the ideals on which it is supposedly
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based. The analysis of what characterises a profeaad how this has changed has shown the
origins and power of the ideology of professiomal&nd why it has been applied to so many other
occupational groups. No doubt, its current poptyan (service) businesses is also due to its
usefulness as a managerial tool of control. Thitqdar use of professionalism and what it means

for the employees will be the topic of our finasclission.

Professionalism As Controlling Ideology

The basis for professionalism as a controllingpidgy has already been established
above. In addition to professionalism as an océapak value coming voluntarily as a virtue from
within the members of an occupation, a differeetwhas been that of professionalisation imposed
from above (or from outside the group of employessacontrolling discours€Fournier 1999,
Evetts 2003). The appeal to professionalism has bsed intentionally and purposefully by
managers as a disciplinary mechanism instillingpprtes seen as desirable by the manager or
organisation into the employee. As neo-liberalisrd Blew Public Management have gained
ground in Western societies, the self-governingiseroriented employee expressed in the
ideology of professionalism has become the ideahfarkers to emulate and even internalise
(Hanlon 1998, Fournier 1999, Evetts 2009). For gdanthe notion oprofessional competence
defines what is considered moral conduct (Fourt®9) and thereby sets the frame for behaviour
both in terms of guidance (what the employee shda)dand limits (what the employee should not
do). According to such philosophy (or policy), liety can be made to believe in the ideology,
employees can be not only managed,dgavterned However, in these cases of professionalism
from above, the values and ideals “are insertathposed and a false or selective ideology is used
to promote and facilitate occupational change and disciplinary mechanism” (Evetts 2003: 409).
In other words, it is not constructed by the empks/themselves but intentionally (mis)constructed
by managers in order to control the employees.

Professionalism as ideology has come in the forexpficit regulation under which
the neoprofessionals have become subject to nevartis(Evetts 2009, Freidson 1994). Fournier
has analysed “professionalism as a disciplinariclagpich inscribes ‘autonomous’ professional
practice within a network of accountability and gavws professional conduct at a distance”

(Fournier 1999: 280). There are two paradoxes larst, the expectation of self-regulation which
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was part of occupational professionalism has caetiras part of the new ideological
professionalism. However, as discussed above,nbelkedge base on which such self-regulation
rested in the traditional professions is not nemégspresent in the neoprofessions. Secondly, as
organisational employees they are under managnatiny. Thus the neoprofessional employee
faces the dilemma of having to be autonomous y&iwadable simultaneously. Unlike the
organisational professionals which see the occopaltipeer review replaced by managerial
accountability, the neoprofessionals are doublyleggd by both self-regulation disguised as
autonomous practice, and organisational regulation.

This externally inserted self-regulation of the piedessional employee is what
Fournier meant with governing at a distance. Intagtdto being yet another set of explicit
regulations, professionalism also becomes an impliand, for the neoprofessional, often
unconscious or unaware — device of control. In\Way “the appeal to the discursive resources of
professionalism in new occupational domains poddigtacts as a disciplinary mechanism that
serves to profess ‘appropriate’ work identities andducts” (Fournier 1999: 280). The prevalence
of the professionalism metaphor is then also aecefif the changing conditions of work in modern
Western societies. As many vocations deploy evaerfiexible strategies in the pursuit of profit,
the appeal to professionalism as ideology is af@aynanagers to retain control over their
members at a distance. The authority over onegdetfmthe occupational professions enjoyed was
changed to authority over others in the case obtganisational professionals. In the case of the
neoprofessionals, however, this is transformed tilanternalisation of the authority of others ove
oneself. Their government becomes voluntary selegument in the case of the neoprofessional.
Fournier has analysed professionalism as a disaipgliregime in terms of Foucault's concept of
governmentality (1999); an alternative conceptadil; would be that of hegemony, which is the
power of others internalised into one’s self to ploént where it is taken for granted and therefore
seen as natural and not questioned (Gramsci 19#t%9n the supposedly inherently beneficial
values of professionalism are successfully instiitethe subject employees, these start believing i
them and act accordingly while being largely unan@irthe regulatory and controlling effect it has
on them. In other words, the explicit appeaprofessionalism by managers is supplemented by the
internal appeabf professionalism in the eyes of employees wantingetrform their work well.

As described above, these new developments a@nbhed to professionalism as
ideology, the professions themselves also face thsetts writes about the new professions that

“this quest for professionalism and accountabllity] is also a bureaucratic means of regaining
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control.” (Evetts 2010: 12-13). Ironically, “attetsgo demonstrate professionalism actually
increase the demand for explicit accounting [...] dads for quality control and audit, target
setting and performance review become reinterprasettie promotion of professionalism” (Evetts
2010: 12). In other words, professionalism as idgpl while pretending to promote a sense of
responsibility, self-accountability and individdededom — as a managerial tool of control in fact
does the exact opposite!

Professionalism as ideology contains some valuaibie which are attractive not only
to managers or organisations, but also to the wéegsional employees themselves. For example,
the image of (neo)professionalism still relies higaan display of noteworthy capability, integrity,
self-reliance, independence and special knowletigis.is (so far) the last point on the journey of
the notion of professionalism. The set of virtuedues and morality of the occupational
professions created the ideal of professionafrem within and this was created, enforced and
maintained by the professionals themselves. Buitiha@ was then detached ashecontextualised
into an abstract ideology of behaviour and mindsed, now it has beaecontextualise@nd
transmuted into a managerial tool for control distancerom above This has been legalised and
naturalised so that the neoprofessional employesspait regardless of whether special knowledge
has been added to their field or not. In esseheegmployees have now been subjugated to the
managerial or organisational will in intricate waarsd have even internalised this will (Fournier
1999). Professionalism in this guise stands irkstantrast to Freidson’s definition of
professionalism as “the occupational control of ki§L999). As ideology, it has rather become the
managerial work control of occupations.

The process of professionalisation is a complexranldi-sided one. On one hand,
“professionalism is being used as an ideologicstriiment [...] to convince, cajole and persuade
employees, practitioners and other workers to perfand behave in ways which the organization
or the institution deem to be appropriate, effextnd efficient” (Evetts 2003: 411). On the other,
“workers are very keen to grasp and lay claim torthrmative values of professionalism” (ibid.).
These are then the two driving forces behind nebdegsionalism. Together they have created and
maintain the ideology as long as it holds valutheon. However, without the defining
characteristic of special knowledge, many neopsiéesls must look to other foundations for their
neoprofessionalism. The reactions to the imposiiothis ideal have been varied. There have been
few (if any) examples of open protest. But somente® everyday forms of resistance towards this

new superimposed demawthich means intentionally doing things slowly ot mery well or
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putting in less effort (Scott 1985). In other catese may be a mock-adoption of the
neoprofessional role, in which case the employakdgrwto live up to the new demands, but only
in attitude as they do not possess special knowledg

As the articles will show, there can also be am-@dwoption of this role. In such
cases, the employees not only embrace the denfadcdme to rely on it for validation of work
performance and job- (as well as self-) satisfactio fact, in some cases, they indulge in the
display of professional attitudes, as if over-congaing for the lack of special knowledge (this is
what we in the articles cdilyperprofessionalisinA proper comprehension of this phenomenon can
only be obtained by a contextualised understanadirigpw it has become the way it is. Above, then,
we have outlined this context and the resultingioer of professionalism. We have started with the
characteristics of the classic occupational pradessand in which ways they have been attractive
to their members, continued with how the professimaay have significantly altered conditions of
work which excludes many of the initial properteesd privileges of earlier times, outlined how the
attractions of the classic professions live orcagic myth in professionalism as prescriptive
ideology and why this is attractive to both managerd the employees subjected to this ideology,
and ended with an analysis of how it has becomarsagerial tool of control. In the articles, it will
be shown how professionalism takes on a radicafigrdnt form in a case where the service
employees do not have a special knowledge on whiblase their professionalism. We take the
stand of the “professionalism from above” schoolvasanalyse the effects of its use as a
managerial tool and demand (and indeed a demanddoaiety in general); however, we diverge
from this perspective as the deploring approaduti developments has been substituted for an
empirical analysis of how the employees managestdemands and how their “professionalism”
come to expression in everyday hyperprofessiorallyehaviour. Ironically, there is no reason why
this should be limited to the neo-professionals;rbw professions such as hospital doctors might
just as well be found displaying hyperprofessiattitudes or even playing a hyperprofessional
role. Interestingly, as will be discussed in thichs, the neoprofessional service employees @ire n
helpless victims caught in these developmentsether examples of intricate and interesting ways

of coping and even turning this into their advaetag
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Role Theory

The concept of role has been used in a numbeffefeint ways in various strands of
social theory and it is therefore a complex notidmch is conceptualised in various different ways
dependent on time, author and perspective. Setis@plines such as e.g. social psychology have
made use of, and helped evolve, this concept. Werare most concerned with sociological and
anthropological theories which analyse the socitucal aspects of roles. In time, two different
main conceptualisations have evolved. The firshase termed the fulfilment perspective and it
takes as its departing point of view culture oristycat large. This is role as seen “from aboved an
endevours to describe and analyse its functiotisarstructure or system of human social
organisation. To this macro-perspective belong tpdive Marxist, functionalist, structural
functionalist and structuralist strands of thedrye other strand of conceptualisations we call the
enactment perspective and it employs another Eveérspective which is the everyday lived life
of humans. Here, role is described and analys@&tdasdual experience, so in the individual-
versus-structure relation this is role as seemfflelow”. In this perspective, the focus is on how
role is experienced, enacted and constantly adaptelsthnging circumstances. It is in this micro-
perspective strand of theory that we find symbislieractionism. Some main parts of both

perspectives will now be summarised.

Fulfilment-perspective

Both within the academic discipline of anthropolpgiich has analysed society as
culture, and within sociology, which has analysedety as social systems, has the concept of role
been used to account for various aspects of indalidehaviour such as similarity,
institutionalisation, conflict, solidarity and sa.dn these theoretical strands, the concept efcah
be seen from an individualistic perspective, btgmit is seen from a society or systemic
perspective. For example, in analysing the exigtemd consequences of class difference, Marx
pointed out the social, political and economic simns of humans; in so doing he was also trying to

account not only for different roles but also fdfating interests and expectations which humans
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have to other roles (for example Marx 1867). Higings thus constituted an early role analysis in
a sense. We will now describe two later concepgatibns of role; those of functionalism and
structural functionalism. The following summarieglaliscussions are not necessarily
chronological in terms of publications dates, laiher content-based in terms of responses to and

further development of ideas and concepts.

Role in functionalism

Functionalism in anthropology was a reaction adgahes previous evolutionist and
diffusionist discourses which focused on the evotubf mankind both physically and culturally
and the diffusion of cultural traits and institutg In the evolutionist world view, all culturesutd
be seen as more or less primitive, and so thisi@da normative scale on which white Western
culture was on top as the most evolved. It wasragjdhis view that functionalists such as Edward
E. Evans-Pritchard and Bronislaw Malinowski readgtethe 1920s and 1930s as they moved focus
from evolution to the inner workings of culture aswtiety. Seeking instead to explain how cultural
phenomena contributed to making cultures and sesi&inction, various practices, institutions and
cultural elements were described and analysed ghran organic analogy, viewing them as parts of
a hole, like the organs of an organism. Anyhow, ointhese socio-cultural phenomena was the

concept of role.

Linton

Perhaps the most prominent scholar in terms ofraptiogical theory on role was
Ralph Linton. In his seminal book The Study of Memich was first published in 1936, he devoted
an entire chapter to discussing the function o esld status in various societies. He describes
societies as patterns of reciprocal behaviour afithes status, in the abstract pasitionin these
patterns (Linton 1964:113). As each individual ggpaites in several patterns of reciprocity
simultaneously, this means that he or she hasaestatuses. But status is also used in a singular
rather compound sense, the sum of all of an indalid statuses. He emphasises that status in this

sense does not equal the person who holds thens taiher the various rights and duties which
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the person exercises; in other words, a pointerrdéciprocal system (ibid.). Role, then, is the
enactment of a status, a performance of the riggihdsduties prescribed to the status. And like
status, role exists on two different levels, a #jewle for each reciprocal pattern in which a
person holds a place, and the general role ofsopewhich is rather a role-of-life, e.g. “being
Ralph Linton”. To Linton, status and role hold aganising function coordinating individual
behaviour with that of other individuals and redhgcithe ideal patterns for social life to individua
terms” (1964:114).

However, they do not come naturally but must benked and the earlier in a person’s
life the better they will be so. This creates @&miina as personal potential often appears latéein |
after the ideal point at which an individual shobkbin training for a particular role. This hastee
solved by the various societies by dividing stasuséascribedandachievedthe former being
assigned to individuals from birth and the latteinly obtained by individuals through competition
and personal ability. The reference points forfdrener include various biologically and socially
pre-given facts such as gender, age, family relahigps and class (which Linton goes on to
describe at length in a comparative and eccletiitysof various cultures). He finds that the actual
contents of the various ascribed statuses and, migsgender roles, are to a minimal degree based
on biology, but are rather socially determined aay considerably between cultures. The number
of “access roads” to achieved statuses, howevasually limited as the competition to get them
will break the stabilising ascription pattern. Hax@g as society or the external environment
changes, the prevailing culture will become malsidjd which leads to more statuses being open to
competition, i.e. achieved, in order to adjust. §the higher the environmental and social
volatility, the higher the number of achieved ssatu

Linton was seminal in wording, defining and anatgsioles, and has by later scholars
been considered one of the founding fathers oftf@ery (e.g. Merton 1957). Importantly, he
linked role to the position of an individual in sety, but also to the patterns of reciprocity inigfh
such an individual took part. His aim was to ddsehow a person could fulfil such a role as given
to him by society. However, being a functionalishton took an individual or agent-perspective
when looking at the creation, constitution, condition and overall function of roles. This stance
was criticised by the structural functionalistse($elow), who believed that scholars such as Linton
focused too much on individuals in order to expktetuses and roles and how they interact with
other statuses and roles and the system at largfead, the structural functionalists thought that

one must take a higher perspective as point of viamely that of the system. The function of
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roles was still an important issue, but this fumctcould only be understood when seen in relation
to the overall socio-cultural structure of whichvids a part. Therefore they moved focus
accordingly to develop role theory further. Neveldiss, Linton had given some basic and astute
insights to the concepts of status and role, arsdidoing he greatly influenced later scholars and

played a vital role in setting the stage for rdledry.

Role in structural functionalism

The structural functionalism of the 1940s and 196Gmthropology and sociology
was born out of functionalism and despite its gué of the latter, structural functionalism did not
represent a break with it per se; rather it wagrdiguation which shifted perspective somewhat.
Where functionalists often analysed cultures imgeof individual practices and how they related to
the overall culture, structural functionalists mdvke focus to the overall structure of society.
Emphasis was still on the function of practiceg,rmw seen from a structural or systems point of
view. Instead of asking questions such as “how doisscultural trait work?” the question now
became “what role does this trait play in the olfestaucture of society?” and so focus was moved
from individual cultural agent to the fabric of (tual) society.

Merton

Within structural functionalist sociology, the deption and analysis of roles
continued in the writings or Robert K. Merton. Adrgy in 1949 in his book Social Theory And
Social Structure, he wrote on the Role of the latdlial in Public Bureaucracy” (Merton 1968).
Writing in terms of class — or rather group — cmtflhe problematises the role of intellectuals in
terms of their role options, conflicts and fruswas when faced with institutional pressure to
conform to external role expectations mainly fradmanistrators and politicians. He goes on to
describe the plight of the intellectuals who becqrag of public bureaucracy, especially how they
come to play a role similar to, or indeed are ti@msed into, “technicians who are professedly

indifferent to any given social policies” (1968:36This is because the behaviour of a person

68



fulfilling a social position (i.e. role) is shapbg external demands and expectations. In that sense
Merton adds an externally induced social dimengiamle performancedo Linton’s focus on the
socialdefinition of roles — whether ascribed or achieved. In ottends, not only role description

but also concrete role behaviour by the occupashaped by social context and, for the occupant,
often unconsciously so. Like Linton, Merton ovegaksents role as a social position separate from
concrete persons, but also specifies that he igsing the intellectual as “a social role and not...
total person” (1968:263) thus equalling a Lintoniale in the specific sense, in this case the asle
an intellectual rather than for example a fathea garden enthusiast.

In his article The Role-Set: Problems in Sociatagirheory (1957), Merton fully and
explicitly develops his conceptualisation of rdleton defines role as the enactment or putting int
effect of a status, and Merton interprets thisetsawiour which is similar. However, being a
generation later than Linton, Merton — who is digarspired by Linton — here departs from the
Lintonian conceptualisation of role. In the Mertamiconceptualisation, to each status (i.e. position
in a social system) corresponds not one, but sexaes. That means that an individual occupying
one status has a different role for each othere(bfp status occupant with whom he interacts, thus
ending up with a series of roles or rath@e-relations This series he termgale-setand defines it
as “that complement of role-relationships in whpgltsons are involved by virtue of occupying a
particular social status” (1957: 110). Though Lmfocused on the social definitions of role, his
analysis is still seen from the point of view oétindividual status occupant, whereas Merton
emphasises the relations which the occupant h&sothiers. Merton thus stresses the social or
relational aspect of role to a more explicit extiyain Linton, leading him to the further sub-
division into role-sets. To be clear, it does rafer to multiple roles in the Lintonian sense, but
rather multiple relations which an individual halil having one specific role. In this way Merton
has a different conceptualisation from Linton imtimportant ways: a) role is not self-contained
but relational, and b) there is therefore not anle,but as many roles for one specific status as
there are role-partners or as Merton calls thefe:set members.

Like the functionalists, structural functionalisi® preoccupied with how socio-
cultural systems find order by creating and prasgrequilibrium; a major focus for Merton
therefore becomes how conflict between differeid expectations is avoided. As a consequence,
he proceeds to identify and discuss the social ar@sims which articulate the various expectations
for the occupant, and which either coordinate amegrate these (which in the structural

functionalist view is preferred) or fail and theyaienerate conflict. These mechanisms include:
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» Difference in importance of statuses, i.e. how figesis or socially important a status is
both to individual role-set members and overathi@ social structure and thereby how
much attention will be paid to the occupant

* How much power and authority — i.e. culturally deomeed room to execute that power —
different role-set members hold

* Observability of role behaviour, i.e. how direct thocial control of the occupant by other
role-set members is (there is an optimum as thepgart must still be held accountable to an
extent)

» Salience of conflicting demands of various roleraembers forcing them to either battle it
out or compromise, and for a time leaving the oaectiat the peaceful eye of the hurricane

* Role solidarity among occupants of similar statwglke form associations to make explicit
the conflicting demands

» Severing relations with a particular role-set memti®ugh this latter mechanism is rarely

an option.

Of course all these mechanisms may still fail, WwHeads to conflict and “role-systems operating at
considerably less than full efficiency” (Merton 723.18). Beyond the maintenance of structural
equilibrium, there is another point to Merton’s lgses of these social mechanisms, one which he
does not state clearly and specifically himselft dldly do they articulate expectations of different
role-set members thereby lowering the potentiattorflict, they also create space for individual
manoeuvrability and personal agency for both thtustoccupant and the other role-set members
who in turn are also status occupants in their agint. In other words, contextually inherent
differences and conflicting structural mechanismeste room for agency for the strategic
individual.

Unlike their functionalist predecessors, the surtadtfunctionalists were to a larger
extent concerned with a systemic point of view, their main focus remained the function of roles,
i.e. why they existed, what they did, and whatafteey had — for the individual (functionalists) a
well as for the overall structure (structural fuantlists). In the latter case, however, focus was
more on the social structure of society. Nevertfgelene must admit that Merton made a significant
leap forward in role theory by subdividing the ldntan role into various roles depending on role-

set members. Thereby he acknowledged both a negtedement and the existence of conflict.
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Meanwhile, the progression of modernistic sociabtly continued as anthropology and sociology

moved further towards structuralism.

Parsons

Another line of analysis applied to the conceptabés was found in the systems
theory — or as he preferred to call it: action tiyeeof the sociologist Talcott Parsons. He wrate o
various purposes and types of roles includingteaysick role as a liminal exemption-from-normal
role, thus avoiding the rights and — especiallyeheduties, as Linton put it, of a normal role
(1975). In some ways Parsons as a scholar detsdifitation since there were both similarities
and oppositions between his ideas and conceptthasd of various established schools of thought.
For example, there are some structuralist elemeritis writings. Parsons wanted to integrate all
major theories of various social sciences into @rerarching grand theory. He thus had a focus on
overall systems and how they worked, and he aimh&teatifying universally applicable types of
social relations in order to form his general sbitiaory which was to cover all social aspects in a
holistic way (e.g. 1961). Thereby, he could be $aidonstitute a transition from functionalism and
structural functionalism to structuralism, and lsodollowed all three of these in their focus on
systemic equilibrium.

Concerned with social systems, Parsons wroté'tiatsocial system is made up of
the actions of individuals” (Parsons 1965: 190) niegthat actions (and social relations) make up
the structure of society. When behaviour is refkdieth the concrete behaviour and other people’s
(as well as the behaving subject’s) expectationghis behaviour become institutionalised into a
role, which is then “the conceptual unit of the sosigdtem” (ibid.: 190). There is, however, great
variety in how institutionalised or fixed roles afi@ sum up, the social system (with which Parsons
is ultimately concerned) is made up of roles, whicturn consist of somewhat institutionalised
behaviour. The roles are played by individuals,ibw social system view these are less interesting
as it is really through the role that the individbacomes part of the system. A role thus plays the
dual part of on one hand being a section of theviddal’'s behaviour and actions (since a person is
a composition of roles), and on the other beingtleeting point between the individual and the
social system. According to Parsons, the pivotpéets of a role are thiele-expectationsvhich

define the reciprocity and evaluations that taleeelin social interaction. Beanctionsare equally
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important, whether behaviour is condoned or condginsince they act as re-actions or counter-
expectations; so to each expectation there is@isarand vice versa. Or to put it another waye rol
behaviour sparks off a reaction (sanction) of age# or disagreement, which depends on what
expectations existed previously to that behavi@dircourse, neither is universal as each role has
different role definitions and therefore differexpectations and sanctions. Following this division
of expectation and sanction, Parsons divides tleeimto two aspects: one is tbdentation role
which is the individual subject oriented at anotberson who is the object; the other is dhgect

role which is the individual being the object for theeatation of others (Parsons 1965). In other
words, as the individual acts, he is also actedupoothers.

But in order for social interaction to make upoaial system, there must be more than
roles and acts. In order to be definable as syst#asoles and acts must be stable, which happens
when behaviour obtains a specific meaning andi&pneted according to common socio-cultural
normsto which the individual must conform. These noamns an important element of the role-
expectations and act as “guiding mechanisms gbtbeess” (Parsons 1961: 41). So norms do not
constitute a fixed and linear pattern of actiond eeactions but are rather the “rules of the gaaife”
interaction. Using the analogy of chess, Parsopta@s how social interaction entails a goal or
motivation for playing a role as well as strategidsch change according to changes in the game.
On one hand, Parsons takes a dynamic ad hoc vieeaal interaction describing how the
individual must improvise using the opportunitiehand and how no acts are prescribed, i.e. the
roles are not scripted. On the other hand, howéwetakes a more rigid and somewhat static view
with defined goals and a “well defined set of ruMsch forms the center of the integration of the
system” and “define the consequences of any giveveiin(1961: 41). Furthermore, in order for
acts to be meaningful to more than one personethdss must follow certain overaihlueswhich
Parsons describes as “shared patterns of nornatittee” (ibid.: 42). Role-expectations defining
the rights and obligations of a particular role tings found at the level of norms which are specifi
for each role; values on the other hand are manergdly shared in society above any particular
role. A role is then defined by Parsons as “thecstired, i.e., normatively regulated, participation
of a person in a concrete process of social intieraevith specified, concrete role-partners” (ibid.
42). So roles are norm-regulated behaviour. Ealehisan turn part of &ollectivity, which is a
system of interaction between participants whoeshaicommon normative culture” (ibid.: 42), i.e.
values. In other words, though norms vary from toleole (and therefore not only from person to

person but also for the same person since mosteplgy more than one role), values are always
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valid for everyone in a collectivity of roles. Ttesllectivity can either consist of roles that are
complementary to each other through differentiamarms vary) or roles that are similar through
segmentation, i.e. they have the same functioninvitie social system (norms are the same); either
way, the collectivity shares the same values. To 8p, according to Parsons a role is formed
behaviour which is institutionalised in a fielde{pectations and sanctions, and the role is divided
into orientation and object aspects. It shouldofelcertain role-specific norms and is played out in
a collectivity of roles which shares and is subjeatertain overall values.

So Parsons has an entirely social conceptualisafiooles, which are units in a social
system. In his theory, the individual is only redav at this meeting point where he becomes part of
the social system. To an extent, the role theofastons resembles structuralism in its grand
overall structure view or systemic focus and iesgacupation with “integration of the system”
(Parsons et al. 1961: 42), “a stable system ofasten” (1961: 42), and “rules” without which
“the interactive process could not be stable” (19H1). But Parsons also goes beyond this to
describe more dynamic and personal role elemegts asimotivation and improvisation. And with
his focus on the structural functions of for exaen@kpectations and sanctions, Parsons remains a
structural functionalist to a large extent. Regesdlof classificatory nomenclature, he still mainly
focuses on systems as stable phenomena guidexidolrtiles and defined goals. To this one could
pose the question: “Are there clear rules in rgalAand are they fixed?” Apart from possibly a few
basic behavioural rules such as e.g. when stegtingvill be punished, and a few environments
such as e.g. a prison or kindergarten, the answst be “not really” in the ever shifting sands of
everyday life. And even in the former cases, tla@eemany exceptions. One could also question
whether there are any universal values for anyecbility and whether norms are always agreed
upon, but for Parsons these issues are not so entiedoretical claim to be made convincing, but
rather a matter of historical fact; to him there aalues which are almost universally accepted in
various forms, and norms and role expectation®tiea either agreed upon or at least followed by
the individual. Despite a solely systemic perspeciind a somewhat rigid and static view, Parsons
nevertheless took the conceptualisation of rolth&urin developing its social aspects, dividing it
into an orientation and an object role, and disogsthe expectations, sanctions, norms and values

which have a direct effect on it.
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The role in modernism

So far we have explored three perspectives andepdnalisations of role within
modernity. We have seen how Linton saw society ette@rn of reciprocity in which status was a
position, and how status can both be a singlestatthe overall status of a person, and how it can
be either ascribed or achieved. Linton conceptedlisle as the individual behaviour according to,
and thus fulfilling, that status; and accordinghyle could also be found in a specific and a gdnera
sense. However, the main argument against theifunadist view of culture put forward by later
authors (e.g. Goffman 1955, 1959) also pertairisrtton: By focusing on which function cultural
traits and practices have in maintaining the exigssiocial order and cultural equilibrium, the
analysis emphasises stability to an extent whiatrgygs all cultures and societies as rather static.
Everything is ordered and in its correct placeat&s and role [...] become models for organizing
the attitudes and behavior of the individual sa thase will be congruous with those of the other
individuals” (Linton 1964:114) and “it is obvioulat [...] the more perfectly the members of any
society are adjusted to their statuses and rotemtbre smoothly the society will function”
(1964:115). By the same logic, achieved statuse$iraited as the competition for these risks
breaking the orderly cultural pattern. But sucheonshakes it difficult to account for change.
Indeed, as anthropology has later shown, both mexit@ind internal physical and cultural
environments are constantly in flux, societal pagechange, and cultures are full of internal
contrasts, divisions and oppositions; even cultueads such as e.g. role definitions and content
change and travel from one culture to another giinazontact and ensuing acculturation between
different cultures. Therefore the same view on roégy be found in two very separate places
whereas two people from the same family unit withire culture might disagree on role content
and enactment. And in both cases this is likelgttange over time.

We have also seen how Merton added role perforenemthe role definition which
was in focus for Linton; thereby adding a more diesocial dimension. Merton also subdivided a
status into several roles or role-set dependinthervarious role-relations a person has with role
partners. Following this relational conceptualisatof role, Merton then puts focus on conflict
avoidance but also (indirectly) how an individusdates personal space for agency in this social
web of relations and expectations. However, likeeftmctionalists, structural functionalists within
anthropology such as A. R. Radcliffe-Brown (e.go2)Pand within sociology such as R. K. Merton

also have a predominant focus on stability of ttexv@iling order, but in this guise cast as a
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structural equilibrium. This, again, leads to a ewhat static view of both culture and social life
which stands in contradiction to both the grandtstuf history and the dynamic pluralities of
everyday life with its complex and ever changingudes, necessities, expectations and ensuing
alternations on role definitions and role interptieins of both status occupants and those with
whom the occupant interacts. Furthermore, thisdamuwhich function cultural traits fulfil in the
overall structure of socio-cultural life has mowadphasis away from subjective experience.
Individual persons become transient occupantsleriat are to a certain extent structurally pre-
defined; created and coordinated to function asr@ity as possible within the given frame.

This last point was taken even further by thecttmalists whose perspective was not
that the structure is created by individuals btheathat it is pre-given to the individual borran
this world and therefore a person has no choicedatlopt and try to fulfil a pre-defined role —
though possibly with some freedom to change the definition a little. Though not a structuralist,
Parsons’ systemic analysis version of role theaag,vinowever, yet again in a transitional move
further towards a static macro-perspective on r@gacture and systems. However, he also
contributed significantly to the development oferttheory in terms of social aspects and regulation
by social norms and values. These social aspectsnefiected in his emphasis on expectations and
sanctions. He also further subdivided role intolgjexct or orientation and an object role. And the
rules for fulfilling a role, the norms, were cométwith higher level rules, values, governing the
context of which a role was patrt, the collectiviBn one hand, with the change of focus even
further towards structure, the function of role radastern. On the other, though, he had a greater
emphasis in the interactional formation of rolelsisTwas in tune with another fundamentally
different perspective which had simultaneously beeavidespread within sociology and
anthropology and which not only focused on anolines| of analysis, but also took a
fundamentally different view on social phenomenaisThew perspective, symbolic interactionism,
led to a rather different conceptualisation of role

Functionalism and structural functionalism hadetiint questions and answers when
conceptualising role, but whether fulfilment oftsts (a response to) social relations, or governed
by social mechanisms such as expectations, saactionrms and values in a collectivity, modernist
role conceptualisations (as well as other analgéssciety) shared a view which saw society in a
somewhat static way concerned with how equilibrisrareated and upheld. In addition to holding
the ideal of order, they also tended to see thetimm and structural position of role from a macro

perspective, how it was created and what it didnd for society.
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Enactment-perspective

In contrast, the enactment perspective focusedmbiow a function or position was
fulfilled, but on how a role was learned and perfed. This quite different perspective arose in the
1950s, and was focused on a micro-level. Inspiseduthors such as George Herbert Mead, the
perspective came primarily from the symbolic intéi@nists such as his student Herbert Blumer
(who coined the term symbolic interactionism). Méa8i34) explained how humans learn to take
on a role as part of the socialisation which thegerve in their childhood. This is role taking and
children do this by imitating or mimicking existimgles during play with other children. In this
way, the child learns how to act in the theatrgzise of the word; they acquire the skills of
delivering pre-learned responses and reactionsdialsstimuli. These are not necessarily rehearsed,
but are more often spontaneous yet following a@rimdlised logic of that role. So what is acquired
by the child is not a set of fixed responses, htlter a role understanding, or their own
comprehension of that role. And as the role playsnigarned through social play, the role is
learned as a social phenomenon, as a social relatibundle of social relations (cf. Merton’s role-
set). As adults, humans continue this processlefsacialisation.

Using qualitative methods such as participant atageEm, authors writing within what
we call the enactment perspective had a very eéiffieconceptualisation of role. They sought to see
roles “from the inside” and rather than asking wiodgs did for society, they asked what roles did
for those who performed them. This did not meanithi@s were only seen as an isolated
psychological one-person perspective; rather tha®rs were interactionists and saw social
interaction as where the role was formed and pexor In that sense, the symbolic interactionists
put an even greater emphasis on social relatiarsMerton and Parsons had, but rather on an
individual level. And they also put focus on whataning a role held to those who performed it and
those towards whom it was performed. Unlike the enoist views, this “daily life” perspective was
often seen through the individual's eyes. Therefsyebolic interactionism represented a major
break with the functionalist and structuralist mregpation with socio-cultural equilibrium and its
somewhat static overall view on roles as structy@nstituted. This role performance-oriented
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perspective has more recently been applied to agidonal research in the shape of performativity
theory (e.g. Butler 1990), but has so far beertivelly absent in service research. We will now look
at one of the foundational theories of this perpecwhich has also been one of the few to include
services and service encounter situations in meeptualisation. This is the symbolic

interactionism of Goffman.

The symbolic interactionism of Goffman

A symbolic interactionist who discussed not otlg toncept of role but also several
related concepts which can be seen as part ofecthji influencing the role concept is Erving
Goffman. He defines social role as “the enactménigbts and duties attached to a given status”
(Goffman 1959: 16), and although this definitiovésy similar to that of Ralph Linton, he applies
it in a rather different way. Where Linton was cered with a general theory of the creation and
function of statuses and roles everywhere in theddy&offman has a focus on the social face and
the everyday processes of enactment or performaimode.

According to Goffman role is used in two quite diffnt ways which must be kept
separate. On one hand, role has a processual addment of performing it through behaviour;
this Goffman calls éne. But on the other, there is also the reified tHostil dynamic result of
that process, the impression left on others thrabgtperformance, and this he cétlse These are
conceptually distinct aspects of role, which we ldaay resemble the difference between a verb
and a noun. In order for social interaction ané ferformance to take place meaningfully, it is
paramount that line, face and the overall soctabsion are congruent. So a role must follow the
norms of the social context and the role enactastraven actively act on this context to make sure
there is congruence between it and the role; Gaffoadls thisexpressive ordelLikewise, as
“maintenance of face is a condition of interactiaiffenface-work or face-saving, becomes vital as
“the traffic rules of interaction” (1967: 12). Thssdone through various “rituals” (as Goffman
deals with symbolic components of role behavioarghnerally uses the term ritual to describe acts
(e.g. 1967: 19)). Similar to his division of rolga line and face, theelfis also divided into a verb
and a noun-aspect. The role is then the performamcethe self is the performer. And role is

unfolded through social interaction @ncounterdetween persons. These concepts are all linked to
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overall impression management and role performaarae these will all now be summarised and

discussed.

A line is basically the concrete acts of role habar of a person. Goffman defines it
as “a pattern of verbal and nonverbal acts by whiglexpresses his view of the situation and
through this his evaluation of the participant@essally himself’ (1967: 5). It is important for a
line of behaviour to be legitimated in order todoeially accepted, and therefore it is often
institutionalised so that the same type of behagloesponse is repeated in the same type of
situation as this is the socially accepted reacfldr line of a role is assumed to represent agrinn
congruence so that when a person displays a feMlvwts, these are taken by others to indicate a
number of other congruent attributes whether tiaesalisplayed or not. So being displayed as

coherent and legitimated, line is the active dyranoif role performance act by act.

Expressive order

Just as line is taken to indicate an internal cosigce, there is also a corresponding
external congruence between the line of a persdrttansocial situation in which a line is
performed, which Goffman calls the expressive arHerdefines the expressive order of a person
as “an order that regulates the flow of eventgdar small, so that anything that appears to be
expressed by ... [others] will be consistent withfarse” (1967: 9). This concept may resemble
Parsonshorms but in Goffman’s conceptualisation it is not mufer role conduct but rather for
expressive control ensuring that face and extawahts remain consistent and congruent at all
times. This is not to be confused with what Parsmis the overalNalues which Goffman calls
“the social code of any social circle” (1967: 9ocial circle being the equivalent of Parsons’
collectivity. The expressive order dictates theréelsritual harmony of social interaction which all

persons strive towards (1967: 23).
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Just like linefaceis not the entire essence of a social role, berahe esteem,
reputation and social position of it (Goffman 196Y.:Face therefore covers only that part of role
which consists of a person’s general expressiortlaébliowing impression he makes on others.
In other words, where line denotes the acts ofraque face denotes the result of these acts insterm
of the view others have of the acting person. Gaffrdefines face as: “the positive social value a
person effectively claims for himself by the lindhners assume he has taken during a particular

contact” (1967: 5). There are different processesanditions which relate to the face of a role:

* To have, maintain or be in face implies that the lhas been socially successful. It is seen
as consistent both internally and with the judgeneéiothers. Further, it is contextually
meaningful in the sense that it is consistent withdefinition of the overall situation. In

other words, behaviour in one situation must begooent with overall social life

» To lose face is when the line has not been socaitgessful. This can be due to three
different reasons. Firstly a person can be in theng face meaning his line was incongruent
with a situation or the judgement of others. Setgralperson can be out of face when not
knowing what line or behaviour to display in a ation. And third, a person can be

shamefaced when he has made a wrong move or faoxapas

* To give face means to set someone up for succebsinrole performance, to attempt to
provide conditions that will ensure internally agxdernally consistent behaviour of

someone else.

Face is thus the lasting result of a role perforreatt is whatever impression has been left in the
mind of the other with whom a person has interaetbith means that it is necessarily a social
relation, or as Goffman himself puts it: “his sddae [...] is only on loan to him from society”
(1967: 10). This, however, does not mean that ieestatic entity, in fact for each act face risks
being changed for better or worse. Being internadligsistent, consistent with the judgement of
others, and consistent with how a situation israfj is decisive for the success of a role
performance, thus the performance can only be safidey changed if the definition of the
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situation is changed, or the role or performer dlin the wrong face, out of face or even
shamefaced.

Face-work

Goffman defines face-work as “the actions takem Ipgrson to make whatever he is
doing consistent with face” and it “serves to cauatt “incidents” "(Goffman 1967: 12). So it is
about following the rules for acceptable behavidurrole behaviour is influenced or modified by
face-work, but in different ways. From the amouhtogically possible practices, every person and
social circle chooses (or does not choose as #eeroay be) a repertoire of standardised practices
for face-work. Either way, choosing the right rbkehaviour in terms of face-work is difficult for a
person as several options are often available (1Z&)7 Furthermore, in making the right decision a
person must be socially perceptive and apply tersgptiveness in a defensive orientation (saving
his own face) as well as a protective orientatgaving the face of others) (1976: 14). Goffman
identifies three levels or types of transgressmfrthe congruence of face: the accidental where a
transgression is unintended, the intentional mali€j and incidental when it is an unfortunate bi-
product of other social behaviour (ibid.). Even wiseich a transgression has happened, there are
some options available to the individual. The agak process entails certain defensive
manoeuvres such as withdrawal from a situatiomgugo-betweens, keeping off topics, showing
modesty or jesting, as well as some protective mawn@s such as showing respect, politeness,
using discretion, joking, forbearance, ambiguityewen deception (“little white lies” to protect
someone else’s face), tactful blindness, ignoricguarences, temporarily turning away from
someone, or simply curbing own demands or at lgastiding explanations for them. If the
avoidance strategy fails, the only resort is todadistic and deal with the matter. However, even i
this “established state of ritual disequilibriunt’967: 19) there are a numbercofrective
processeso turn to, namely four moves of interchange widah reinstate ritual equilibrium. The
first move is that behaviour must be recognised sacial offence or faux pas through being
challenged. The second move is the offering ofdafieition or rectification of the faux pas: for
example, it can be seen as an unintentional adcadehtherefore meaningless, a misunderstanding,
unavoidable or understandable; there can be anpi@nof guilt passing responsibility onto

another person or external circumstances; compenszn be offered; or penance can be shown.
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The third move is acceptance by the other persoddte fourth is gratitude by the offender. The
whole four-step process can also be modified etgeioffender initiates it himself, if the offerdle

is socially forced into a mock-acceptance or inggréf he makes excuses on the offenders behalf.
When the avoidance and/or corrective processesaarfellowed, this can lead to conflict entailing
acompetitiveor as Goffman terms it “aggressive use of facekivgk967: 24). If a challenge (first
move) is not accepted, the challenger can either gp the challenge, uphold it with resulting
conflict and potential violence, or simply cut irgetion by withdrawing and deny the offender
interactant status. Although sometimes interactaiet§or dominance in this way, there can also be
more peaceful manipulations of the rituals of fpéeformance such as a “fishing for compliments”.
But there can also be a tactoperationin making an interactive role performance sucags$his
can be in the form of compensative efforts of atherg. making excuses on the offenders behalf as
mentioned above, facilitating resolution, usinggmventions such as hints, ambiguity and jokes;

or through reciprocal self-denial such as modestygving compliments to others.

The self

As a role is enacted, there must be somethingraesoe enacting it. This someone is
what Goffman termghe self Corresponding to Goffman’s division of role iditoe and face,
Goffman also divides the role playing so@alf into a reified and a processual aspect arskthee
the self as expressed or portrayed, and the datigabrough social interaction. He describes them
as “the self pieced together from the expressiy@igations of the full flow of events in an
undertaking; and the self as a kind of player iuml game” (1967: 31). Although he does not
himself apply clear conceptual terms to them, lier sake of clarity we will here give them the
termsbeing selfanddoing self The being self is then the lasting impressioa person which is
imprinted in the mind of others, and the doing sethe in-the-moment acting person. Goffman
compares them to the difference between a partibalad of cards (being self) in a game and the
ability to play them skilfully (doing self) (19682). This separation has important implications for
how acts influence (or not) the impression giventteers. For example, though the doing self can
demote itself through symbolic acts of humble saHtigation, the being self is not seen as less for
that reason — in fact it might actually gain estddna.). This has to do with free will; if a doing

self was somehow forced to perform in this mantiam the being self would be demoted. In short:
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the doing self does not always have an effect erbthng self, and even when it does, the effect
might not be what was intended.

Interaction and encounters

Face is created through social interaction, andatter can be broken down into
specific encounters with other persons. As the easewith the self, Goffman does not consistently
use one term for an encounter but characterises‘#n occasion of talk or episode of interaction as
a naturally bounded unit” (1967: 35, his italidsdr every act and every encounter, a person makes
line choices which have consequences for that pergace. Goffman defines an encounter as “the
total activity that occurs during the time thatieeg set of participants have accredited one amothe
for talk and maintain a single moving focus of atiten” (ibid.). This may seem like a very orderly
definition of something, which can be very disoldeGoffman specifically includes sociable chat
and smalltalk, which can often be disorderly as-aking induces free association, interruptions
and so on. But there is a specific point to hisrsagly very orderly definition. Encounters take
place qua an established agreement between thiv@avpersons covering not just when, where
and with whom to talk, but also on what topic. Tfere encounters tend to have a one-topic main
focus in behaviour and thought: “a single focushofught and visual attention, and a single flow of
talk, tends to be maintained and to be legitimatedfficially representative of the encounter”
which means that “participants restrict their innehent in matters external to the encounter” to the
point where “messages that are not part of theiaffy accredited flow are modulated so as not to
interfere seriously with the accredited message36T7: 34-35). This leads to a very important point
on social encounters: As one topic tends to beiafly legitimised as acceptable, other topics tend
to be restricted or at least modulated as theyairén focus. This is the definition of the situmti
and if it were to be opened up to other mattess difinition would have to be changed. In other
words, the topics of accredited conversation arergalready at the beginning of an encounter.
This is not to say that there is always agreenmreahcounters or conversation, but a surface
agreement must be maintained or at least agreesnamhat to disagree upon if the encounter is to
be meaningful to the participants. And the rulessfucial interaction, which Goffman catlse
ritual code(1967: 40), must be respected in order to haveetifoning interaction; the wrong level
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of for example perceptiveness, pride or considaese will create a dysfunctional interaction in

encounters.

Impression Management And Role Performance

In his book The Presentation of Self in Everydég (1959), Goffman writes about
impression management, how the individual mandgespressions that others form of him/her
through the role performance. As mentioned abavé&jefining social role as the enactment of
rights and duties attached to a given status” (1999 Goffman’s conceptualisation corresponds to
Linton’s concept of a general role (1964) — exadpytis concept o$ocial role Goffman
emphasises the individual agency and enactmeiglitrand duties attached to an overall status
rather than the fulfilment of a pre-given statud avle. This “pre-established pattern of
action”(Goffman 1959:16), which corresponds to atanian role in the specific sense, is termed
part or routine by Goffman. The enactment of this is calfeiformanceby Goffman, and it is
especially the performance which will be of concerthis discussion of impression management.
The performer does not necessarily have to belretteeir own performance. Whether the
performer believes in his or her performance or eath case carries its own attraction in terms of
securities and defences (such as a wholeheartetction or cynical distance). Performers can
either lose or gain belief in their own performanepeatedly or live with a combination thereof.

An important part of a performance is finent. Goffman defines the front as “that
part of the individual's performance which regwdtinctions [...] to define the situation for those
who observe the performance. Front, then, is tipeessive equipment [...] employed by the
individual during his performance” (1959: 22). @insists of several elements. The first is the
settingwhich is the physical surroundings and statiomqaops or “sign-equipment” (1959: 23) of a
performance. Secondly there is fhersonal frontwhich is personal characteristics or displays such
as age, gender, clothes, speech, posture and ftese;can be permanent (such as skin colour) but
also transitory (such as facial expressions). Patdoont is subdivided intappearancevhich
signals a social status, aménnerwhich signals the performer’s current interactiasiauation (for
example aggressive or apologetic); appearance anden are generally expected to be congruent
with each other, but can diverge (surprisinglylte audience). Likewise, setting and personal front

are expected to be congruent and it is a surpriieetaudience when they do not. Nevertheless, the

83



front of each performance makes use of generatlatdrelements of setting, manner and
appearance which could also be (and often are) lmgether performances. This means that similar
performances (such as a doctor and a dentist tisgngame type white laboratory coat or the
standard travel agency front office decoration witéps and colourful photographs) may therefore
share one type front; so the number of frontsds tean the number of parts performed and
therefore spectators need only have the skillateract with a limited number of fronts in their
knowledge repertoire. This type of front sharedsbyeral parts is called “collective representation”
by Goffman (1959: 27). So in most cases, a perfaomar single task has a pre-established front,
although sometimes there is a choice between ddvanés and choosing the right one can be
problematic for the performer and audience asdh@aér struggles to enact his or her part.

Vital to performing is thelramatic realizatiorthrough which the enactor displays the
front and part through signs. This, too, can bél@matic as some parts do not lend themselves
easily to dramatisation; and so expression canrtake effort than the actual actions performed as
certain routines need to be emphasised more ti@nsotio convey such an impression. Another
important point is that the performance must alsadcialised, meaning it must be accepted by the
audience. One way of ensuring this is the shawmt fiescribed above; another isid@alizationof
the performance making it very congruent with, g#reteby confirming, the commonly accepted
values of society. Often this means emphasisingesahnd signs seen as desirable (they could be of
high or low status depending on what impressiatesred) and under this pretence hiding the less
ideal segments of daily reality which is inconsisteith these standards. These in turn become a
secret consumption,lackstagerea in which to engage in secret activities add the process
behind the product so to speak, whether too eakgrorcompared with the ideal. This is also
where errors are hidden along with that which islesn, degrading or morally questionable and
does not leave tangible evidence. The result isrgt of the performer as having ideal
gualifications and motives for the role. Furthermas a performer plays different roles to différen
audiences, a certain amount of audience segregébioexample separating colleagues from
family) is necessary for such idealization to bewnocing. In both the process of idealization and
audience segregation the audience usually playgals it has its own interest in these processes
which create a stereotypical one-dimensional fagattewhich it is easier for the audience to
interact. Performer and audience also join forngwétending that each relation and encounter is
unique and personalised.
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In this way, expressive control is maintained. €Rpressive coherence is vital for a
performance to be credible and convincing, anche@erformer (and audience) is faced with the
problem of disruptive involuntary gestures suctmasnentary lack of bodily control, under- or
overreacting, or external factors such as wroniingeor timing. Such elements of a performance
show the discrepancy between the performance atitiyrand break the illusion of a
homogeneous, coherent and constant characterfdrethe performer must socialise him- or
herself into resembling the idealised self projeé@es much as possible. On the other hand, there is
also the danger of an impostor intentionaftligrepresentindgpim- or herself by gestures, appearance
and manner. All role playing is misrepresentatman extent, so such behaviour is only offensive
to the audience when the performer is not entitbgaerform the part, for example an unauthorised
impersonation of someone with a higher social stdtan the performer can claim to merit in the
eyes of the audience. The audience, however, wsuidlly be forgiving of someone concealing a
single flaw such as an embarrassing fact of thast,jout not someone entirely posing as someone
or something which they are not. Likewise, cer&atuses, such as being a music-lover, are less
well-defined and therefore more socially acceptenh¢lude in misrepresentation. One must
therefore tell the difference between a barefantzhtional lie on one hand and “white lies [...]
innuendo, strategic ambiguity and crucial omissi¢g@®ffman 1959: 62) on the other; the latter
kind is both more socially acceptable and widegprbat can also be necessary and even
institutionalised. They serve to maintain the ftajuo without a constant threat of social
dissolution from any fact discordant with the rpkrformed. So whether an individual is offering
an honest or dishonest performance, expressiveaatecan and must be safeguarded from
disruptions.

An aspect of role performance which is relatethtsrepresentation imystification
whereby the performer seems or is allowed to beengsis and secretive. This is created by the
performer keeping a social distance to the audiémaeby instilling in them awe and respect for
his or her role, as seen in the army and in maligioas orders. What is hidden this way is often
what the performer would otherwise be ashamednaf tlae audience in turn has an interest in
keeping up this mystification. There is then “aiba®cial coin” of awe and shame on opposite
sides (Goffman 1959: 70). This gives the perforsmme elbow room or room for agency in their
role creation and enactment. Furthermore, ofterbifpsecret hidden is that there is no secret, yet
the mystification still serves as a legalisatiorite elevation of the performer.
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A final important aspect of performance is singefRole performers may be sincere
or insincere, but this is not a rigid dichotomytlra, there is a continuum spanning various cases
ranging from a genuinely sincere performer, amicsie performer convinced that they are sincere,
an insincere performer who is honest about insen¢gurch as a stage actor), an intentionally
insincere performer posing as genuine, and so @th&e may be a “statistical”, but not an
“intrinsic”, relation between appearance and rgdlib59: 71). Most performers are middle forms
between sincere and insincere; and it is inadvesailthe performer to be either completely sincere
(and incapable of performing and seeing the warldny other way than one’s own) or insincere
(for example a criminal con artist). So from a femes the individual can conjure up a situationally
adequate performance based on pre-learned expressid reactions which the individual has been
socialised into. This not only means understandimdymanaging various expressions as part of
one’s own performance but also understanding anthgiag those of other performers (which also
makes us able to play staged roles such as ohd¢hé&¢ stage, in religious ceremonies or in
psychodramas, 1959: 72-74). So performing a roés shmt mean possessing a status but enacting
and thereby realising it with appropriate behavi@ppearance and articulation.

What a reader of Goffman is presented with isrdatlde cornucopia of terms and
concepts related to the enactment of a role. Bart #Hygain, reality is a complex place and the
portrayal of it even more so, and therefore manyseare needed to describe the many empirical
phenomena related to roles and role play. To sun®apne hand there is the line of behaviour,
which is the performance of a role; on the otherdtis the face, which is the expressions and
resulting impressions of the line of behaviour. Téee relies on face-work done by the role playing
self during interaction and encounters with otharsl this face-work (having face, giving face,
losing face and so on) must respect the ritual cbdleat group. One of the most important parts of
this social role, which consists of parts or roesinvhich must be performed, is the front. Thistfron
is a combination of the manner and appearancesgbehformer, which is called the personal front,
and the setting. Since not all acts are clear angmcuous, an important task of role performance
is a dramatic realisation of these acts making thsible to the audience. Sometimes a
performance even needs to be idealised in accoedaitls the accepted values of a society. In this
way a performance is convincing if it has expressigherence — even if the performance is actually
a (intentional or unintentional) misrepresentatdthe status of the performer, or a mystification
allowing the performer to create distance betwassélf and the audience. So, disregarding the

level of sincerity, a status only exists as longf &senacted as a role performance.
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In the articles to come, we will take an enactnparspective on roles as we are
concerned with the interaction microprocesses @f#rvice encounter. Specifically, as they are the
central element of sourcing user ideas for innavathrough these encounters, the role behaviour
and mindset of the frontline employees will be istigated and analysed. Therefore, the details of
how they perform their role, how they feel abousthow they feel about the users and the
possibility of sourcing innovation ideas in thisywwand what effect these factors have on their
behaviour, will be addressed. This is why an enantrperspective, which is concerned with how a
person performs and relates to his or her own ®lifile most relevant take on the role analysis to

come.

Other Uses Of Role

Since Linton’s seminal book in 1936, role has lmee@ prevalent concept used in
many different ways and traditions in academicditere. First of all, the studies of social role
spread in anthropology, sociology and social pshdyo Other topics than those referred to above
included latent and manifest social roles (Gouldr8#57), the roles and rules of the professions
(Moore 1970), and even the fieldworker academicdatethodological role to be studied (Gold
1958); and the study of social role (and sociatm®rhas continued until today (see for example
Sunstein 1996).

In many strands of literature, however, the teofe has been used in a very different
sense. It has appeared as a reduction of the akfifginctionalist conceptualisation and therefore
was equalled with function itself. For example,hiitthe field of biology (especially microbiology
and cellular studies) the term is frequently usethis sense. Another strand of literature which
uses role as a synonym of function is linguisticsyhich for example the “role” of attention in
semantic priming (Neely 1977) and thematic protes” (Dowty 1991) are analysed.
Furthermore, many fields of business studies haagenuse of the term in this sense. For example,
the “roles” of planning, plans and planners intsigec planning (Mintzberg 1994) have been
problematised; the “roles” of trust, satisfactioTdaommitment in customer relationships
(Garbarino 1999) have been discussed; the “rol@lisifce in workplace retaliation (Skarlicki and
Folger 1997) likewise, here in the sense of canseeffect; the “role” of private equity and debt
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markets in financial growth (Berger and Udell 19883an example from the field of economics;
similarly the “role” of motivators and organisatadrclimate in knowledge sharing behaviour (Bock
et al. 2005) have been analysed; and finally withanfield of service studies, the “role” of
emotions and identity in services (Ashforth and hpinely 1993) also reveal a functional
understanding of the term.

However, role as a social concept has also beesfarred to more modern fields of
study. A salient example has been the field of gestudies, which has avidly discussed the
creation, constitution and consequences of germdies.rFor example gender stereotypes have been
analysed (Basow 1992); sex role adaptability has lokscussed (Bem 1975); and sex roles in
conversation have been problematised (Zimmermaést 1975). A notable strand which has
used the symbolic interactionist view is foundhe tliscussions of performativity and gender roles
by Judith Butler and others (see for example But#90). In this conceptualisation, the enactment-
perspective of role has been further elaboratedaleh in a direction further away from the
fulfilment-perspective, and so it can be seen r@dadively recent further development of the
enactment-perspective.

The concept of social role has also been usedriows writings concerned with roles
in small groups. For example, the functional ralegroup members have been analysed (Benne
And Sheats 1948, Bales 1958); likewise the varroles in a team (Belbin 1993); as well as
participant roles in bullying among children (Salalli et al. 1996). Another theme of roles and
role playing, which has been elaborated and prodfised greatly since the classical authors, is role
conflict. This has been discussed both in term®lefconflict and ambiguity (Kahn et al. 1964) and
role conflict and multiple roles (Marks 1977). Ralanflict has also been analysed in connection
with the family role, for example the conflict beten the family and social networks (Bott 1971) or
the family and work (Greenhaus 1985). Finally, rmdaflict in organisations has been discussed.
For example, building on the field of social psyiduy (Israel 1963), Pernille Poulsen has
problematised the conflicting expectations towanigl servants (Poulsen 2005). She analyses the
changing structural expectations for the rolehese employees as New Public Management is
implemented in Denmark. This, then, can be seenmasdern further development of the fulfilment
perspective (although she leaves more room folopatsagency in her role view than some of the
functionalist and structural functionalist classiaathors). To sum up, the concept of role has been
applied to new empirical contexts and in new cotcasations (sometimes transmuted into a

synonym of function) in addition to the authors suanised in detail above.
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Roles In Organisations

In addition to the role conflicts in organisatiangntioned above, the concept of role
has been applied to organisational contexts addgesarious other topics. For example, different
communication roles have been analysed (Robert©dReilly 1979) and the implications of
leader and follower roles have been problemativatderslice 1988). Different roles of students in
education and how these relate to educational mésdave also been discussed (Halbesleben and
Wheeler 2009), and role definitions and citizensiepaviour of employees in organisations has
been analysed (Morrison 1994), to name a few exasnfo there are different roles in
organisations, and ways of categorising thesehdratticles to come, we are concerned with roles
interacting with persons that are external to tigawisation, and these types of roles have also bee
addressed in various literature. For example, tharosational boundary roles (Stacy 1976) and
also the boundary-spanning (or boundary crosswigsr(Aldrich and Herker 1977) have been
analysed, and what boundary roles mean for thevation process has also been addressed
(Tushman 1977). More specifically, however, weiarthis project concerned with services and the
important externally interacting role of the frond employees. In this particular type of role (and
especially in the more subservient version of mg éinds role conflict too (Shamir 1980), and
therefore topics such as emotion regulation (Taékand Holman 2003) and the impact of
empowerment (Chebat and Kollias 2000) are resemeds that have received some attention. In a
still narrower focus, this project is specificalhterested in how this frontline service employele r
enfolds during service encounters. Below are thsaamples of relevant texts with a more detailed
summary and discussion. They were written in thii#ferent time periods, the 1950s, the 1980s
and around the change of the millennium, and theyillustrate three different approaches to

organisational role analysis.
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The 1950s sociological approach exemplified by fvGoffman (1959)

Goffman (1959), who is discussed in more detaiivaboften uses exactly these
situations as examples and relates his conceptiahsof role to this setting. For example, he
describes how there is a working consensus by wthm$e participating in a service encounter
agree on a definition of the situation; the emptghows disinterested involvement in the user’s
problem, and the latter responds with respectifercompetence and integrity of the former (1959:
10). These situations also provide the user withrgoortant first impression and therefore the
service employees must seize and hold the inigativservice encounters; something which can be
difficult if the employee is of a lower status thiwe user (1959: 11). Another issue of role
performance which comes to the fore in service entss relates to the belief in the part one is
playing: Sometimes otherwise sincere frontline meremployees must delude the users because
the latter demand such a role performance duriegdhvice encounters, for example a doctor
seeming to check a patient more thoroughly thaesssry (1959: 18). The user demands of service
encounters also include recognisability, so (astioeed above) several different roles often share a
similar social front in the service encounters. {@@in describes how, in various service encounters,
the users are greeted with the same type of wedktting which is strongly signalling clinical
hygiene and competence, despite this front coveyuig different services such as a dentist or a
beauty parlour. In this way all these servicespdaeed in the same stereotypical and recognisable
category for the users, thereby reducing the amafuinbnts with which they need to be familiar in
order to function in everyday life (1959: 26).

During service encounters, the service becomebleity the user, but the encounters
are often only the end of the process of servieatan. Therefore role performance in the
encounters must make up for the (to the user)ibbleiparts which have occurred before the
encounter by using dramatic realisation. Not oy the users often not see what is actually done
for them, so this must be dramatised, but this misans that the service providers must overcharge
for the visible elements of their provision to makefor the cost of more invisible elements which,
due to being less salient, the user will not pdlydice for (1959: 32). The conflict between parts
that are visible and parts that are invisible ®ukers is also seen during service encountengin t
idealisation of role performance: As there is &ipancy between appearance and actual activity,
the less visible elements are often sacrificedotoold the more visible ones. Goffman uses the

example of a service judged by the users on speegduality and claims that the latter will be
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slacked before the former as any compromise ofdsizeeery clear to the user, but compromise in
quality is perhaps less so (1959: 45). Another espieidealisation of the role performance during
service encounters relates to audience segregdtmenperformer mugiretendthat each encounter
and relation is unique and personalised (as wik\ndent, pretending is not at all the same as
believing), so what is a routine must appear astgp@ous. For example, a doctor must treat every
patient, not as a yet another case, but as a plartindividual. This is often exploited by service
providers under the terspecialised servigdy which is signalled a customised treatmenhef t
user. The users in their turn often do the samepagignd that they did not in fact consider many
other services, even if they did so (1959: 49-50).

Likewise, face has a vital function during serveceounters (1967). Face is important
for any person performing a role as losing facemaeasocial failure (which can take many forms
such as humiliation or loss of trust from otherfsgither the role or the person performing it. When
the role is representative such as in the casmpfayees with direct customer or user contact,
having face becomes even more in focus as thenatlenly has buis the face of the organisation
represented. But face is a precarious phenomenanhwnust constantly be performed and
recreated during service encounters by “normal” acaepted routines, lest the performer risks
losing face. Therefore (as will be evident in thigckes) in these situations there might be a
practical focus such as choosing the right semproduct or paying for it while other matters such
as putting forward ideas for innovation will betreged and unaccredited. However, keeping face
through a service encounter performance is diffiaalthe user will form an impression based on
more than the actions of the performer. For exanvphen a frontline employee in a service
organisation performs certain acts to give off date impression to the users — for instance the
standardised politeness phrases used at many&asthains — these might not change the
impression the user has of that employee or theabhv@ganisation in the desired way — for
instance thinking that they are very polite andlsw@nnered and friendly.

We not turn to another approach to role behaviogervice encounters. This
approach comes from service studies within thenassi literature and is exemplified by Solomon
et al. (1985).
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The 1980s interactive approach exemplified by Solo@t al. (1985)

Since Goffman, other authors have advocated usiegheory in the analysis of the
behaviour of service employees and users duringcgeencounters. For example, Solomon et al.
(1985) have emphasised the dyadic, goal-orientddraaractional aspects of face-to-face service
encounters, and they conclude that the “learnectansdistent behaviour patterns” or “script” of
both provider and user must be congruent for tloe@mer to be satisfactory (1985:100); in other
words, satisfaction imterdependentn both the provider and the user. But while #&ring of a
role by the provider is often explicit, the usarstresponding process is often implicit and
overlooked. So according to these authors, a nigésisa successful interaction — and thereby
high service quality — is reciprocal communicatésrd a mutual coordination of behaviour as the
service experience is created by both user andgepalike. Therefore, the kind of role theory,ttha
addresses humans as social actors behaving acgoodineir position and following a standardised
script, is ideal as a tool for analysing serviceamters. The authors define role as “a cluster of
social cues that guide and direct an individuagébdvior in a given setting” and they more or less
eqgual role with script, so the coordination of gevider and user roles means that they must “read
from a common script” (1985:102).

The authors make two important points on role idigrirst, the more salient an
occupational role is, the stronger commitment thid performer have to that role (ibid.). This also
means that “radical changes in the service schiptilsl encounter greater resistance from
experienced role performers” (1985: 108). As wdlilbustrated in the following articles, certain
service employees, who rely heavily on role periamoe, are committed to their role to such an
extent that major changes to this role are inhibigecondly, the stronger group cohesion among
the performers, the stronger the desire to pertbirservice role well will be (ibid.). Again, aslwi
be illustrated in the following articles, some seevemployees, who mainly interact in the social
space between each other and not the users, grearamitted to performing their service role
correctly and indeed to their overall occupatiaiaée identity.

In order to interact in successful ways duringrvise encounter, the provider and
users must be able to (to a certain extent) preaich others’ behaviour. This ability is based in
interdependent or shared role expectations (inderprivileges and duties), which are
multidimensional in terms of provider and user eateristics and perceptions as well as production

realities (1985: 103). So the specific expectatimns role performance stem from common
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meanings or understanding of the situation (whgae ©yf service provider is this, what type of user
is this, what type of setting is this, and so @f)course, actual performance may differ from
expectations, which leads the authors to pointwattypes of role discrepancies. First, lack of
intra-role congruence between the service emplsy@® understanding and the service
organisation’s understanding of that role can keawle ambiguity and reduced innovativeness;
secondly, lack of inter-role congruence betweersthgice role understanding of the frontline
employee and the user can negatively affect effiead satisfaction during encounters (1985: 104).
In the latter case, there can be disagreement thntlhe employee and the user role. In any of the
cases, expectations of role behaviour are not cemgr In other words: no matter which dimension
is applied to role expectations, the vital pointhiat they are congruent both internally in the
organisation and externally with the expectatiohthe users.

An important aspect of the service role expectati@iate to mindlessness. According
to the authors, most service use (and, we would setglice provision too) takes place in a routine
fashion in which the user is in a state of mindiess. Only when something unexpected or
remarkable happens — a deviation from the scrgmes the user switch mental states to being
mindful and actively observant. Addressing the siladilemma between standardisation and
customisation of services by casting it in the ®pnmedictability andpersonalisationthe authors
point out that the script disruption of persondi@acan result in either a positive or negativerus
experience depending on what the user’s expectati@ne before the encounter (1985: 105-107).
In other words, the script disruptive effect ofgmralisation tears the user out of the state of
mindlessness and into a mindful state. As perssaiadin of frontline employee role behaviour is at
the expense of predictability (which allows thentseremain mindless), such role behaviour should
therefore only be used in a specific type of casasiely where the user is relatively involved ia th
service. This means that, to create a positive@encounter experience, there should be
predictability in low-involvement services and paralisation in high-involvement services. In
either case, the frontline employee must conforitiéorole expectations of the user and be
predictable when the user expects it and persohahwihe user expects it, otherwise a negative user
experience may be the result.

To sum up, in the view of these authors, roleseirvice encounters are interactive,
social and dependent on others; and they areig@hinto routines (which are separate from the
performing persons). Their aim is to use role theoa prescriptive way to adjust provider and

employee behaviour and maximise user satisfactmoother words their focus lies on service
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(encounter) quality. Relating them to the divisadrrole theory we have created above, the authors
are taking a role fulfilment perspective in defgirole theory as “the study of the degree to which
particular part is acted appropriately as deterohimgthe reactions of fellow actors and observers”
and role performers are “actors who learn behadpopriate to the positions they occupy in
society” (1985: 102). They take a relatively statna fixed view of role behaviour as prescribed or
pre-determined prior to the actual encounter, whifflers from Goffman’s more dynamic ad hoc
focus of role behaviour as constantly created aljusted through interaction. Similarly, the
perspective of Solomon et al. is of service agiptsar standardised set of behaviours.
Nevertheless, the authors also point out imporealisations, such as the correlation between
saliency of occupational role to the self and tifigcdlty of changing that role; the interdependenc
of role behaviour in service encounters; and diab sers prefer standardised predictability in
certain service encounters and customisation iersth

We now turn to a final example of approaches te behaviour in service encounters.
This also comes from the academic area of busstadsges, but has a rather different take on roles
than the one discussed above. It substitutes theigéve-exploratory perspective with an

instrumental-prescriptive one.

The millennium prescriptive managerial approachhapldied by Anne Broderick

Another example of the application of role thetwgervice encounters is found in
managerial literature. It often has a prescriptsadf-help” nature and aims at being instrumemnal i
the management of roles. Although the discussietmAbuse one particular author as example, the
points of critique are not aimed at this one autiraarticle in particular; rather, we take a catic
stance to this stream of literature in generalitAsidresses many of the same aspects as we do in
the following articles (such as role, exchange sewtice encounters), we have chosen an example
by Anne Broderick (1999). She outlines a numberashmonalities between role theory and
service marketing, and advocates managing theaictienal aspects of service by management of
role script and role performance. With the growtlpopularity of relationship marketing and
concomitant concepts such as relationship intensugt, customer retention and loyalty, the
“interpersonal dimensions” of service have come fotus and her aim is therefore to outline how

“management of role script and role behaviourstaare an important influence on service

94



performance” (1999: 118). Broderick argues thatimierdisciplinary approach of role theory can
further the understanding of the behavioural atatiocmal aspects of service marketing, and that
“social exchange [...] demonstrates certain pattetmsh are determined, to a large extent, by the
role expectation and actual roles” (1999: 119)hsteterministic views would seem to belong in
the far end of the fulfilment perspective. She powut three commonalities between role theory
and service (relationship) marketing, which are@aalytical emphasis on continuity of interaction
and change in expectations and interdependencertaimty and evolution of encounters; and a
behavioural-interactional perspective. Furthermosks theory can enrich the field of marketing
with three points: Role behaviour during encountitermines future interaction; role behaviour
integrates internal (intra-organisational) and exde(user — employee) exchange and matches
internal role congruence with external role perfante; and role theory allows a focus on less
tangible interactive and behavioural processefleisis well as invisible.

These factors are “enabling service firms to untdaesand manage role patterns” in
five specific ways (1999: 120-121). First, bothmused provider have a set of learned behaviours
related to encounters called a role script, arsldbiines the role evolution from the expectations
before consumption, the enactment during consumpéind the user judgements after
consumption. This means tha&nning and adaptation of role scripts can leadrproved
customer retentidn(1999: 123, her italics). Secondly, though guailit people-based services is
hard to assess, role theory provides tools to ilyesmppropriate interaction behaviour including
personalisation. The users’ quality evaluationushalative and therefore Broderick advocates
making the often implicit criteria for accepted betour explicit. Third, there should be role
development in long-term service relationshipsodes evolution creates relationship intensity. This
also means that service modification requires delelopment. Fourth, role theory is a tool to
grasp relational processes. Changes to servicageanternal role congruence which is dependent
on factors such as information flow, preparatiod ao on. Lack of congruence means there is a
risk of different service performance patterns,‘ioole congruence can provide a focus on role
consistency”, so one should for example “moniter phogress of key client relationships” (1999:
127). Fifth, role links internal and external seevdevelopment. Close relationships with users has
high costs in terms of human resources and the todeel more responsive, and such involvement
also influences the service to the point where tineulative effect may be to reinforce elements of
flux in the client relationship with the firm” artierefore “the consistency in interactive behaviour

across the boundaries of internal and externalangés [...] takes on added importance”,
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especially if previously internal zones now beconsgle to the users (1999: 128). In this way,
“role preparation, anticipation and developmenticaprove service effectiveness” in dealing with
“the human factor” so that “management of rolegand proactive preparation of service
providers can enhance service encounter perform&b@eg9: 129).

This is certainly a different view of roles thatat is found in the enactment and
fulfilment perspectives of classic role theory. Guared with the classic theory, this example of
service marketing literature using role theoryugejproblematic for a number of reasons. Though
it aims to solve the conundrum of how to grasp @matrol the vital frontline employee behaviour
of person-based service encounters, it seemdltstaiggle with these “interpersonal dimensions”.
One problem is the lack of allowance for individtyalSeen from an enactment perspective, the
fact that social exchange patterns are determigpedlb expectations leaves the individual
employee (or user) very little room for personat@ay in their role performance. Another problem
has to do with control. Even seen from a fulfilmpatspective, the management of role script and
behaviour advocated begs the question whethebsdlaviour can be managed in this way. Are, or
can, roles be scripted? While service provisionlmascripted in the narrow sense of an actual
script to be read aloud, in the less narrow sefselroming phrases or actions to be performed,
and in the broader sense of guidelines for mararaisappearance, does it make sense to talk about
scripting seen from a role perspective? If roletiies to enable service providers to “manage role
patterns”, this assumes that these can be manadkes first place (1999: 121).

A third issue concerns predictability. The plannamgl adaptation of roles is
advocated, but to which extent can a role be pldrE&een from an enactment perspective, how it
concretely enfolds is entirely dependent on therattion in which it is involved; seen from a
fulfilment perspective it may follow certain expatons, but this is not the same as planning a role
script. Likewise, the reader is told that “with gdate role preparation, opportunities for the
extension of services with clients and the develapinof greater client commitment in existing
services can be developed” (1999: 124-125). Suhetysounds promising, but is role preparation
even a meaningful term from a classic role thecaéperspective? From an enactment perspective,
roles are not prepared but spontaneously enactibe isituation. From a fulfilment perspective, this
would meardesigningrole expectations to guide and influence the beleaviour. But can role
expectations as they concretely enfold in dailgrattion be designed to such an extent?
Specifically how this is to be done, and what elyd@tdequate role preparation” is, remain

unspecified.
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A fourth problem is related to the problems of dgidising human behaviour. While
roles can be more or less congruent, a term sutifolasconsistency” may be more problematic.
Given the many elements of — and factors influemeimole, which Goffman has outlined (1959,
1967); and given the many roles which a personspd&gording to Linton (1964) or even an entire
role-set (Merton 1957), is a term such as role isterscy then realistic? Or even meaningful? If one
takes into account the exigencies of humans arg Idfeiand interaction and relations, it would
seem somewhat utopian. Role performance, thisrietsonal dimension” of service provision
expressed in the user-employee relations, is ratsly hard to standardise both in terms of various
actors and over time. And how could these relattbes be monitored without imposing drastically
on both the employee and the user? This, too, remaispecified (and problematic). The issue of
control — or lack thereof — reappears in anothemi concerning consistency. As quoted above, the
reader is warned that engaging closely with usexg ‘reinforce elements of flux in the client
relationship with the firm” and therefore “the cgstency in interactive behaviour [...] takes on
added importance” (1999: 128). Seen from an innorgioint of view, this flux in the relationship
could also be creative. In fact, one might argu ithis exactly this involvement of and by thengse
which is desirable seen from a co-creation pointiedv. As will be illustrated in the café case in
the articles, the focus on consistency and stamiion actually discourages user involvement and
thereby user based innovation.

The fifth issue, which combines the other fouvalves the question of to what extent
humans can be managed and the complexity of raterding to the views expressed above, roles
can be prepared, anticipated and developed anceBec&cEnds by concluding about “the human
factor” that “management of role script and proazfreparation of service providers can enhance
service encounter performance” (1999: 129). Héxe entire concept of role (and not just
behaviour) is addressed. However, this seems reailt@, but rather to further complicate the
struggle of the business approach to deal with Kilman factor”. Can roles be proactively
prepared and real life human interaction anticigp@tethis way? Can roles be scripted and humans
controlled if only the right understanding of whictechanisms to use, which “social buttons” to
press, is provided by role theory? And can roleth@rovide such specifics? The classic role
theory discussed above addresses general patfewiesy not specifics on how to control or
manage subjects in this way. Even if such specrfiese provided, it is doubtful whether the result
would be as intended given the enormous compl@ftisyconcept such as role and the randomness

of interaction — especially when dealing directighna number of different persons every day, like
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frontline service employees do. Though certain leheis may be scripted, the entire concept of
role with all the aspects on personality, differexpectations, randomness of interaction,
conflicting norms and values, and so on, scripting whole phenomenon and managing it would
seem near impossible. It would seem that the comepisgon of roles as something to be planned
and designed and managed which is expressed indsgsand service marketing literature such as
the above example differs fundamentally from bathfulfilment and the enactment perspectives of
classic role theory.

While a critical stance has been taken towardsiioee text, it nevertheless has many
valid points, as summarised above. Both roles andce provision is of an interpersonal nature,
and we agree that role theory can help both serameagers, service frontline employees and
service scholars understand the interactional eladional aspects of service (though not in the
advocative manner above). It can also further thveiterstanding of the intangible, processual and
invisible aspects of service and contribute to mtleustanding of change in service provision — and
therefore also in roles. Furthermore, as menti@beve, the text has been included in this litegatur
review as it is an illustrative example of a geoiréiterature combining role theory with service
research. In the articles to come, however, a ratifferent approach to such a combination is
taken, namely one reflecting ampiricallybased enactment perspective. The understandiradeof
and specifically the particular role charactersté the frontline service employees is born from a
anthropological view which emphasises the multipliand unpredictability of everyday life based
on an analysis of concrete empirical examples disaseonceptual development. We question
whether something as complex as roles with the netampents discussed above can be managed at
all. Surely, a manager (as well as anyone elsehaga expectations to role behaviour and these
can be expressed to the role performer, but thatitishe same as managing an entire role creation,
definition, understanding and ensuing performamrekinteractiong toto. The type of literature
represented by the above example is of an instrtaheature and aims to be prescriptive. Hence
managerial implications are a recurring featureughout. However, as the example of “adequate
role preparation” (1999: 124) above shows, thetsmia offered are often facile and lack
elaborations to an extent where the manager isdéénd for him- or herself and implement the
advocated solutions in practice somehow. Contratly articles to come are of a descriptive nature
and aim to be exploratory. Hence, by using emgiiilesstrations, they focus on understanding the
intangible processes of service encounters. Despiitored in concrete examples, they offer no

managerial implications since every context, inalihsolutions must be implemented, is different.

98



Instead, an understanding of the underlying mednasis provided. The manager is still left to
fend for him- or herself, but with a further undarsding of the processes taking place. So far we
have addressed the question of whether roles caortimlled and managed; another equally
important question raised by the typical businggs@ach is: If this really is possibkhouldthey
be controlled to such an extent? Such a debateg\ewwill go too far from the purpose of this
section, which is to describe and discuss rolertheo

While exchange aspects have been touched upoe nolintheory of service
encounters (for example the dyadic aspects disduss&olomon et al. (1985) and the social
exchange of Broderick (1999)), the focus has dfeen on service quality and customer
satisfaction — or, in the case of Goffman (195%7)9on role credibility. None of the authors have
discussed what effect the role performance of eygae during service encounters has on service
innovation and the motivation of users to stat@asd®r innovations. Also, while role theory in
general has been applied to service studies, gmfgproles of frontline employees have not been
subject to the same amount of attention. For exantipé professionalisation of certain service
employees has not been discussed to any largetespecifically, what the relatively new

expectations of being or appearing professionainsméar their role as a frontline service provider.

Discussion

Many different perspectives, view points, insigatsl conceptualisations of role have
been presented here. A macro conceptualisatiooles is found in the functionalist and structural-
functionalist fulfilment perspective, which has @liated how the role is born out of a social
context as the role performing individual must liygto the expectations of others and follow role-
specific norms derived from general values of dgci@ the other hand, the enactment perspective
puts the focus on thmicro realities of daily life. It is alsdynamicas it focuses on the everyday
processes through which roles really come intotemee, which means that its conceptualisation of
role is not as static and externally given as enfthfilment perspective, but rather processual and
interactional. These are two major differences ftomconceptualisations of role discussed in the
fulfilment perspective. In the enactment perspectf/the symbolic interactionists, roles are not
just pre-written parts to fulfil, but flexible fra@s to enact, to animate so to speak. This is why
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Goffman is so concerned with the many layers, elgsn@nd ways in which an individual can
perform a role; as roles are at least partially tyrspells, the important question becomes how to
enact them, how to fill them out, make them comkifécand signal them clearly to others. The two
perspectives of fulfilment and enactment have been opposed to clarify in what ways they differ
from each other and to make a conceptual distinctitmwever, in reality they are not necessarily in
contradiction; instead they represent two endsadfrainuum of perspectives. Theoretically,
however, separating them provides prototypes ocamis with which to analyse the empirical

realities of daily life. Following this notion, thecan be summarised in the following way:

(see table on next page)
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Fulfilment perspective

Enactment perspective

Level of analysis Often macro but can also be Micro
micro
Direction of view Outside in Inside out

Foundation

Often theoretical

Often empirical

View angle

Externally defined

Internally viewed and
understood

Nature of role

Expectations and sanctions;
ideal behaviour

Interpretation and agency; reé
behaviour

|

Freedom of role playing

The individual must futfile
social role given to him as beg
he can

The individual enacts a role in
stthe way he sees fit or correct
appropriate (but not solely fre
will, there are external
demands and expectations)

D

Origins of role

Role as externally pre-create

d Tdle may be externally
created, but it is then learned
and expressed by the enactin
individual

Role condition

Order; role stable regardless
player

&lways mismatch between

player and role; mutations of
role as player struggles to eng
it

ACt

Role change

Equilibrium; roles relatively
static

Disequilibrium; more dynamic

Diverging roles

Role conflict

Role dilemma

Handling a role

Position in a situation; act
accordingly

Process of co-interpretation o
guidelines (which do not fit
perfectly)

Shaping the roles

Roles are externally shaped
through interaction; a person
socialised, told and taught wh
to do

Roles are
santernally/individually shaped
athrough interaction and

decisions by the performer

Aspects of role emphasised

Positional aspects
(functionalism)
Social aspects (structural
functionalism)

Relational aspects (symbolic
interactionism)

Examples of authors

Linton 1964, Merton 1957,
1968, Parsons 1951, 1961,

Goffman 1959, 1967

1965, 1975

Table 1:Role Theory Perspectives.

This table is based on the discussion of the twegeetives above. The level of analysis, direction

of view and view angle from which roles are anadlyaee external in the case of the fulfilment

perspective and internal in the case of the enattperspective, and the former is often more
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theoretically based whereas the latter is more ecafly based (Poulsen 2005: 28, Harste and
Mortensen 1998: 200 and 205). In the former petspemoles are created externally from
expectations which the performer must live up nahie latter perspective roles are expressed and
enacted by an individual with room for agency. Torener perspective stresses order and
equilibrium in roles which (because they are sbgigiven) exist independently of the individual;
the latter emphasises the mismatch between rolpariormer, and the resulting dynamic
disequilibrium. In case roles understandings oreetations diverge, the former perspective
conceptualises this as a conflict between or insitkss, whereas the latter perspective sees it as a
dilemma for the role player. The fulfilment persipee emphasises the social position of the
performer and how the performer must fulfil anceliwp to this, whereas the enactment perspective
stresses how the performer interprets and theredyyes the role through interaction and relations
with others.

Besides the struggle between the two perspectivebo defines a role, there is
another duality in the role concept. A role is bathintrovert self-understanding and an extrovert
social “face” which expresses itself and therefesaes impressions of itself in the mind of
whoever it interacts with. In this way, a role perher looks both inwards and outwards. The
introvert and extrovert aspects are closely linkedocial interaction influences a person’s self-
view, which in turn influences further interactioks either the performer’s view of his or her own
role changes or the social definition of the rdiamges, this means that the role (performancdy itse
changes. In other words, the behaviour of the iddiad and the effects of it change as the role
definition changes. This may seem obvious, buftencoverlooked. For example, in relation to
services and specifically service encounters,@ebinge means a change in the service provision;
and a change in service provision also means ahalege for the employees. If a service provider
changes how it provides a service, it is thereiiomgortant to not only acknowledge the role change
of the frontline employees, but also to activeljprm the employees of this and work with them to
understand and shape their new role. As will bdei in the articles to come, not doing so can
leave the employees with no other alternative tharock-adoption of this new role. Because of
their complexity, roles can only be controlled andnaged to a limited extent, they are an
expression of free will, social norms and values] depend in their concrete expression on the
exigencies of everyday life; however, it is possitd at least clearly communicate new role
expectations and work with the performers to urtdasthese. In other words: Service change

means role change and role change means serviogechEherefore the employee roles must be
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regularly addressed as an organisation changegspetially in the case of a service provider with
personal encounters must the changes to frontim@ayee roles not be overlooked.

Concluding Role View

So where do roles come from? Can a person crgateals this common or an
exception? How do roles change? We will now desdfile role view concluded from the
discussions above. This is the role view appliethearticles to come. Roles are a combination of
two different aspects. On one hand, there is thequibed role which is externally given. It is
rooted in how others feel the role player shouldaye, which appears to the role player in the
expectational form of incentives and demands ab#ggnning of a role performance, and in the
consequential form of rewards or sanctions durimgjater the performance. These are the
expectations and sanctions which Merton and Paaddiess (see above). On the other hand there
is the subjective role as the role player perceitvéhis is a complex combination of identity,
personality, the role player's understanding ofrible, and so on. The concept and empirical
phenomenon of role has a number of properties,whitt now be briefly described. Overall, roles
aredynamic contextualandcomplex Following these three main properties, the follayoutlines

the role view taken in the articles.

Dynamic

* Roleschange On one hand there are shifting external demand®apectations, on the
other hand there are also shifting moods and ewplpersonalities of the person playing the
role. Through time, the performer ends up with pgecf expressions, rehearsed reactions
and so on as part of the repertoire with which thghe can improvise as social life enfolds
and situations spontaneously appear.

* Roles arananoeuvrableSince they consist of many harmonised or coirilicelements,
there is room for interpretation of a role bothtbg role playing individual, and externally

by those with whom he or she interacts and soctythere is often a multiplicity of
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potential options available for the individual, whileaves room for personal agency, as
pointed out in the enactment perspective.

* Roles arembiguousThey are not coherent homogeneous patterns afvimair but contain
internal as well as external fractures and corsfliEurthermore, roles are both created
individually and socially in a multiplicity of coakts and relating to many different other
persons, so interpretation by the individual is enadcessary because of this ambiguity.

* Roles armever fully acceptedrhey are always under review by the performedsthnse
with which the performer interacts, as well as stycat large which accounts for why values
and norms change. Therefore, roles not only chngéhere is often (consciously and
intentionally or not) a critical distance to thetimey never perfectly fit the performer (cf.

Goffman)

Contextual

* Roles areontext-dependenthey acquire their meaning both from the playet the
context. They must therefore be seen in the saaidicontextualised view for which the
fulfilment perspective has argued.

* Roles arescalable As evident from Linton’s role in the single andnal sense and from
Merton’s role-set, roles can be conceptualisedpantbrmed on many different levels.
Whether the formal definition or the actual exeontof a role is addressed, and whether it is
internally or externally created, it can be seemxasting on many different levels. This
could be anything from the role of the Western @@ a transnational cultural community,
over the role of society as a country or natiortherole of various groups such as an
economic class or a region, the role of an institusuch as a school or organisation, or an
individual role corresponding to Linton’s role imetgeneral sense, or even roles narrowed to
relations to others corresponding to Merton’s #¢s. In principle this list could be
expanded and extended in both end of the scaleaVieoy level there is a definition of the
role, with concomitant expectations and sanctitmghis way there is a continuum of
defining levels, and the levels are often combiimeithe concrete enactment of a role. For
example, Poulsen describes how the formal natiabalof a civil servant, the ministry’s

institutional view of that role, and the individuaterpretation of it are all combined into the
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concrete roles she found (2005: 9). So a role eaanly combination of formal, informal and
cultural aspects, which also explains and addsd@imbiguity mentioned above.
Roleexpectations varyLinton (1964) conceptualised role as the enactroka status or
position, but as Merton has added, these are ngtilsir entities but composites (1957,
1968). Hence, a role becomes a role-set and a@obicomes multiple positions
depending on relations with others. In practices theans that expectations of persons
having the same position (for example in an orgdimn) vary for each individual, just like
the role players’ own attitudes and view of theinorole may vary. In other words, both
behaviour and expectations vary individually; faample “father” is a category with many

interpretations both by fathers and by others.

Complex

Roledefinitions are always uncleaNo matter how tightly defined roles may be foripal

in the execution of a role the definition is alwdlgxible and unclear; otherwise humans
would be reduced to acting as robots and unaltepe with the randomness of life and
interaction. In other words, there is a limit toahtightly roles can be defined in practice. As
Goffman (1959, 1967) has shown, on one hand thisekethe individual room for agency
(as mentioned above), on the other hand this sanlehd to dilemmas such as doubt of how
a role is defined or how it should be successfeitigicted, or even role conflicts. This is a
basic condition of role performance.

Differentlevels of role understanding and expectatidRsles are defined by the
expectations of others and understood and intexgtey the role performer him- or herself.
This means that there are different levels of expectations and understandings. On the
first level we find the self-understanding of pergoand his expectations to himself; and
the self-understanding of person B and his expeasto himself. On the next level we find
the understanding and expectations by A of persanB B’s understanding and
expectations of A. We now have both an individuald a social level. The third level could
be called the empathic level. Expectation wisee lugre finds A’s views and expectations of
B’s expectations of him, for example a new emplégaaticipation of the demands of him
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which his manager might have. Understanding wisgs,lével contains A’s understanding
of B’s self-view, for example when someone thinkswmother person as having poor self-
confidence or being infatuated with himself. Inngiple these levels go on, but it is rare that
researchers need to go beyond these three levelsdividual, the social and the empathic.
Roles ar&complex They consist of more than just expectations ttubidled or just

behaviour to be enacted. Not only do both thesgpeetives need to be taken into
consideration, one also needs to go beyond thefawBs a model illustrating some
important elements of role and role performancett@rright side is the role performing
individual and his identity which is his view ofrhgelf and how he is. On the left side is his
context in the form of society and those with whioeninteracts (for the sake of simplicity
these have been merged into the contextual nofitsooiety”). In between is the role
performance which acts as an “interface” througlctvinteraction and communication
takes place, and as a membrane through which edilgition, understanding and
expectations permeates through osmosis. Baseddy titner biological factors such as
instincts and urges, personality and the way thevidual has been socialised, the role
performer has an intention to act in a certain Ways is then expressed through his role
enactment and leaves an impression on the surnegisdciety, which in turn is the result of
culture, values, history and views on how things@rshould be. The role enactment
perspective focuses on how he enacts this rolajigt@nce from himself to his role actions
S0 to speak; the role fulfilment perspective fosuse how his role actions correspond to the
external expectations, the distance between thiexband his role actions so to speak. The
three levels of role understanding and expectatiawe also been included. Finally the
interdisciplinarity of role theory has been illeg®d by adding some academic disciplines
that take part of this model as their subject. Thiglel would have to be repeated for each
role playing individual, which shows the cornucopfacomplexity of which an empirical

field consists.
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Understanding and Role Understanding and
Expectations Expectations

1. Individual

SOCIETY INDIVIDUAL

Identity

+ Culture * Body

» Values fulfilment enactment + Biology (instincts, urges
+ History etc.)
» How things are or » Personaltiy

should be » Socialisation

ession

Sociology Cognitive psychology
Anthropology Role theory Social psychology

Figure 1:Role Performance

Based on the figure above, role performance shootide defined as fulfilment or
enactment alone. The values, norms, expectatinosniives, demands, rewards and sanctions
given to the individual by society and those withom he interacts in that role all make up a frame
for his behaviour. The role player makes this framome to life by enacting it and constantly
interpreting it based on both his understandintpefexternally given factors and on the internally
given factors such as his own role view and expiects of himself and others. Role can then be

defined as the animation of a frame of behaviour.
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Method

The purpose of this section is to introduce andudis the methods chosen in the
following articles. As the specific methods and tise of these will be described in each article, no
such details of implementation will be discussesthRather, this section aims to provide insights,
deliberations and discussion of the methods indesfhiwhy they were chosen, what kinds of data
they can and cannot provide, and which fundamemdérstanding of the data studied one reaches
by using these methods. In the articles, mosteftita analysed have been empirical, although
many theoretical insights and concepts have beeth insorder to obtain such analysis and
fundamental understanding.

The purpose of having a method is to obtain datarmore or less systematic and
thorough manner which is scientifically sound aatid/(the meaning of which can be debated
almost endlessly but this falls outside the purpmid@is section). This is done in order to produce
and communicate new insights in a clear and sucmaaner, often in the written form of books,
articles and so on. However, there is a fundamenisthatch here — especially in the case of
empirical data collection. Reality is a very mepiace; it is neither clear nor succinct, but rather
chaotic and extremely complex network of understayg] views and meanings. Therefore any
portrayal of reality in the orderly way of articlbslies the true nature of it. Nevertheless, such a
structured account significantly aids the readarriderstanding the insights which are intended to
get across, and so the representation of realist imifundamentally different from the experience
of reality. Furthermore, whatever data are extch@item this network, whatever analysis applied to
these, and whatever understanding and insightihaseproduced; these are only the researcher’s
and are but one of many. Therefore, the followirigles and conclusion cannot be, and is not
claimed to be, objective. Rather, it is highly ®dbjve as it represents but one of a cornucopia of
comprehensions of the world in which we live. Egenit holds merit as doesrepresent one such
comprehension, and a well thought-through oneat this the result of uninformed interest,
stumbling in the dark and frustrating lack of knedge, but also of a passionate search for this
knowledge, careful deliberation, testing of findsngnd comparison with similar findings by other

authors.
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A method always consists of three parts or ph&3est.comes the research design, in
which an overall methodology and specific methagschosen and the data collection is planned.
Then comes the actual execution which consisteofrbain parts: the data collection and the data
analysis. Last comes the presentation of the fgwlto a wider audience. In addition there should
always be a retrospective and more general dismus$ithe implications of the methods used
including the limitations of the specific applicati of the methods in the project. It is in thesgga

that the following section will fall.

Research design

The research used in the following articles waspéd as being primarily empirical
from the inception. Based on existing knowledgeudloser innovation and service encounters,
some gaps in the literature were identified. Theskided lack of knowledge on how ideas for
innovation which the users have could be voicedthateby transferred to the frontline employees
during service encounters, what the incentiveshisrcould be, what the barriers could be, and the
overall question of which kinds of microprocessessially take place during these encounters. As a
result, some overall preliminary research topicsevalosen: How can a service provider source
ideas and wishes for innovation which the user® lthwring the service encounters? Which factors
play an important role in such a process? Fromethesre general topics, some further topics of
investigation were chosen, such as: What concrgtadg on in service encounters? What are the
obstacles for such a process? If sourcing ideasihmvation during encounters is possible, then
this would seem like an ideal process to engaderiservice providers who wish to be innovative.
So why is this not more widespread? As these questvere all explorative, investigative or
descriptive, a qualitative approach would seem rfitbistg. The focus was less on frequency of
phenomena, but rather on the “inner mechanics’uafidn processes. To answer these initial and
more general questions, it would be necessaryttystervice encounters empirically. Alternative
methods could have been to conduct a series a¥ietes with managers or send out a survey to a
group of selected managers and/or employees agsgvelistomers. But such methods would elicit
opinions on the processes; the aim in this projed to study the processes themselves directly to
identify patterns and factors which play an impoettale in furthering or hindering the idea

transfer. This also means that the innovation ideasselves and the further development and
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implementation of them falls outside the scopehdd study; the aim is on thgreconditiondor

such a process, not the actual process itsel§ aoitsequences. Therefore the conditions of the
service encounters were studied directly throughagraphic fieldwork, which lead to a focus on
certain salient factors such as the reciprocalgs®es of service encounters, the professionalisatio
of the frontline employee role, and the professlised employees’ view on the users and their
abilities. This lead to the following three specifesearch questions as presented in the articles:

1. During service encounters, which kinds of remiy take place and how do they affect whether

ideas for innovation are stated by the users?

2. What consequences does professionalisatiomwfiite employees have for user innovation

through service encounters?

3. What effects do the professionalised staff rbkege on staff views of guests, and what
consequences does this have for the possibilispofcing innovation ideas from users during

service encounters?

As a result, methods were chosen which could betalpbrovide some answers to these questions.
As mentioned, the primary methodology was an ethaygyc fieldwork, and this consisted
primarily of participant observation, conversati@msl interviews. The empirical material for the
articles was gathered during two fieldworks. Thstfivas undertaken at a café in central
Copenhagen and formed the empirical basis forindea2 and 3; the second was done at a tour
operator and two travel agencies, also in Copenhagel formed the empirical basis for article 1.
Ethnographic fieldwork has been a classic methapotd anthropology, which is
generally interested in describing, exploring ameestigating empirical fields. In anthropology
there has been a tradition of seeking patternsenyday details of behaviour and attempting to
uncover underlying personal and social assumptmdsmeaning. A stringent methodology of data
analysis such as the rigid comparative classificatif grounded theory (e.g. Glaser and Strauss
1967) or mathematical analyses of statistics waoldserve this purpose as the former might not
allow for enough flexibility in the interpretatiaf empirical material and the latter might miss the
detailed micro-level details with which ethnograpiyrks. This, however, does not mean that

anthropologists do not use systematic data analysieh will be discussed in more detail below in
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the sections about analysis and evidence). Adtidenfjs and any concepts and theory derive from
them are based primarily on the empirical fieldwdahis is clearly a very inductive approach,
building theory from empirical material. This medhat any resulting inferences and
interpretations of the empirical material and lédry built therefrom as well as any faults and
misinterpretations are the researchers’ resportgidfuch potential error was part of the research
design from the inception.

As the anthropologists embark on the daunting tfoesinswers, the research
guestions are usually not yet existing, as theytgrumwv out of the empirical material. And so it
was in this current study too. It starts with waggen questions for anthropologists as “they attempt
to make their research theoretically meaningful,tbay assume that they do not know enough
about the organizatioa priori to identify relevant problems and hypotheses aatithey must
discover these in the course of the research” (Bet858: 653). | other words, the empirical fields
and which processes and situations to focus dmeifieélds were selected beforehand, but with an
open mind towards other situations and phenomemehwhight prove relevant to the topic
addressed. Therefore the specific problems andgohena of interest are only identified in the
field. For example, the existence of the very pssienal (what in the article is termed
hyperprofessional) attitudes, which the staff merala¢ the café displayed, were unknown and
unanticipated, and only after they had presentechsielves did they become an object of focus.
Likewise, the reciprocal patterns of the employatehe tour operator — and indeed the vast
reciprocal networks of which they formed part — didy appear to the researcher’s surprise and as
a result of the researcher’s pursuance of thesegohena. It is for this reason that fieldwork is
often so fundamentally unstructured; a pre-plararetipre-structured fieldwork would either not
detects these phenomena, or if it did, it wouldehtallen outside its scope to study them.

Research execution

Having surveyed through literature and designecdethpirical research in this
manner, we must now turn to the execution of iisTalls in two main parts, the data collection

and the data analysis.
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Data collection

Data collection consists of two dimensions. Oniaésscope or sample of the data, the
other is how findings were retrieved from the sampi this study the former consisted of two
cases and the latter was done in the form of ettapdgc fieldwork, a methodology which in itself
consists of a number of methods such as particiasgrvation, interviews and ethnographic

conversations. These two dimensions will now bewdised.

Case Study

The samples used in this study are case-basedhagimritten about case study
research that “the method is appropriate when tigegsrs either desire or are forced by
circumstances (a) to define research topics broaatiynot narrowly, (b) to cover contextual or
complex multivariate conditions and not just isethvariables, and (c) to rely on multiple and not
singular sources of evidence” (2003: xi). Followthg broad research topics, the more narrow but
still relatively open research questions, and thexall research design all mentioned above, the aim
of this study is to be broad, contextual, look@hplex processes and relying on multiple sources
of evidence (many informants) as well as multipledk of evidence (see below in this section).
Using Yin’s criteria stated above, case study wdhé&tefore be an adequate approach.

While the empirical material used in this studgiawn from two cases, the
investigations are nevertheless to be seen aglkesiase study, or rather two single case studies.
The two single cases were explored and analysedduodlly. And no systematic cross-comparison
was undertaken as it is not the aim of the prdgatvestigate prevalence of phenomena or
construct a model of oppositions between the twpigcal contexts (though differences and even
oppositions were naturally found as these weredifferent contexts). Rather, the aim was to
investigate the research topics in an exploratimemer. The reasons for having two cases were
both theoretical and practical as findings on erygorole behaviour lead to further questions on
the basic processes of service encounters whidd oot be investigated with the scope of access
which the café case would allow. Specifically, theras not sufficient ethnographic conversation
(see below) and user contact. The fieldworks weeesfore not put in opposition, but rather seen as

a continuation of the exploration of service endets
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An important advantage of case studies is that t@@yprovide in-depth insight into
empirical phenomena as they enfold in their naten@&ironment. This also points to another
important advantage, which is that phenomena cangveed in a contextualised and meaningful
manner (although one can never exhaust the eatigerof meanings and context of a
phenomenon). Unlike quantitative models and qualgacollection techniques such as analysis of
archives or qualitative surveys, which are adequdiien gathering information on outcomes, case
studies are especially well suited for studyingphecesses leading to such outcomes (Yin 2003:
xi), and it is these processes with which we areemed. The former type of methods generally
provide arextensiveoverview of phenomena, whereas a case study dregsemore narrow in
scope but on the other hand itngensiveand can therefore provide more deep and contesédal
findings. For the investigative purposes of thiglgt using cases is therefore appropriate. Sthéar t
scope of sample or text and context has been ate¥/e now turn to the other dimension of data

collection, the methods of studying and gatherimgpieical findings.

Ethnographic fieldwork

The data collection in this project has been dneugh ethnographic fieldwork. This
classic method of anthropology consists of entettiegempirical field for an amount of time to
investigate the topics of concern. In classicahetjiaphic approaches this can last up to several
years (e.g. Malinowski 1922) or become an engageofemlifetime (Keesing 1992). Such
involvement falls far outside the frame of thisdstuNevertheless, relatively speaking the
fieldworks undertaken here were still long-termtlasfindings was not based on visiting the field
once to conduct interviews or distribute a sunRgther, the fields were visited for a number of
times during periods lasting a few months (seatheles for more details). The fieldwork was
conducted in an ethnographic manner, which meatdhbre was a special and critical attention to
details of behaviour and statements. As a compsabienf these formed in the researcher’'s mind,
they were then contextualised and set in relatosther such phenomena with which they were
connected in the field. In other words, ethnogreieldwork is detail-oriented and therefore
micro-level, but also contextualised in a macrceldashion. It is this duality which is the primary
strength of ethnographic fieldwork. But being ethraphic also means that certain specific
methods were used. Specifically three methods wsed: participant observation, interviews and

ethnographic conversation. These will now be diseds
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Participant observation

Participant observation consists of two equal pattservation of the empirical
environment and participation in this environmdittis has several advantages when trying to
discern everyday practices. The combination ofigipgtion and observation generates a fruitful
synergy. On one hand, the researcher is activeticymating, and therefore it is possible to get a
deep “inside” perspective through first-hand exgece. This is not to say that a true and complete
impression of what it means to be one of the infnta is necessarily gained in this way; for
example the experience of working temporarily ata#f member at a café would not be identical to
being permanently employed there for a living. Hegre certain insights can be gained through this
method. On the other hand, the researcher is alsbserver who is able to subsequently analyse
situations and impressions and synthesise the wéwarious participants obtained through the
fieldwork. Although such synthesis is done fromoantsider’s perspective, this approach takes the
researcher beyond “mere” observation as this levahalysis combines the inside perspectives of
various informants and lifts them to a higher mgeeeral theoretical level. This also allows the
researcher to identify practices and patterns wimfdrmants might struggle to see exactly because
they are participants immersed in and part of therenment and thus unable to escape it or gain
an overview of it.

In this sense, participant observation is permapse a strategy than a method as
suggested by Bernard (1988: 150). However, thisagmh provides the researcher with an intuitive
understanding of the empirical environment anddfoee also of the meaning of the findings —
thereby increasing the validity of these (ibid1p1). In a sense, participant observation is not a
very concrete and detailed method. However, thesiiable as the empirical environments it is
used to study are complex and ever changing, ardftire such detailed planning might miss
many interesting processes and phenomena taking plahe field. Instead of being one specific
approach, then, the term participant observatimersoa veritable cornucopia of different
techniques and approaches to the field (Junker,X96@1 1958, Becker 1958). One of the main
distinctions between these, however, and one whiotlevant to the following articles, is that
between obvious and unobtrusive participant obsenvéBernard 1988). Bernard makes a

distinction between an obvious, direct and readmeroach to the field, and an unobtrusive,
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(mostly) nonreactive approach (ibid.). In the tvese studies on which this project is based, the
former approach was used in the case of the toenatqr whereas the latter approach was used at
Café Classy, but it was supplemented with dirdavjaus reactive interviews.

The obvious observation approach consists ofdkearcher being very saliently part
of the field as a researcher. The researcher eagpge directly with the informants in this robsy
interviewing them or asking for clarifications aexjplanations of activities and actions. This also
means that the informants may change their behasiod “play to their audience” as Bernard
terms it (1988: 271). On one hand there is no dthditthe mere presence of the researcher
influences the researched, which is why this methamy does not claim to be objective but
subjective. On the other hand, however, this methdohgitudinal which provides the researcher
with some counter-measures. For example, in the abthe tour operator, the field was visited
repeatedly and so, over time, the “play to the euck” by the informants broke down and normal
life resumed. Few informants can uphold a politefake front over time. Furthermore, as
conversation with one informant took place, lifenttoued to enfold all around. This means that
findings relating to one informant could be testgdinst the observed behaviour of others which
were not directly observed at the moment. In themgs, one can see if and how behaviour of those
directly observed is changed (to an extent, toleratxtent one will never know). Nevertheless,
this is a way to test observations

The unobtrusive observation approach was usdtkigdse of the café. The staff
members were mainly observed by the researcheargaii the role as a guest. In its pure form,
what Bernard has termed “disguised field obsermatod informants “is the ultimate in participant
observation — in which the participation is so ctetgthat informants do not know that the
ethnographer is watching them. This presumes, wfsep that the ethnographer can blend in
physically and linguistically to the group he oesh studying” (1988: 300). This approach can be
ethically problematic if it takes on the natureuofdlercover journalism during which informants in
private settings do not know they are studiedrfadbe studies of homosexual behaviour in public
toilets by Humphreys 1975, who was criticised lgy &oocher 1977). However, this needs not be
the case as there are “grades of deception” (Beért288: 303). Building on Sechrest and Phillips
(1979), Bernard outlines how unobtrusive observatian be ethically defendable if public
behaviour is observed by a researcher who fornadwaal part of the environment, which is termed
“casual observation” (Bernard 1988: 303). In thi2 @@se, it was precisely casual observation

which was used as data collection technique. Brgard the following points must be mentioned.
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Firstly, the researcher formed a natural part eféhvironment as a dining guest at the
establishment. Secondly, while informants mightl®aware of being observed in the moment,
they knew research was taking place as both foimralductions of the project as well as
interviews were taking place during that same pkrio the early phases, this was a multiple-
researcher case study, and it happened duringiparit observation sessions that one researcher
was recognised by the staff members who then tdtkéae researcher before proceeding to
perform more work tasks. Third, informants were oloagerved in private but only in the public
spheres of daily performance of work tasks. This waemi-public place to which virtually anyone
had access and so cannot be considered a privegeesjicven interactions and conversations by
staff members intended only for other staff memigerarticle 2 and 3 termespace of livingywas
enacted in full public view, otherwise it would r@ve been observable. No observation took place
inside the kitchen, staff rooms or any other swettiigled and private physical spaces limited to the
staff members only. Fourth, all observations whigre later included in writing by the researcher
was anonymised (no names). Fifth, no experimets ptace and the natural environment was not
intentionally manipulated like in some other stiedie.g. Middlemist 1976). The participant
observation technique in the café case must thexédti under the category termed “passive
deception” by Bernard (1988: 305). Of course, Iikéhe tour operator case, there is a chance that
informants who are aware of being observed migheé f@dtered their behaviour and the attitudes
displayed, but as the majority of observation sessdid not involve such recognition, this altered
behaviour only plays a minor role on the amountlidervations made. The participant observation
at the café was therefore clearly a passive demgpitihich we agree with Bernard is “ethically
aseptic” (1988: 306).

As for the sampling patterns in both cases, tblertiejue used was somewhere
between continuous monitoring and spot samplingr(@&e 1988). The former consists of
continuously monitoring informants for a periodtioie and registering behaviour; the latter is a
more or less structured technique in which theaieser appears at randomly selected places and
times to note activities. In both the case studeslucted, there were visits to the field but no
continuous monitoring of the employees (or usdtsj.example, there researcher did not follow
them outside work and did not follow their wholenkaay day after day continuously. There were,
however, lengthy spot samples consisting of angtiiom a few hours up to a whole work day of
observation. In this sense, the participant obsenvavas not done following a pattern of brief spot

samples. So the sampling technique was a middbe ébrthe two techniques. This also means that
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the study did not follow the pattern of a tradibethnographic fieldwork in which the
anthropologist goes to live with the natives forear or several years. Nevertheless, there wdlre sti
observations and insights elicited from the fielde analysed. Sampling was further subject to
limitations in terms of time allocated to the studlyich was set by length of a PhD project and the
various activities which form part of a such, amaitations of access to the field; for example,
users were not interviewed and no ethnographicewations were conducted with them in the café

case (see the limitations section below for furétlaboration on limitations of the project).

Interviews (employees, users)

In addition to the technique of participant obsdion, interviews were also conducted
with the frontline employees of the café. Likewisach interviews were also conducted with
frontline employees of the tour operator, as welbther employees (almost all employees had
direct user contact, so it is hard to make a ditthn between frontline and non-frontline employees
in this case). Interviews were also conducted wittmagers of the tour operator as well as with
users from two client companies which were bothefragencies.

The nature of the interviews was both semi-stmectwand unstructured, but in both
cases were they formal in the sense that informaete taken out of they daily tasks to a separate
place and a recording device (to which they hadedjrwas placed visibly in front of them and
turned on (Bernard 1988). The interviews were s&imietured in the case of the café and the users
of the tour operator; but often they were unstrierduas in the case of the managers and employees
of the tour operator. There was a deliberate chomi@roid structured interviews in order to allow
informants to go off topic during the interviewssdmething was important to them or they wanted
to elaborate further. This is compatible with thvemll research strategy which was of an
exploratory nature aiming to understand and desassues which were important to informants
and were influencing the service encounter angtssibility for users to suggest ideas for
innovations or the employees to proactively obtaioh ideas from the users. Furthermore, as many
of the factors found relevant were in the form nélerlying assumptions of which the informants
were not necessarily conscious themselves, spediiectly of these during interviews was not an
option, and therefore more concrete factors comaett these assumptions were used as topics

instead. The interviews sometimes took place irbggnning of the fieldwork to establish some
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basic knowledge of the field, and sometimes thek fdace later in the fieldwork, building on
previous findings and exploring and testing th@$e interviews involved no ethical dilemma for
the researcher as informants were fully aware wofghiaterviewed.

Interviews are often combined with participantefyation during ethnographic
fieldworks. This is because the two methods complameach other, thereby creating a fruitful
synergy. Participant observation can provide tlseaecher with both the vital first-hand
experiences and an overview of the social intesaatverall. On the other hand, interviews allows
the researcher to go beyond the first-hand expsggeand observations of interactions of just one
person (the researcher him- or herself). More that) interviews bring forward descriptions of
many first-hand experiences, as well as the pelseaetions to these, and general attitudes
towards various matters. The researcher can thiéhdousuch insights in further exploration of the

field. In this way the two methods supplement eattier.

Ethnographic conversation

A third method of data collection must be mentohrighis is what we term
ethnographic conversation. The ethnographic coatiersbetween the researcher and informant
takes place as part of the observation of daidydifid is a naturally occurring conversation about
ongoing phenomena. However, it is purposeful anectid towards one or more particular topics
in which the researcher is interested at that poititne. In this way, it corresponds with what
Bernard calls “informal interviews” (1988: 204) awthat Agar calls level 1 strips, which “are part
of the informants’ routine accomplishment of ddifg” (1983: 34). As Burgess remarks,
“conversation is a crucial element of field resbad982: 107), and in ethnographic fieldwork,
such focused conversations inspired by currenttevsra primary method of further exploring as
well as testing findings as they occur and in thietext in which they occur. In the words of Sidney
and Beatrice Webb, “for the greater part of hisinfation the investigator must find his own
witnesses, induce them to talk, and embody theogittis oral testimony on his sheets of notes.
This is the Method of the Interview, or ‘conversatwith a purpose’, a unique instrument of the
social investigator.” (Webb and Webb 1932: 13@umgess 1982: 107). It is exactly this
‘conversation with a purpose’ which is the ethnptiia conversation. They also call it an
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interview; however we would not call it an intemidut rather a conversation for the following
reasons.

There are a number of differences between intess/end ethnographic conversation.
First there is the location. Like interviews, etgrephic conversation can be used to either test and
further explore the researcher’s understanding®field or a particular phenomenon therein;
however, unlike interviews, the informant is ndtda out of his or her daily environment. The
agenda of the conversation arises out of, is egglor, and is understood through the processes of
everyday life. Interviews, whether structured ostonctured, are in a sense marginal to daily life.
Whether they take place in another location fromydie or not, it is made clear to the informant
that this is now a formal interview addressing dipalar topic. It has clear boundaries of begignin
and end, often signalled by the turning on andbthe recorder. In contrast, an ethnographic
conversation is a casual conversation betweenttimographer and the informant in much the same
way as humans have casual conversations with éaehall the time in daily life. It can start as
chit-chat and small talk about nothing in particubnd then turn into being more topical,
addressing something going on at the moment ofesation or having taken place previously. But
it happens as a natural part of the daily life ddather than as a disruptive special phenomenon
set apart in either space or time and thereforgimaised to the normal enfolding of life.

Secondly, even during unstructured interviews, psadire often used to keep the
informant staying on the general topic and not gmpletely off topic for too long. In contrast, in
ethnographic conversation probes are not neceasdncus on the topic comes naturally from the
setting and situational context; they are alsodesirable as this would steer the conversation and
so it would no longer be naturally springing frome everyday life, but controlled to a much larger
degree by the researcher. A third difference isithanterviews the situation and topic are both
predefined, there is a reason for setting up tteview. In ethnographic conversations, the
situation arises spontaneously out of the contedtthe topic is improvised as necessary for
furthering the researcher’s understanding. In otveads, there is no pre-defined topic, it is
determined by the reality studied and not by tlseaecher. On one hand, interviews have shock
value by putting the informants in the spotlightia@sking them to elaborate on a certain topic. This
may force them to think carefully about the topicl @heir answers, and thereby the researcher can
perhaps get more ample answers. On the other ttendthnographic interview explores topics
without disconnecting them from the setting in Wwhibey occur. They are not clearly marked as

“answer time” and therefore do not force informawotshink carefully about a topic. This is exactly
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one of the important points of the ethnographiemview. They are a quite suitable method for
investigating the level of thought and how conssiotia process or assumption informants really
are.

There are no clear dividing lines between ethndgaponversations and unstructured
interviews besides the fact that the informantasremoved from the context of daily life during
ethnographic interviews and that they are not paeqned; but there are also not always clear diving
lines between unstructured, semi-structured andtsired interviews. Nevertheless, ethnographic
interviews are a suitable supplement to participdnservation as they allow the researcher to
explore certain fractures in his or her understagdnd test findings further than mere participant
observation. Ethnographic conversation is alsoa gupplement to interviews as it allows a

phenomenon to be further investigated as it happedsn the context in which it happens.

Data analysis

Having thus gathered empirical findings, they et be analysed. In the words of
Bernard, “qualitative analysis — in fact, all ara$y is the search for patterns in data and fasde
that help explain the existence of those pattefBstnard 1988: 319). In other words, analysis
consists of adding adjectives to findings and andethem according to these adjectives until
patterns and categories appear, against which inemds can be tested to confirm, modify or
reject these categories, all with the purpose @fiiflying underlying themes. While this may seem
like a straight forward and simple step-by-stepcpss in most cases of qualitative social research,
this is not so in the case of anthropology. In egraphic fieldwork, analysis of the field starteav
before the researchers enters into it and virtuadlyer ends. Becker has pointed out that in
participant observation, the analysiséguentialwith “analysis being made while the researcher is
still gathering his data”; however a final compnesige analysis may only be possible after
completion of the field work (1958: 653, see thetie® on evidence below for a short discussion of
his sequential model).

This means that in ethnography, analysis is simattas with the data collection; it is
cyclical. This is perhaps best expressed in James Spradimdel of the ethnographic research
cycle (1980: 29). Whereas most social science relsdallows the linear pattern outlined above,

according to this model ethnography follows a @allpattern which goes through certain stages.
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The beginning stage is selecting an ethnograplojegtrwhich includes considerations of scope and
mode of enquiry, of which there are three accordingymes (1978); a comprehensive which aims
to describe an entire way of life, a topic-orientulch is focused on particular aspects of lifeg an
a hypothesis-oriented in which certain hypothes#tgence the selection. Having made a selection,
the research cycle can now begin. The first stagsking ethnographic questions which can be
either descriptive, structural or contrast questidtere, again, ethnography differs from other
social research. Other approaches tend to viewignesand answers as separate, and the
researcher can therefore come from outside théyrstlidied, ask a set of questions and make
observations, and then repeat the process. In gthploy, the duality of participant observation
means such separation is not possible; every ols@nimplies a choice of what is observed and
noted down to the point where “the question-anseeuence is a single element [...]. In doing
participant observation for ethnographic purpoasdar as possibleépth questions and answers
must be discovered in the social situation beingisd (Spradley 1980: 32, his italics). The
second stage in the research cycle is collectimgogfraphic data via progressively narrowing
guestions starting with descriptive observationgrdocused observations, to selective
observations. The third stage is making an ethmincaecord by the use of field notes, pictures,
documents, and so on. The fourth stage is analgthgpgraphic data, which is done already after
the first data are gathered and involves identifytime question-answer elements mentioned above.
This forms the basis of further enquiry as new tjaes are identified, and so the first stage of
asking ethnographic questions starts again; thikeag then repeated until the fieldwork ends
(although it could in principle go aad infinitamas ethnography involves open-ended enquiry). The
final stage of the cycle is writing an ethnographyrocess which can in itself lead to new
guestions and an intensive analysis as well abataliions on conceptualisation, reflexivity, ethics
and evidence (see the section on research praserttatow). This cyclical approach means that it
is quite limited what the researcher can plan waade; the simultaneous process of data collection
and analysis depends on the situations studied.

An important consideration in this analytical apgzb is that of validity. The fact that
it is a subjective or intersubjective approach dugsmean that anyone can claim anything. The
researcher must look for consistency but also isistency in the field as well as in his or her own
findings, these must be checked against othemséatts and observations and, if available, any
“external evidence” such as documents or statenfiemitsinformants not directly involved with the

field studied, and the researcher must test exptarsaand conclusions against any comments
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informants make to them. It is important to notat tihnformants may disagree with the findings and
conclusions made, which does not necessarily ntesrilie researcher is wrong. Often an
informant is limited to the perspectives of thenroposition and does not have an overview of the
field, or the informant could even have a strortgriest in arguing for a certain agenda or
perspective. In such situations, the advantageamicipant observation become clear; the
combination of the emic perspective of the insigarticipant and the etic perspective of the
outsider-observer allows the researcher to go lbydrat Bernard has termed “folk analysis”
(1988: 320), a type of empirical finding towardsigfhthe researcher should be critical but also
open minded (see below for a discussion of thergye® of these two perspectives). In the analysis,
there is also the vital, but for ethnographers sehat problematic question of evidence; this will
be discussed in detail in the section on reseaieseptation.

In the articles, the cyclical approach outlinedwabwas used. The selection of the
ethnographic project was topic-oriented (Hymes 188t was focused on the processes of
transferring ideas for innovation from users taflime employees during service encounters. The
simultaneous data collection and analysis was gbaigpendent both in the sense that further
guestions depended on which findings the fielddgd| and in the sense that phenomena were seen
in a contextualised way as part of the field frotmah they drew their meaning. As the fieldwork
progressed, the research cycle moved from beingypdescriptive to looking for patterns and
eventually becoming a search for basic underlysgymptions. Records were primarily made in
the form of field notes and (in the case of intews) tape recordings transcribed by the researcher,
but other records such as maps and figures crégtdte informants were also part of the records.
As the data collecting narrowed, specific findingere selected for further enquiry and underlying
patterns were identified which were then explofgpplementary to this simultaneous data
collection and analysis, there was a final analgfier the fieldwork has ended. This took place as
part of the write-up process and findings durindieastages of the fieldwork were then reviewed
in the light of subsequent findings and conclusidiss was a comprehensive analysis which was
only possible at the end of the process. In sorsescé was somewhat structured as categories had
formed during the fieldwork and the findings welert coded as belonging to these categories and
in this way the categories were elaborated andate structured; in other cases, however, this was
a less structured process which instead loosdigviield and made revisions to the conclusions
made in the field. This is an important step ashewords of Howard Becker, “The amount and

kind of provisional analysis carried on is limiteyg the exigencies of the field work situation, so
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that final comprehensive analyses may not be plessitiil the field work is completed” (Becker
1958: 653). Finally, a third layer of analysis wased as existing relevant theory on the phenomena
studied and the findings made was included to @eaiynd compare findings. This three-layer
model must really be supplemented with a fourtimelat, which is an important supplement to the
analysis: Interpretation of the data by the redesris necessarily part and parcel of such a
subjective data collection and analysis model. inkerpretation aspects are described in more

detail in the section on building theory below.

Research Presentation

The final phase of doing research is communicatiegindings and conclusions. This
is usually done by writing it up in some form, mst case in the form of three articles. Writing up
an ethnography can be done using different wrtytes. John Van Maanen has divided these into
three types. The first is the realist tale in whiatsingle author typically narrates the realist ia a
dispassionate, third-person voice” (1988: 45). $&eond kind is the confessionalist tale which
“contrasts sharply in a number of ways to the se¢adile. The distinguishing characteristics of
confessional tales are their highly personalizgkkstand their self-absorbed mandates” (1988: 73).
And the third kind is the impressionist tale ingpliby impressionist painters whose work is
“figurative, although it conveys a highly persomali perspective. What the painter sees, given an
apparent position in time and space, is what teeer sees” (1988: 101). Often social science —
and, certainly, business literature — is of thstfkind. The approach taken in the three artides t
follow is a combination of a realist tale tryingdonvey findings in a dispassionate voice, and an
impressionist tale conveying a personalised petseof a particular position; they are perhaps
more realist in form and more impressionist in nafias explained above in the section on data
collection and analysis).

During the writing-up process of the articles, #mel ensuing presentation of the
research, some new theory was built. When workiitly methods that involve the researcher to
such an extent as ethnographic fieldwork doesmoortant factor in this process is reflexivity by
which is meant that since the researcher has daeadoin the landscape when the data was

gathered, this must be cause for careful delibmwdioth during the fieldwork and as the findings
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are presented. Another important factor which @arse problems if not given special consideration
is that of evidence for findings. It is to thesesthaspects of presentation that we now turn.

Building Theory

The processing of the raw data often consists\@ra¢elements. In the case of
participant observation as a data collection mettmeprocessing often includes at least two
elements. These are the analysis as described,aoava further interpretation by the researcher.
In addition, the process can also include or r@suhe formation of new concepts or redefinitidn o

existing ones.

Analysis

Unlike above, in this process we are concerned thightheory-building aspects of the
analysis more than the processing of empiricalifigsl by trying to make sense of them, although
the two are of course interlinked. More specifigdliis pertains to the third layer of analysis
described above. This is done by using existingribe in the field and comparing the empirical
findings with these. This can result in new theahich means either elaboration of, or changes to,
the existing theories, but applying existing thetaryhe data can also change the findings as a new
comprehension of them is obtained. In other woedber the theories can be confirmed and
elaborated or the data can contradict the theowhich case the theory may need some adjustment.
Likewise, the findings themselves will gain newfither meaning when compared to and
elaborated by the theory. Working in an inductivenmer as ethnographic fieldwork implies, means

that this application of theory is only done afttez data has been collected.

Interpretation

A second element of data processing, which islsapgntal to analysis, is the

interpretation As the researcher uses his or her intuitive kedgg gained in the field to make
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sense of the data, personal interpretation basédi®mtuition is a vital part of the simultaneous
and post-fieldwork analysis described above. Bigrpretation is by no means merely a statement
of personal opinion. Rather, it is a manoeuvreeofientation or rethinking which we take to be a
two step process. The first step igiefamiliarisethe seemingly banal everyday life data by
distancing ourselves from the taken-for-grante@llend questioning it critically (Thomas 1993:
43). Thereby the mundane is reframed into sometkxgordinary and new by a process of
looking for the nonliteral meanings of statememid abservations. The second step is then to revise
andrefamiliarisethe data into this new frame of understandings nocess was repeated during
both case studies in a continuous cycle in the saayeas the ethnographic research cycle
described above. Both these steps are done bgskancher according to his or her perception of
the data and context studied during the fieldw&drhaps this is the feature which distinguishes
ethnography the most and sets it apart from otlethads of qualitative social enquiry; the
researcher strives towards gaining a cultural fistwiin and of the field. It can never be the sawe
that of the informants, but nevertheless such eraeds a hallmark of the methodology. This,
however, also means that the interpretation is nfrate the personal and cultural viewpoint of the
researcher and therefore is not objective. In tadbe perfectly true, ethnography “is about how
one culture is portrayed in terms of another” (\K&@anen 1988: ix). Informants are then
confronted with the interpretations made duringftélelwork and academic colleagues have the
opportunity to comment on interpretations mader dfte end of the fieldwork. Therefore the
interpretation is intersubjective (as indeed afidasions upon which an academic community
generally agree are — until the next paradigm shifireakthrough in understanding of that which is

studied, whether social relations or the naturiefuniverse).

Conceptualisation

There is a third element of theory building whishncluded in the articles to follow
(although this element is far from always part thinegraphic research). This element is the
conceptualising procesés described above, interesting and importantsoare identified, and
these are investigated empirically in the fielddAhe analysis of the findings by applying existing
theory on the topics to them can entail furtheotliduilding. As a result, this can form changes or

make additions or elaborations to the existing mhebhis process can lead to new editions of
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existing concepts or new ones can be evolved.Heratords, existing concepts can be
reconceptualisedr findings can beonceptualisedThe result is not only a new understanding but
also new tools which other researchers can appyhter contexts (and, in their turn,
reconceptualise as fitting that context). This nselwat concepts must be of a general nature.

In the articles, several new concepts, such apact of living” in the case of the staff
members of the café, were created to account fat whs observed. Likewise, existing concepts
were reconceptualised, such as the general hureaipfocity” of classic anthropology which was

reconceptualised into a specific understanding@rchange processes during service encounters.

Self-reflexivity

Another important factor in the research presemtain addition to the theory

building, is the reflexivity. As should be clear bgw, the empirical findings have been both
analysed and interpreted by the researcher, anefdine the researcher is present in and part of the
field studied as well as the findings themselvex;esthe method used was participant observation.
This means that the findings reflect the researabevell as the researched. It is therefore negessa
to reflect on certain matters in connection witl &xecution, analysis and presentation of the field
work. These matters include the researcher’s oveninathe field during research execution, a post-
reflexivity during the last analysis and interpteta phase, and some ethical considerations

concerning the informants during the write-up.

The Researcher’s Role In The Field

The first and foremost aspect of reflexivity ie telf-reflexivity of the researcher,
also known simply as reflection. We agree with Thsrthat “ethnographic researchers are active
creators rather than passive recorders of nareativevents” (Thomas 1993: 46) since even passive
observation involves choosing which data to includebservations. In participant observation, the
researcher is far more involved as he or she tscgating and therefore to an extent becomes part
of that which is studied. There is a long scalditierent researcher roles from adverse roles such

as cynical or outright hostile, over more criticalles such as being disillusioned or maintaining a
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role distance, as well as more sympathetic or elgtigngaging roles, to more involved roles such as
becoming a natural part of the environment whicstislied, or “going native” or even “going over
to the other side” (Thomas 1993: 48). Each of tledds its own advantages and problems. For
example one may loose more subtle or private nigangenaintaining a role distance, or, inversely,
going native means becoming acculturated with idleaf loosing certain scientific perspectives.
Furthermore, none of these roles are neutral, dllegvolve a role which is part of the context
which is studied and so, like the data obtainegly tire subjective or at best intersubjective.
Therefore the researcher must place him- or herséhie landscape so to speak, and critically
reflect on how their presence, statements and b&lvawfluence those of others. This self-
awareness, though not necessarily discussed dhlenthe final writings resulting from the
fieldwork, nevertheless should be a vital parthaf tlata processing in terms of analysis and
(especially) interpretation.

In the café case, there was an outsider rolelseadailable to the researcher, which
was that of a user. It allowed the researcher toine a seemingly natural part of the environment,
yet due to the critically analytical perspectiveessary for academic empirical investigations, the
role was a combination of active engagement andter@nce of role distance. In the case of the
tour operator, no such role was available and thegnce of the researcher therefore had more
salience. This means that the researcher had adisvuptive role, but this also allowed for more
active engagement, though not as a natural paahtiput as a researcher asking questions and
seeking elaborations. The café role was more afsider role, which gives an excellent first-hand
experience of that role, but also limits the reskegrerspectives to that particular position. The to
operator role was more of an outsider role, bugt #fso allowed the researcher more
manoeuvrability in terms of who to talk to and howich as well as which topics to address and to
what extent elaboration could be sought. No doubtinformants were influenced to a much greater

extent in the latter role that in the former.

Post-reflexivity

A field worker may sometimes attempt to choosertthe with which to approach
reality before engaging in the field work. Howev&nce reality has its own course of events, there

is an extremely probable chance that the appro&ethwhe researcher has envisioned beforehand
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is not that which is taking place when actuallyha field for various research theoretical,
methodological, personal and practical reason$dpsrthe field does not allow for the role at all o
the researcher does not fit the category of tHatdoe to physical characteristics such as gender,
age, skin colour, and so on. Therefore, in thelWeirk on which the following articles are built, no
such specific approach was envisioned before egtanto the field as this would largely be
dependent on the field itself and the persons@patiing in it. This also means that the self-
reflexivity often becomes post-reflexivitytaking place towards or after the end of the fielck.
Which role did one end up having? Which approach altowed and viable? What does that mean
for the nature of the data collected? Some deliloerson this were made in the section on the
researcher’s role above.

Furthermore, a very close and friendly role miglktd/intimate data which can create
ethical dilemmas in terms of what to reveal in phesentation of the data, and in which form. For
example, how anonymised should statements andwatigers be? Due to the role distance
maintenance, no friend role aspects were involagtie two cases. As for anonymisation, in the
articles to follow no names have been mentioneshtitication of informant is generally limited to

gender and in some cases other markers such a&s bgegth of work experience or employment.

Ethical Considerations

As Jim Thomas points out, there are two basic questo ask when concerned with
self-reflexivity (1993: 47). The first concerns ttesearcher’s stance in the field in terms of how
subjectivity such as values, ideology and research focubajsirsg the data collection and portrayal
of the field. The second concerns the effect offisld work in terms of th@nplicationsof the
findings, how they are presented, and what theemprences of the presentation are. For example,
if field work is done among prisoners or mentallythere are likely some severe ethical
considerations to take into account when presemtiagtatements and actions of these. As
mentioned, during some fieldworks the researcheratso become quite close friends with some
informants and what is stated to them in privatg hmave been said in confidence. Repeating such
things in research is then potentially problematid demands a good intuition on whether things

are confident or not by the researcher.
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Returning to the two basic questions by Jim Thortiesse must be posed to the
research done in the articles. That the researghtes)subjective has been acknowledged
throughout the project both in the research designfieldwork, the analysis and the research
presentation. Likewise, many deliberations havenlmeade on the implications of the presentation.
Such implications are, however, difficult to contag future effects are to an extent unpredictable.
In the case of the fieldwork at the café, this @ase in a semi-public place and so all behaviour,
whether directed at the general public or takiragelwithin the staff social circle or “space of
living”, was publically displayed. In the case béttour operator and their client companies,
everyone observed or interviewed was well awat@isfand no attempts to hide the identity of the
researcher or the nature of the work were maden Boecertain informant statements presented in
the articles may still be problematic, as for exbgtatements by the café staff that asking the
users for ideas was not constructive, or statentgnenployees at the tour operator that no
feedback was generally given to ideas for innovatiom the users. However, they were a central
part of the findings and as such vital to the cosidns of the articles. Moreover, as such actiads d
take place and such statements did occur, theyotama should not be ignored but must be
presented. Even so, doing this risks portrayingehieformants as ignorant, disinterested, contrary
or obstinate — none of which they were of courdedylwere simply stating things as how they saw
them according to their position, experiences amkegal world view. But this is a risk which the
researcher must take in order to bring forth theresting and original information which the

empirical field yields.

Evidence

Having done deliberations on self-reflexivity, {r@sentation of the findings now
provides the next challenge, one which has beegced|y problematic for researchers doing
ethnographic fieldwork, namely that of teeidenceof findings and conclusions. In the words of
the sociologist Howard S. Becker, who was concemiéid participant observation from a
sociological perspective, having completed the datiecting phase “the researcher faces the
problem of how to analyze it systematically anchtteepresent his conclusions so as to convince
other scientists of their validity. Participant ebgtion (indeed, qualitative analysis generalBg h

not done well with this problem, and the full wetigh evidence for conclusions and the processes
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by which they were reached are usually not pregestethat the reader finds it difficult to make

his own assessment of them and must rely on tisifathe researcher” (Becker 1958: 653). This is
a problem which still persists to haunt most resd®ans using this method, and therefore some
points on the evidence given in the findings prést@n become necessary. In general, the scope
and nature of the articles has not allowed for@late evidence in the form of large amounts of
empirical material; nor has the article form all@iitbe “natural history of our conclusions” to
appear (Becker 1985: 660). More specifically, we@ncerned with how precise the evidence is or
needs to be, the reliability or evidential valughd findings, and the ethnographic adequacy of the
evidence and inferences. In addition we must atka@vledge the role of ethnographic intuition in
making inferences. These points on accuracy, vallequacy and intuition will now be addressed.

Accuracy Of Evidence

When doing qualitative fieldwork, the interestiagd important findings are rarely
there in plain sight but must often be synthese®diinferred from a number of allusions, hints and
signs in the findings. At times the researcher balllucky and get responses or observations which
clearly state the point which is explored, but sacburrences are rare, and even when they do
occur such instances might not be representataeet(e below section on evidential value). Often,
then, conclusions must be inferred from a serieaak vague signs and implications; and this is
especially so when looking for patterns of undedyvalues, processes and assumptions of which
the informants themselves are often unaware asrédsage on an unconscious or instinctive level.
Therefore, accuracy of evidence in this type oflitatave research functions differently than in
guantitative research. Unlike quantitative reseagcialitative research does not rest on indispatabl
facts proving once and for all the conceptual catgefprmed therefrom (Glaser and Strauss 1967:
23). Rather, it must rely on “observational andoréipg rigor” as well as careful analysis, and on
triangulation by using “different data sources gathering techniques”, colleague comments on
drafts, and self-reflexivity (Thomas 1993: 39).

In the articles of this project, the backgroundis®of the organisations; the
observations and statements collected throughcpzatit observation and ethnographic
conversation; the interviews conducted; the commeshiich have been made on various drafts of

the articles by colleagues; and the continuousrsélixivity throughout the process have all served
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as such triangulation. In short, the evidencelerdonclusions of the articles might not always be
found in a clear, direct and simple statement (@hosuch instances do occur), but such accuracy is
not necessary either. Instead conclusions ofteridhad inferred from a series of signs scattered
throughout the findings. This does not make thess lalid or prevalent, just deeper buried in the
data. In other words, while the evidence may aesifoe less precise in form, the content and
implications of the muddy evidence neverthelesstexs elicited.

Evidential value

Another evidential factor is the value of the &nde, which has been addressed by
for example Howard S. Becker. In his article “Peshk of Inference and Proof in Participant
Observation” (Becker 1958) he has posed a fouestagdel for conducting data collection and
analysis using participant observation. The fitage involves selection and definition of problems
and concepts; the second is concerned with thedrexy and distribution of phenomena; the third
aims to integrate all findings into a model of trganisation as a social system; and the fourth
stage addresses the final post-fieldwork analysispaesentation of results. This model was
designed as an attempt to cope with the problentseoévidential value of findings and inferences
when presenting the results of participant obs@maEach stage involves analysis necessary for
the next stage (see also the ethnographic resegcthabove as outlined by Spradley 1980) and
different criteria for assessing evidence, botllilegto different kinds of conclusions in the four
stages.

The model is clearly designed for sociological iggrant observation which means it
differs from the anthropological approach takethis project on several important points. Notably,
it is quantitatively oriented in its efforts to nse@e frequency of phenomena, it aims to build $ocia
models and in this way create fixed schematicgalityy, and it is a clear expression of the
structural-functional traditions which were prevdlat the time in which it was written in
“explaining particular social facts by explicit eeénce to their involvement in a complex of
interconnected variables” (1958:657). In our qaéiNe approach we are less concerned with
frequency measurements, variables, and the “innodvee” or function of social facts in the overall
social system (in fact the concept of a sofdatis debatable when taking an intersubjective

approach). And rather than building static modets are concerned with fluid processes.
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Nevertheless, Becker's model still holds great @ads it outlines certain criteria of evidentialua|
which can also be applied to a more anthropololyicaiented take on participant observation.

In the first stage of his model, problems and cpisare selected and defined
according to what is interesting and relevant lier déverall research problem. Furthermore, some
phenomena are less observable, but can be retatedre observable phenomena which can then
be used as indicators of these, so such indicateralso identified during this stage. This stage
involves three evidence tests. The first concdrasredibility of the informants and their
statements about events. Even if inaccurate frowbgctive viewpoint, statements by informants
still hold valuable information about personal petives. This was found to be true in the
fieldwork presented in the articles; more than otideinformants make statements which were
either factually untrue or not based on actual Kedge. For example, several employees of the
tour operator stated that the users felt very dogke tour operator, while employees at the trave
agencies, when interviewed, expressed a felt distemthe tour operator. Nevertheless, such
statements revealed a lot about personal perspeciivd assumptions. The second evidence test
addresses whether a statemenbisinteeredspontaneously (independently) odisectedby the
researcher’s questions or conversation. Voluntestaeéments might reflect the context and
situation well, but contribute to the narrow foaighe research agenda to a lesser degree, and vice
versa with directed statements. This test alsslinl(the saliency and impact of) the role of the
researcher discussed above. During the fieldwankas found that such a distinction is difficult to
uphold in practice as many statements are par eftanographic conversation, interview, or
observation of situations in which the researclzetigipates, and therefore these statements are
both volunteered and directed to varying degrebs.theoretical separation of these two, however,
still provides an important foundation for the safiexivity discussed above. The third test redate
to theobserver-informant-group equatiavhich concerns the impact of the presence of sther
When alone with the researcher, an informant migteal things which he or she would not reveal
in the presence of peers; however, the presencthefs also provides an opportunity for
interaction which the researcher can observe.dmibrds of Becker, “an alternative to judging one
or the other of these situations as more reliabte view each datum as valuable in itself”
(1958:655). This was certainly found to be trueimyithe fieldworks conducted, but the negative
aspects of either must also be pointed out. Whamealith the researcher, the conversation with an
informant could sometimes take on a confessionalreaevealing view points which otherwise

might not have been revealed, but it could alse takthe nature of a “sales speech” or polite face
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or front to use the Goffmanian terms (1959, 196%)ersely, while the behaviour and statements of
an informant in the presence of many might be materalistic, these could also reflect a display
of group norms rather than honest personal sentsnEor example, more than once during the
fieldwork did interview situations happen where ihi@rmant went to great lengths to point out all
the terrific features of the company in a rehearsadner; and often there was clear agreement on
certain matters between employees at meetingsewhihore private settings they would express
slight digression or even disagreement with theiaifdiscourse.

The second stage of Becker’'s model, the frequendydastribution of phenomena, is
of less interest to an anthropological versionantipipant observation as it is quite quantitatyvel
oriented. However, it does hold some relevant goilmiportantly, as findings on which conclusions
are based can be more or less widespread, a cmmclasiot necessarily totally true or false but
can be more or less likely. This depends on hovespdead findings are, an assessment modified
by such factors as whether all or only some infortséave confirmed it, whether all or some were
asked, if the answer was directed or volunteered &ove) and whether it was stated directly or
inferred from observation. It also depends on haamyrkinds of evidence were found (for example
interview responses, observations and statemegtwversations), and complicating forms of
evidence such as counter-evidence and para-evidehosh does not contradict or prove but rather
adds more dimensions to the finding) must alsakert into account. During the fieldworks
conducted, there was great variance in how oftetaicematters were spontaneously mentioned or
voluntarily discussed, but this did not necessagfiect how important they were to the informants.
Therefore, frequency was only one of many factdigwtogether made up the evidential value of
findings. Furthermore, systematic statistics oguiency and distribution are not often produced in
anthropological fieldwork due to the nature okpgecifically how the researcher must adapt to the
interruptions and exigencies of the field (andhiis imanner it differs greatly from for example
surveys).

The third stage of Becker’'s model involves congtngcmodels of parts of the
organisation which are then integrated into oneegaised model. Such static maps go against the
fluid and dynamic nature of anthropological fieldWwavhich is typically rather preoccupied with
identifying, describing and explaining processes anderlying assumptions. However, like the
model envisioned by Becker, the findings of theecstsidies conducted in this project did lead to
“statements that some phenomenon is an “import@amthasic” element in the organization” (1958:
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657). The professional attitudes of employees énctiifé case, and the patterns of interchange in the
case of the tour operator, were examples of firglofgsuch basic elements

The fourth stage, the post-fieldwork revision andlgsis of findings, is important to
anthropological participant observation and thelence distilled from it (as outlined in the
discussion of theory building analysis above).#s point, an overview and more holistic
understanding of the field and specific findings b& achieved and the connections between
phenomena (rather than the models to which BeeKers) can be rechecked. Earlier conclusions
made when the researcher’s conceptualisation girtbl@em and findings were different or less
developed might need some revision in light of eglent conclusions. And observations
seemingly unimportant at the time they were madghtmow seem important. In the fieldwork
conducted in this project, the meaning of findimgss revised repeatedly as understanding of the
field grew. Such revisions, though rarely portrayethe presentation of the findings, are
nevertheless testament to the increasing evidergtiak of the findings as the simultaneous data
collection and analysis progresses. The evidewdilale of the findings of participant observation,
then, depends on the credibility of the informantsjer which circumstances statements and
observations are made, how prevalent they are awdany different kinds of evidence was
found, as well as how the meaning of the findings heen revised according to subsequent
understandings and conclusions by the research#relwords of Becker himself: “the technique
consists of something more than merely immersirgself in data and “having insights™ (1958:
660). It is a thorough approach, which nevertheteshfficult to portray in the final research

presentation.

Ethnographic Adequacy

Having discussed the accuracy and value of evaleme now turn to the issue of
ethnographic adequacy which reflects ethnograplaym@ecess and perspective. There are certain
demands and criteria which must be applied to ejffaphic evidence. According to Agar, the
ethnographic processes begins with a breakdownhwbrcurs when there is a problem in
understanding; expectations are violated; sometthopges not make sense” (1983: 32). These
breakdowns can either happen naturally of be adeatalytically, and the resolution is to construct

new knowledge by inferences, which are then integranto schemas, so “the goal of resolution is
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coherence, the understanding of the act that liyigdicited the breakdown” (1983: 33). This, then
is the ethnographic process, a series of breakdaesslutions and resulting coherence. The
emphasis on inferences integrated into larger adieemas resonates Becker’'s models which are
integrated into a generalised model (1958, seeggb®o, according to Agar, ethnography consists
of modification to such schemas, and the discussi@vidence centres around the motivation and
choice of these modifications. As with Becker’'s ralpd\gar's model is of a generalised nature and
progresses in a specific way, which may not necig$id any empirical context. However, it
provides some useful tools to determinate the effaphic adequacy of evidence.

The first is the concept of strips which Agar deB as “any bounded phenomenon
against which ethnographers test their understghdir®83: 33). In other words, it is a piece of
empirical evidence such as an observation or arstit. There are different important dimensions
which apply to strips. The first is whether a stgproduced under the researcher’s control or unde
the informants’ control; ethnography tends to ensggethe latter. This dimension corresponds to
Becker’s second evidence test in the first stdgeephe concerning whether a statement is
volunteered or directed (1958). Another dimensibstiaps is how permanently they are recorded,
whether an ethnographer is participating in adésitvithout recording them *“just to get a feel of
things” or whether these are graphically recordedugh photography and filming (Agar 1983:34).
A third dimension is the level of strips, level &ithg routines that are part of everyday life, |¥el
being conversation of these events, level 3 beimyersation about these conversations and so on;
though in practice an ethnographer rarely goesrmievel 3.

To sum up, ethnography adequacy is characteriseah lgynphasis on informant
controlled strips, allowing unrecorded strips il 8&rm part of analysis, and a focus on level 1
strips, though the other levels can be included ltothe fieldwork conducted for this study, the
observations and statements made were informatrtotlen during participant observation,
although they were researcher controlled to améxtering ethnographic conversation and
interviews. The unstructured nature of the intemg@llowed ample amounts of informant control
and intentionally limited the researcher contrab. photographs or filming was done; however,
field notes were taken during participant obseoratind tape recorders were used during
interviews. A large part of the findings were letedtrips, although the elaborations made during
for example ethnographic conversation constitutell2 strips. An example of level 3 strips could
be statements made during ethnographic converdagiog referred to during interviews; however,

there were few (if any) examples of such incidents.

140



The second tool of ethnographic adequacy conaenih types of resolutions that
are ethnographically acceptable as evidence. Tinesébe informant-based and contextualised.
Agar advocates a general attitude of “anticoheremegplying a critical stance towards
comprehension which includes testing preliminamyataosions against subsequent findings (1983:
37). Subdividing strips into segments, three camsgeuestions can be asked. The first addresses
the coherence of two adjacent segments withinig sthy they follow each other. The second
pertains to overall strip coherence, how a segrsariated to the schemas previously constructed
to understand the strip. The third focuses on thiensaherence, how a segment might be related to
other segments in other strips through a commaméhé segment must then be tested against
these three (segmental coherence, strip coherawlcthamatic coherence) and it may be coherent
in one way but not another, or not coherent affélese coherence questions are the tools with
which can be applied to the different levels oipstin order to analytically generate a breakdown.
Inferences then have to be added, deleted or regrdauntil the coherence questions no longer
cause a breakdown. This creates a modificatiohégsthema and “limits the possible resolutions
that are ethnographically adequate” (1983: 41)hénfieldwork conducted in this study, these
coherence questions were not applied systematidaltythe general principles behind them were.
Any inference made in the field was constantly al@éaborated, changed, adjusted, or discarded
throughout and after the fieldwork both as theirdity was tested against other findings and in the
search for underlying patterns. Here, we use thel\wattern corresponding to what Agar calls
schemas.

The third tool is the comprehension display. Thepry utility of a schema (or
pattern) is that “it suggests expectations abouwtwlse is going on [...] “comprehending”
additional strips” (1983: 42). Critical of the ct&s comprehension test consisting of being able to
follow the cultural rules of informants (somethiwgh which we must strongly agree), Agar
suggests two other ways of validating schema congmr&on. The first is to apply it to the
everyday life studied by naming it as activitielsetlace and see whether an informant agrees or
disagrees. This application test was used frequeating both case studies; as the researcher
found patterns and made sense of events, sucimpraty conclusions were then mentioned as
relevant events took place and the informants’treas and comments were then carefully taken
into account (which does not mean that disagreemegdgssarily renders the conclusion wrong, the
informant could have other reasons for disagreeinigh then had to be discerned). The second

test, according to Agar, is the inference testcAesna provides many inferences, and any inference
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can then be a source of questions to test thisyshienportantly, if a strip does not follow the
schema this does not necessarily mean that thenscimeist be adjusted, it could also be that
informants are puzzled as well, something has bgerooked, the wrong schema has been
applied, or of course it could be a breakdown imclwltase coherence questions must then be
asked. In the fieldwork conducted for this studiyg patterns found (or schemas to use Agar’s
terminology) were regularly tested by this inferemest. As various possible patterns were
beginning to build up in the researcher’'s minavats important to discover which were the correct
one to account for events, and the most frequemihfied ones would then seem to be the most
relevant. Not only did this determine which patsewere chosen to be explored and further
elaborate these patterns, the inference test alpedhthe researcher understand the observations
and statements made. For example, more than odcaspacts of a situation been overlooked
meaning that the wrong pattern was applied, armh@bation of the application and inference
tests allowed for correction and the right patterbe applied.

These are the criteria rendering evidence ethipbgrally adequate according to
Agar; the control, recording and level dimensiohstops; the anticoherence attitude involving
guestions on segmental coherence, strip coherencthamatic coherence; and the comprehension
display consisting of application tests and infeeetests. As these tests are applied, the infosnant
can have a number of reactions which may or maginotv a right or wrong understanding of the
underlying pattern by the researcher. The agreeorattisagreement of an informant that this is
indeed the relevant pattern can show just as minohtahe personality and position of the
informant as about the situation studied, all ofoltare relevant and valid ethnographic data.
Furthermore, internal disagreement between infotsnean also happen. This happened frequently
during the fieldwork conducted, for example ondfsteember at the café could be open to the
possibility of asking users for ideas but quiteuresof how such a thing would be done, whereas
others would outright reject this. In such situati@f disagreement, the researcher must rely on

another element, which will now be discussed.

Ethnographic intuition

One more factor of evidential analysis must bettoard. This is one which at times

makes elucidation of evidence difficult, but als®avhich is used more often than what most
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anthropologists care to admit. We will here termtitnographic intuition. As the researcher spends
time in the field, he or she is immersed in thdwal context which is studied and as such gains
what Agar referred to above as “a feel of thing®g§3: 34). This means that the observant
researcher starts to understand certain phenorsit@ments and connections on an intuitive level
and therefore can contextualise them immediatedyles a good general idea of their meaning in
this context. This is not necessarily a resultrakgiection but rather of pre-reflection as certain
phenomena, patterns and connections have alreadyidentified and analysed during the
fieldwork and this knowledge serves as basis feritfimediate contextualisation of newly
encountered statements and behaviour. As sucHathia belongs in the same category as general
logic and common sense, but to the researcheaih&wly required such, which springs from and
follows the inherent logic of the field. Howeverpiten makes clear display of evidence in the
presentation difficult, and therefore this has ¢éocbnstructed afterwards rather than flowing from
the natural history of the discovery or realisatibrtannot always be relied on alone as it
sometimes needs further support from one of theeabwentioned evidence factors. Nevertheless, it
plays a significant role in the field analysis dhdrefore also as evidence factor, so it must be
mentioned as the various evidential factors areudised.

Either way, accuracy of evidence, the principleswafiential value outlined by
Becker (1958), ethnographic adequacy (Agar 1988)etinnographic intuition help the researcher
determine which resolutions or conclusions are aging and which are complementary — and, in
the former case, which is the most relevant. Inguly, ethnography is still left with a problem.
Though evidence may be derived in a satisfactomyneag explaining and presenting the “natural
history” of conclusions in the research presentaisonear impossible, especially when in the form
of articles. As Agar expresses it, comprehensispldy is “noted to show a key frustration in
developing ethnographic methods. Much evidencedsraulated in unscheduled, informal ways in
the manner described above. Such evidence is pavegrd appropriate to the goals of the research,
but difficult to document” (1983: 44-45). More sexally concerning the research presentation, he
writes that “it is not clear what the discussioregidence implies for the preparation of an
ethnographic report [...] reports may often be bess@nted in informal prose that relies more on

literary than on scientific techniques. The issuan interesting but unsolved one” (1983: 47).
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Discussion

Having addressed the research design, executtbprasentation, we end with a
retrospective discussion of the overall methodoliogyeneral. What can this methodology do?
What can it not do? What have the results beenisnspecific instance of research? First of alk it
an empirical method; while theory is included inttbthe design and analysis, it is primarily used
for bringing forth empirical findings. Also, in th@evious discussions it has been shown how the
methodology and the results it produces are quigktal his means it can provide descriptive and
critical exploration of empirical phenomena, but fay example statistics. Another important point
is that it is intensive, which means that it is veelited for studying a limited scope of empirical
material thoroughly; however this can be at theease of certain overviews and inclusion of
external factors — for example the financial parfance of the organisations studied, or their social
impact on society in general, was not taken intesateration. In the other hand, it can provide in
in-depth understanding of the field, the informaatsd the phenomena observed.

One of the most crucial features of the methodoledkat it is process-oriented. As
the study is made over a period of time, it takes @urative nature which is well suited for
capturing the processual aspects of the field;aanitlis critically investigative it can also disgce
the underlying processes which have produced tbagrhena observed — in fact, this is one of the
most important functions of this methodology. LidKke the intensive nature of the methodology is
another aspect, its attention to details. What segyn like banal everyday details of the field to
other researchers using different approaches tbetdeand different methods of analysis is
valuable information when using this method, andwssequent comprehension and conclusions
change the researcher’s views and foci, it isfamfalways possible to determine in a situation
what will be an important observation later on.tfie ethnographer, the devil is truly in the detalil.

But these detailed observations hold no meanitek#én out of context. They must be
noted and analysed in a contextualised form, sedlation to the frame in which they occur. The
decontextualised comparing of empirical phenomenafrom their context which have motivated
their existence is too often seen in other strarid®cial and especially in business research. This
point is closely linked to another, which is tha¢ bbservations are context-dependent. Only in its
context can the meaning which an act or statemebh discerned. The problem with
decontextualised comparisons is not only that tbévation of the phenomena is absent, but also

that the meaning which they hold to those involigeldcking. This is why this methodology
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emphasises constantly asking informant for theimiops and feelings on what is observed to elicit
the meaning which it holds. Using this method, ttika researcher strives to find the basics of the
field so to speak, the underlying process whiclatera phenomenon and the underlying
assumptions and views of the informants, of whieytare sometimes not even aware themselves.
Finally the methodology of participant observatentails a fruitful tension, which is discussed
below. To summarise, this method is empirical, ga@ve, intensive, in-depth, processual,
relatively long-term, investigative, detail-oriedieontextualised, context-dependent, focusing on
the basic, searching for underlying assumptiong,raakes constructive use of the inside versus
outside perspectives.

So what kind of basic comprehension of the fieldgdone get with an anthropological
perspective? The comprehension strives be both imapsive, and to encompass the deep taken-
for-granted level which is often quite difficult &wcess and discern. Here the anthropologist finds
the basic and foundational, the often un-reflectedn-conscious, and the seemingly banal but
actually quite important. Unlike much businesgétare, this is not (and is not intended to be)
particularly instrumental; writing in order to téfiformants, researchers or others (such as
employees in similar positions as the informantsattto do or how to do it goes against the nature
of the anthropological perspective, which aimseedatibe reality in the most pristine form possible
(though, much to our dismay, it is heavily influeddoy our own presence in both the field, the
analysis and the interpretations). Instead, finsliaige presented which others are free to draw their
own conclusions and plans-of-action from. This, Beer, is not the aim or purpose of the
anthropologist. Rather, the anthropologist aimisaalescriptive. Here one must remark that there
are two kinds of description which is often foundsbcial research; the “naked” factual objective
kind often found in sociology, and the detailedjsative kind — of which anthropology is the latter.
As the anthropologist searches for underlying aggioms and the basics, he or she is explorative in
addition to being descriptive. The research prooéssis project, and the resulting articles, refle
these descriptive and explorative aspects, butdlsyinclude analytical and interpretive aspects
both during the fieldwork and in the write-up presgas discussed above. To a lesser extent, the
articles are also explanatory as the causal presdsading to the findings are explored. This
combination of descriptive, explorative, analytiaad explanatory aspects results in the basic
comprehension, which one gets when taking an aptifwogical perspective.

Participant observation is a core (but far from ¢imly) method of this methodology.

It may seem like a contradiction to be both a pgréint and an observer, an insider and an outsider,
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and it is. This, however, is not a problem to ttieegrapher, but in fact quite the opposite. As the
researcher oscillates between the two perspectivies;reates a fruitful synergy which essential to
the method of study. One starts out as an outgiierknows next to nothing about the field, but
quickly turns into an insider who has read aboatfibld and the phenomena which are to be
studied. As the field study commences, howeverrglearcher again finds him- or herself to be an
outsider as he or she enters the field. As thdietk progresses and the researcher is assigned a
role, he or she again becomes an insider who bextamaliar with the field. All too soon,

however, one quickly turns into an outsider whigmrant of certain areas of the field, which
necessitates further enquiry in the form of ethapfgic conversations and perhaps even formal
interviews. Such interviews consists of askingvafg and meaningful questions, which means that
one is yet again an insider who knows about thessssaand topics which are to be explored in
further detail. As mentioned above, a disadvantddeving a role or position in the field is that

one is limited to exactly this, so after a whilb&comes necessary to again become an outsider who
can step back from the field and see the greattungi (or at least more of it than possible froe th
position). As this oscillation continues, the resbar begins to suspect or even gauge the taken for
granted assumptions. In the shape of an insideres$earcher is then writing it up, but in the form
of an outsider the researcher is conceptualismdjrigs into more general terms. This process
continues as one takes on the role of an insidexphaining, elaborating and justifying such
categories to colleagues, and so this processcdfat®n or constant combination of the two
perspectives continues. This is the method by wthierethnographer can start out with a broad
field, with the analytical focus narrowed as thedgtprogresses, this leading to more limited and

precise areas of study (Spradley 1980, Thomas X293

Limitations

The methodology, as discussed above, is a fruotiel but there are some limitations
(besides the ones already mentioned). For examedpite the processually oriented method and
perspective, the research presentation cannottéifiis. This paradox parallels what in the fiefd o
guantum mechanics has been caligisenberg’s uncertainty principléccording to this principle,
one cannot measure both the position and the mofiarparticle. Describing how the physicist
Niels Bohr attempted to respond to “Einstein, wipeatedly tried to think out methods of
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measurement by means of which position and mowoidcbe measured simultaneously and
accurately”, Born concludes that “it is seen thmtirangement is possible that will fulfil both
requirements simultaneously” (Born 1954: 265-2&%).t is with social science which takes the
processes of social life as its subject matter.mbee accurately and detailed a picture is paionfed
a momentary situation in the research present§position), the less accurately it can also depict
the processes and layers of meaning enfolding ¢iréitme (motion). Only when the still picture is
given up can the processes through time be conveyed at the cost of accuracy in the description
and analysis as a point in time. It is impossibladve both a precise situation and ongoing
processes; one must always be given up for the.ditfenography, then, is a middle ground in
which the need for situational description anddtraggle to convey the processes taking place
must battle it out in the final presentation, oiveags at the expense of the other.

Another limitation, which has already been disedsss that the findings and
conclusions are a result of the researcher’s ofarances and interpretations. Such conclusions are
not necessarily objectively correct — or incorrettut then, the method is not objective but
intersubjective. The matter is further complicabgdhe presentation of the findings to an audience.
The impression which a reader will gain from regdime articles is the result of a meeting between
three cultures: that of the informants, that ofrésearcher and that of the reader. This cannot be
anything but intersubjective. Even so, as has besussed, there are methods and criteria to test
whether analysis and interpretation of the matésiahtisfactory. Perhaps the most important of
these is: Did this further the understanding ofgh@blems? In other words, was the reader
enlightened with new knowledge?

Turning to the limitations of the specific implemation of methodology in this
project in terms of the design, execution and pried®n of research, there are some points which
must be mentioned. Despite relying on participdorsenvation it cannot be said to be a classic
ethnographic study involving a longitudinal fieldikdasting half a year or a year during which the
researcher is constantly immersed in and takinggpasocial context. Instead this fieldwork
consisted of a series of visits to this social eantasting only a few hours each. There is, howeve
some debate within the ethnographic field as teettient of length of study required (Marcus
20074a, 2007b, Okely 2007a, 2007b). This meanghiedindings in this project do perhaps not
reflect as deep an understanding as in more latigéiifieldworks. For example there could be
additional factors not taken into account, buthestime was limited, such factors were beyond the

scope of this project to discover. Also, there rhiggdnmore aspects to or meanings of the findings
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made, but again, it has not been within the scdpei®project to explore. Likewise, the particular
role positions of the researcher in the field Wwdlve limited the findings available. The fact tte
“picture” is incomplete means that other reseacingth other agendas would have made different
findings. This does not, however, mean that théifigs are not valid. In the words of Michael

Agar: “The best stance for ethnography is the oddaphor of the blind men and the elephant. Each
gets a sense of part of the animal. It would bastake to insist that only one of them can be
correct” (Agar 1983: 47).

There is a further limitation in terms of scoperather access to the field. In the café
case, the scope of access did not permit thatgaéeghe café were interviewed, partly because this
was not agreed with the management, and partlyusedhis would interrupt the natural social life
unfolding and risk irritate some guests. Even thosigme staff members of the café were
interviewed, all staff members were not subjectethis process. The interviews with the staff
members were not done by the researcher writingutides, but by the two other researchers
involved in the case study. The subsequent analysigever, was done by the author of the
articles. In the case of the tour operator, not@lployees were engaged in ethnographic
conversation either due to not being present irothiees most of the time or due to being busy.
There were also certain days at which access thelldewas prohibited by the manager for various
reasons. Thus, both case studies involved a limitaif access to the field. These are the condition
with which the researcher must work when doingdfierk in companies to which the management
has granted the researcher access.

Similar to the difference between reality andttieory which is an abstract ideal or
prototype of reality, so there is a difference leswthe method models described by for example
Howard Becker (1958) and Michael Agar (1983) areghactical implementation of data
collection and analysis. The approach taken irfighéwork of this project was not rigidly
systematic in the way described by Becker or Agaither model was followed stringently. This
was both due to the exigencies of the fieldwork #nadrelatively short duration compared to the
type of fieldwork for which the models were desidneowever, the general principles of the
models were applied. In the case of Becker (1a58)%e include the evidence tests, consideration of
general prevalence and multiple kinds of evideacggarch for basic elements, and a later revision
of inferences and conclusions in the light of newd enore holistic understandings; and in the case
of Agar (1983) the coherence tests as well asgpication and inference tests as described above.
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Some final words on the normative contributiomr@thod. Compared to much
innovation and service literature (and indeed mugeiness literature in general), the research
conducted and presented in the project is diffarettiat it is primarily concerned with the social
aspects. This means that the focus is on humatioredaather than mere business optimisation. We
believe this to be a fitting focus because serxeedly is about human relations, how one person
relates to, services or gets serviced by anothbat\ig presented in this study, then, is a differen
and perhaps larger perspective. What is descrdbbdw people orientate in their landscape or
environment, how they think and behave, and théacles (as well as incentives) this creates for
the possibility of transferring ideas for innovatitsom the users to the frontline service employees
during service encounters. So really, this studdbigut their normative orientation in the service
relations. What takes place in the service enco@miad how do the informants perceive and make

sense of this? It is to these grand questions Weusm in the three articles.
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Reciprocity in Service Encounters

- A Precondition for Innovation

Introduction

Services make up the bulk of the economy in moss$téfn countries. Also, many
thousands of people work in, or depend on, sengeesy day. The effects of service therefore have
both large economic and great social and persamalerjuences for both providers, users and
society. It is therefore important to understands Iservices function and can be improved. As
services are performed they often involve a retabietween the provider and the users. This
relation is created by the interaction and commatioa between these, predominantly during the
service encounters of which a service delivery t®isEncounters are an important part of a
service as this is when the service is performettha value offering is turned into actual value in
cooperation between the user and the providendardo understand services and service relations,
it is therefore important to study these encourtteidentify and understand what happens during
them. This includes the question of how users andigers relate through service encounters. The
parties engage in a series of interchanges. Apgart the obvious swopping of money for a service,
they can also consist of other elements such &tishjactions, words, gestures and signals. The
service encounter is when interchange takes plagéheereby the service is actualised.

Furthermore, in the current economic crisis, theiacreased pressure to innovate in
services as conditions get tougher for serviceipiav. Not only does this provide a challenge for
the continued existence of service providers, bosé which do persevere are faced with tough
competition. In addition, general standards andsfiexific expectations of service users seem to be
ever higher. It is therefore vital that serviceanigations are able to change in order to be able t
meet the shifting demands of the market and soeielgrge. In other words, to stay in the game
they must innovate. Though decisions are usuallyenat a managerial level, the direction of
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innovation and the concrete ideas should ideallydagced from those for whom the service is
performed — the users. One option is to attempbtoce these ideas during the service encounters.
These occasions are not only a vital point of atrihetween user and provider but also when the
service is delivered, or in a sense becomes nedliteerefore this is an ideal situation in which to
ask the users for ideas for innovation on the $igexrvice that is being performed.

But then the users must be motivated to participaseich an endeavour. This
motivation should then happen through the senatations and specifically through the
interchanges that create these relations. Theseh@#nges have been conceptualised as exchange
and relationships in the service marketing liter@tin addition, economic anthropology has dealt
with this same topic. However, within this strarfdit@rature the interchanges have been
conceptualised as reciprocity, which equals theketarg concepts of exchange and relationships
with an added dimension, which is the obligatiomeciprocate, to return the favour so to speak. All
these concepts will be useful in an analysis ofitkerchanges taking place. In general, then, the
service product and delivery are important forise to be of good quality; but when it comes to
service innovation, one must go beyond this forenal and include all the kinds of reciprocity
taking place during the service encounters. Inrotlwds, service processes do not only consist of
the professional level of exchanging money forraise, they also consist of social relations in a
broad sense, and this may have important consegsiénicsourcing ideas for innovations during
the encounters. Therefore we pose the followingtoie: During service encounters, which kinds
of reciprocity take place and how do they affecethler ideas for innovation are stated by the
users?

In this article, reciprocity is taken to be a condiion of the concrete interchanges
taking place and the socio-cultural and ethicakatprelating to these interchanges, notably the
obligation to give something in return when reaegvsomething and the expectations that the
counterpart will live up to this obligation whennseone is giving something. The processes of
reciprocity are where the relationship is createdintained and changed. Although the ultimate
aim of the analysis is how to improve user-basedvation in services, we are here not primarily
concerned with the innovations themselves or elerattual statements of ideas for innovation, but
rather the preconditions for users stating sucasd8o we are concerned with the reciprocity taking
place in service encounters between users anddamsyiwhich kinds of reciprocity there are, what
they mean to those engaged in these processeBpanithey affect users stating ideas for

innovation during these encounters.
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The structure of the article will be as follows téfthis introduction there will be a
theory section. It will first briefly outline sontbeory on services and innovation, then it will
describe and critically discuss the service manketioncepts of exchange and relationships and the
anthropological concept of reciprocity, ending watkiscussion of different kinds of reciprocity
and how the different concepts relate to each offteen a method section will follow, outlining the
methods used in collecting and analysing the ecglidata. This is followed by the analytical
sections which will first analyse two patterns e€iprocity as found in the case, then identify,
define and analyse the three kinds of recipro@tyntl, and lastly two further themes of reciprocity
will be analysed, which are the conscious use @precity by the employees at Travel Tours and
how the different kinds of reciprocity are combin@dinal analytical section on the consequences
of this for innovation, including the importanceinput from — and feedback to — users and how
this process can fail, will then follow. Then adission of the empirical results and how they eelat

to the theory outlined will lead to a brief conctus

Theory

Service innovation

Although the realisation that innovation is impaottes now widespread, the views on
what it means to innovate, how this is done, and sdrvice organisations should ask for new ideas
have changed a lot. Since the Schumpeterian mepdaoses of the concept of innovation itself, it
has continued to evolve and change with the tithd®ms not only gone through many
transformations but has also been defined and ptuaksed in numerous different ways
simultaneously. However, there are two elementg;clwkeem to be fairly constant. The first is that
innovation is based on an idea which contains somg@ality in one way or another. The second is
that this idea must be implemented into a marketust somehow make a change for a group of
people. In reality, though, sourcing and implemegideas is not only important, it is also difficul

(Tidd et al. 2001, Gallouj 1997). Recent discou@@snovation concentrate around the idea that
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users should be involved in the innovation progessrious ways since they are the end consumers
and therefore they have the best knowledge of gt want (von Hippel 2005). One
conceptualisation of this idea is co-creation (Rlath and Rawaswamy 2000), advocating that
rather than giving users a simple binary optiobwfing or not buying, users should be involved in
the creation process of a product of service. Agotionceptualisation is user-based innovation
(von Hippel 2005) building on the fact that somersscalled lead users are ahead of their time in
creating solutions to their needs and so compaaiedearn from them and implement their
solutions into greater markets. One thing all tirovation concepts involving users have in
common, however, is that they are intrinsicallatenal as they involve both users and providers.
This also complicates matters and makes innovatiore difficult as there can be many diverging
opinions and needs at stake in the developmenepsoc

The relational aspect becomes further emphasised what is innovated is not a
product but a service, as services are performddarmare inherently relational (Grénroos 2007).
Like innovation, what services are and how theyusthbe defined and characterised has also gone
though multiple transformations. In fact, servicarketing (Shostack 1977) was quickly renamed
relationship marketing (Berry 1983) and many scisoteave since analysed various aspects of
service relations such as e.g. trust (Macintos®200yalty (Gremler and Brown 1996) and rapport
(Gremler and Gwinner 2000). Basically, then, seviare about human relations, specifically
humans helping other humans. This leads to thetiqnesf where the general relations between
provider and user come from, when and how thes¢ioek are created.

In general they are created though the interagim@hcommunication between those
involved (Grénroos 2007). More specifically, as mi@med, most services consist of encounters
(Czepiel et al 1985, Corvellec and Lindquist 20@&)ich become the focal point for creation and
execution of this service. There are many concdipaieons and definitions of what a service
encounter is, in priciple it can be any point ofitaet between provider and user regardless of
duration, location, whether this is unilaterallynomounicated, brief, automated etc. Thus a potential
user seeing an advertisement on television coultbheidered a service encounter. Here, however,
we will follow the definition by Shostack of a ser& encounter as “a period of time during which a
consumer directly interacts with a service” (1988 In the analysis we will therefore take a more
narrow scope and focus on encounters that arer égtbe-to-face or ICT-mediated via phone, email
or messages in a software system since theseeanedin encounters taking place in the case

studied. The service relation is then constaniatad, changed and re-created through the
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interaction and communication in these encounfiérs means that services consist of human
actions; they are somehow performed, so servieeaa@ronly relational but also processual.

This in itself creates a challenge of managingisess And when it comes to
innovating these services, the difficulty is exdeded due to their fluent processual nature and
impalpable results (Gallouj 1997). The processiither complicated if the service innovation
involves users, thus adding more perspectives asites to the process. It has been shown,
however, that users have the most original andadduideas compared to intra-organisational
research and development (Kristensson et al. 200#) challenge therefore becomes to concretise
this fluent nature of services and service relatisnm that innovation ideas can be identified and
implemented. As the service (relation) is crealedugh encounters, during which it is concretised
as interaction and communication (Gronroos 20@ecomes necessary to analyse the specific
interaction and communication taking place durimgéncounters. This not only concretises the
service, it is also where the service relationreated. Specifically the interaction and
communication can be an exchange of objects, werigisals, symbols and so on between the
provider and user (though all these elements areeuwessarily involved in every encounter). In
other words, it is necessary to move the focusafysis from the general service relation between
the provider and user to the specific exchangaadgiace during the service encounters, in order
to understand how a service as it appears to greisiboth created and innovated.

Exchange and reciprocity

Trade, of which commercial services form partnigs basic form an interchange,
something is swopped for something else. But dedtaervices also imply social and personal
relations in addition to the basic interchangett&nmmore, there are several conceptualisations of
this interchange. Here we will focus on three dédfé ones. The first is exchange stemming from
the economic and marketing traditions of acadeitecature. The second is relationship marketing
which is a relatively newly developed concept frihva aforementioned field. The third is
reciprocity as it has been conceptualised withafibld of anthropology. The first concept is
concerned with “what” and “how much” a person intemnges; the second concept adds “how” and
“with whom” to the analysis; and the third concagdts a further dimension to exchange, which not

only makes it suited to express the relation aspeservice, but also explains the durability of
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service relations by adding a fundamental humarham@sm to the analysis. Also, it encompasses
the first two concepts which have been counterpossedme literature (see below). There is thus

not an opposition between the two conceptualisaticather they supplement each other.

Exchange and Relationship Marketing

Exchange in its basic form is the principle ofdypro quo, something for something
else, and is as old as civilisation. There are,év@n, different forms and patterns of exchange.
Bagozzi (1975) divided the exchange patterns imteet types. The first type is restricted exchange
which takes place as a direct exchange betweepavies. It attempts to maintain equality so that
none of the parties feels at a loss, and it ustiakgs place simultaneously. The second type is
generalised exchange involving more than two parttas indirect in the sense that a person gives
to one person but receives from another; it isetoee not simultaneous but rather relies on a
coherent group of exchange parties. The third iypalled complex exchange and is defined as “a
system of mutual relationships between at leasttparties. Each social actor is involved in attlea
one direct exchange, while the entire system iammsgd by an interconnecting web of
relationships” (1975:33). So it is a system, aclwicircle of direct exchanges, existing within a
web of interpersonal relationships. The latter tymes can both be consciously designed strategies
(e.g. a marketing strategy) or unconscious systagpsaring from socio-economic interaction.

Christian Gronroos devotes an entire chaptersrbbok Service Management And
Marketing (2007) to the matter of exchange andiceia. He is concerned with explaining the
differences between the older exchange perspeacativerketing and the newer relationship
perspective. The latter not only consists of simtjtect exchanges or of mere bonds of
convenience, low price etc. tying the user to ttwider. Instead it implies a real relationshipaas
mindset and attitude of commitment and trust, “dualway of thinking” between partners
(2007:36). As for the specific instances of intemte, he makes a corresponding distinction
between transactions is singular exchanges ancatiien which is a series of exchanges in an
ongoing relation. The exchange perspective angatsactions is the most effective strategy in
growing markets, but relationships and interactiamsmore effective in mature markets such as the
Western world. Furthermore, the exchange perspedibetter for mass-production markets where

the producer has little to no contact with the caoner, whereas the relationship perspective is
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better for business-to-business trade and in s=poatexts where there is more contact between the
provider and the user. When it comes to value imedbr the customer, there is a corresponding
difference between value-in-exchange and valuess-Whe former, which is prevalent in the
exchange perspective, is seen as produced in tkediice and then distributed, whereas the latter,
which is associated with the relationship perspecis seen as being co-created with the user,
meaning that provider and user work together taterend value for the user. Another point
important point is that within the relationship ggective, it is necessary that the service provider
offers various other supportive services in additmtheir core service as part of the total, ongoi
service offering.

Whether consciously designed or not, Bagozzi'samotif complex exchange is taking
place within a network of meaningful relations. Batch of these relations is created by a restricted
exchange between two parties. In services, thikldgpically be the direct exchanges between user
and provider during the service encounter whictuin creates the complex exchange network
which Grénroos calls the relationship. Gronroowiging from a marketing perspective about
general relations between provider and user, weesmeaare here concerned with specific processes
taking place in the service encounter and how #ifct the possibility of gathering ideas for
innovation. Nevertheless, he shows how servicesisbaf exchanges between user and provider,
and how there can be a relationship between theHaaever, there is one important point on
which we must depart. In accounting for changehiwithe field of (service) marketing, Gronroos
counterposes exchange and relationship as two tigpas perspectives on the interaction and
communication between service provider and useth@snalysis will show, there is not
necessarily an opposition between the two perspectRather, they are different aspects of the
processes taking place during service encountersth&r conceptualisation of the interchanges
going on between user and provider may illustdai® further. We shall therefore now turn to the

notion of reciprocity.

Reciprocity
As conceptualised within the field of anthropolpthe concept of reciprocity implies

that something is given from one person to anath@erformed by one person for another.

However, what is given or performed comes with hligation on the receiver to give or perform in
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return. If exchange can be expressed as quid mrotigen the principle of reciprocity should rather
be expressed as do ut des, | give so that you gilvell Relationship is then implied as an integral
part of this concept. In one sense, a relationshipe mere knowledge or awareness of another
person, but an active relationship is an ongoirgharge between two or more parties. Reciprocity
as an academic concept was established by Maragdd(d925) building on the writings of
Bronislaw Malinowski (1922). To understand the ttetical concept and the empirical context
from which it grew, we must therefore now turntiege two authors.

In his classic book Argonauts of the Western Ra¢if922), Malinowski analyses a
phenomenon called Kula trade on the Trobriand tidakle describes in great detail how necklaces
made from red shells are traded for bracelets rfradewhite shells in a constant circuit between
the various islands, the two kinds travelling irpogpite directions so that a necklace is always
traded for a bracelet and vice versa. This fixestesy of transactions involves various rules,
customs and ceremonies. The shells are not meaetkept, but to be traded equally, that is their
purpose. Only certain males participate in thisgoat and they in turn gain trade partners on the
other islands “the rule being “once in the Kulayays in the Kula,” (1922:83), in other words the
transaction creates a lasting bond. This is exaleypurpose of this seemingly futile exercise of
eternally wandering shells; the institutionalisataind upholding of magic rites, cultural contad an
general trade (in addition to the Kula). It is tbemation and constant maintenance of a community
based on reciprocity. The Kula is an interestingieical example of reciprocity as it lies “on the
borderland between the commercial and the ceremamibexpressing a complex and interesting
attitude of mind” (1922:513). In other words, iintains both a commercial and a socio-cultural
dimension that cannot be separated. Because ttdlecomplexity, participants in this pattern do
not necessarily perceive it; rather their focugnsndividual transactions. It was essential for
Malinowski that his empirical finding should have@iversal theoretical value: “What we can
expect to find in other parts of the world are filmedamental ideas of the Kula, and its social
arrangements in their main outline” (1922:515).

It was exactly this universality which Mauss hasped out (1925). He has analysed
reciprocity and gift giving customs in places sashFrance and Polynesia. The relatively vague
“price” of gifts and favours leaves a certain doabthow much is owed to whom. Over time it
becomes virtually impossible to “settle the scartl the result is that this creates a complex
system of debts and interobligations which weakearticipants together into a coherent society.

He has also shown how a relationship is part ohekie simplest exchange or transaction; a gift —
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and, we would add, even more so a service — isopdine person giving it, and it also becomes part
of the receiver thereby creating a lasting bondhis way reciprocity is contractual and can even b
legally binding, for example in the case of downglalowers in many cultures. Reciprocity
involves three obligations which are the obligatiomive, the obligation to receive and the
obligation to reciprocate, and if one of thesegdtions is not fulfilled by either of the partnais,
will be considered a failure to reciprocate andhsorelationship is broken. “Giving” a product or
performing a service in return for money can thenehave many implications because they are
what Mauss calls total prestations. They have nmggaund effects on multiple levels; not only
economic, but also moral, religious, legal, soargkrpersonal and otherwise. Turning specifically
to the context of modern service organisationsjrti@ications of Mauss’ conceptualisation of
reciprocity can also be seen here. In the casedoisirial mass production, objects can be separated
from their creator and giver, but in the case o¥ise there is always a relationship between
provider and user as services are performed anskttvece performance is inseparable from the
service in the service encounter. In fact, pathefservice product is the relationship created.
Various other authors within the field of anthrtgmy have further analysed the
phenomenon of reciprocity. For example, Polanydé)alistinguished between three economic
systems. The first, reciprocity, is primarily doram in small-scale decentralised gift economies
with a high degree of socio-economic integratitwe; $econd, redistribution, is more predominant in
small and middle sized (often feudal) societieschtdre centralised through a leader such as a
chief or head of the family; and the third, mar&ethange, is more dominant in decentralised,
anonymous markets based on impersonal contractsx&mnple modern Western economies.
However, all three systems are present in mosesesito varying degrees. Another anthropologist
who has analysed reciprocity is Marshall Sahlirg¥@), in whose writings one finds parallels to
Bagozzi's exchange theory (1975). Sahlins distisiges between three kinds of reciprocity. The
first, generalised reciprocity building on the miple of solidarity, corresponds to Bagozzi’s
generalised exchange, except in a reciprocity @araihich includes the obligation to reciprocate.
The second, balanced reciprocity, similarly forme@procal version of Bagozzi's restricted
exchange, and it also corresponds to Polanyi’s etakchange in the sense that it denotes an
equal, immediate, and primarily economic exchange. final form, negative reciprocity, denotes a
lack of solidarity such as in the cases of cheatingtealing; it is an antisocial, destructive
reciprocity, which is usually criminalised or aa$t considered immoral in most societies. Sahlins
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also describes how reciprocity not only causegnatigon on a systemic level; it also creates
friendships (1972:186).

In service contexts, marketing theorists such @m@os and others have
conceptualised an opposition between on one hatithege or transaction marketing and on the
other hand relationship marketing. But as the cpnhogreciprocity shows, there needs not be an
opposition between the two. In fact, if the twogmeactives are conflated into one, the result would
be a marketing equivalent of reciprocity encompagbioth the interchange elements and the
relationship elements. There is therefore not grosjiion between the concepts of exchange and
reciprocity either. Rather, the oppositions of exale and relationship — and of transaction and
interaction — by marketing theorists has allowadsfalearer view of the various components of
reciprocity. The latter has in turn added an edinaension to exchange, which is the obligation to
return the favour so to speak, to give, receiverasdmpensate. If an act of exchange is re-cast as
reciprocity then there can be relations even imgla transaction, which means that even service
providers with only a brief contact to their uskave relationships which can be used to gather
ideas for innovation for example. The concept ofpecity also has consequences for the two
kinds of value, value-in-exchange and value-in-dgsgussed above. It conflates the two kinds of
value into a single value-in-reciprocity which siltaneously denotes an exchange and a relation
through that exchange.

Here we are concerned with services and the spesithange and reciprocity taking
place during service encounters. It is therefoneartant to analyse which types of reciprocity that

take place between service providers and users.

Different types of reciprocity

There have been several different ways of dividing categorising the reciprocity
taking place between (in the case of commodity pectdn) producer and consumer or (in the case
of services) provider and user. For example, Bagd®275) made a distinction between utilitarian
and symbolic exchange based on the reasons befmgagjiag in an exchange. The motivation for
the former “lies in the anticipated use or tangitdtaracteristics commonly associated with the
objects in the exchange” (1975:36) and thus rekatéise notion of a rational and ever maximising

homo economicus. Contrarily, “symbolic exchangenreto the mutual transfer of psychological,
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social or other intangible entities” (ibid.), sdhar than a pragmatic use value, the focus is on
attaining an experience or status mediated thrgygibols. There is a third type of exchange called
mixed exchange which is a combination of the twonker; in fact they are at times hard to separate.

Here we would supplement with a notion that allrergye is mixed. If we take mixed
exchange to mean that there are symbolic aspeatditarian exchange and utilitarian aspects of
symbolic exchange, we would extend the idea of thixechange further; in fact humans would not
engage in utilitarian exchange beyond survivalllévbey did not get something social (e.g. status
and even personal (the feeling of satisfaction)abut; likewise do they also engage in symbolic
exchange to increase or maximise their emotiondtveeng in a utilitarian way. However,
although they are always combined in practice giern clear conceptual distinction between
utilitarian and symbolic exchange which can enkghén analysis of the reciprocity taking place
during service encounters.

The utilitarian and symbolic division is one simglstinction between different types
of reciprocity. A much more elaborate and detadgstem is found in Paul et al. (2009). Their aim
was to make a metatheoretical overall classificesigstem to identify and interrelate so-called
repeat purchase drivers in services. Dissatisfidlal tive fragmented state of service research s thi
area, their aim was to develop a coherent modelesfe drivers. Using means-end theory (Gutman
1982), they divided the repeat purchase driverssetvice attributes, which lead to benefits fa th
users, and finally some general values servingrasafl motivation for using a service. Each of
these three categories, which are linked by cognassociation in the mind of the user, consists in
turn of a hierarchical framework of lower (speciftoncrete) and higher (general, abstract) order
drivers. The result is a vast and complex systeattabutes, benefits and values. Considering
benefits the most important, they placed their $oon how these interrelate and how they relate to
the other two categories. They found 12 lower odieers which they organised into three higher
order driver categories of functional benefits aafitilitarian nature”, psychological benefits “that
satisfy important intrinsic, self-oriented goalstloé customer”, and social benefits which “make
people feel closer to one another or portray ardésmage to others” (2009:225). In other words,
users use services for a vast number of reasonshvdreflected in the complexity of their model,
and the benefits users expect to obtain are eithepractical nature, contributing to individual

goals, or social belonging and favourable impressio
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Overview And Summary

Below is a table outlining some aspects of thecepts of exchange, reciprocity and
relationship and how they relate to each othes. llased on the previous discussions in this gectio
This is not meant to be an exhaustive table bbherab provide an illustrative overview.

Reciprocity has been placed in the middle columantphasise the point of how this concept has

the ability to conflate and add to the two othemaapts.

Exchange

Reciprocity

Relationship

Concerned with

Concrete acts of
trading one thing for
another

Underlying principles
of interchange

General social bonds

Interchanges Single exchanges Any Often repeated
exchanges

Bonds Bonds of conveniencg Bonds of obligation Relatigosh

Coherence Transaction Pact Interaction

Relation Detachment from user  Social and moral bgndjndset and attitude

expectations of
counterpart living up
to obligation

of commitment and
trust

Nature of contact with use

" Direct, mediated

Direct, indirect
(generalised,
redistribution)

Direct

Markets

Growing markets

Any

Mature saturated
markets

Typical business type

Mass production

Any (often more
salient in business-to-

Business-to-business,
services

business and services)
Value design Value added in back | Both Value added by user
office (“value proposition”)
Value type Value-in-exchange Both Value-in-use
Price orientation Market price (market-| Agreement (both- User-oriented
oriented) oriented)
Interchange flexibility Standardised Favours Customisation
Integration Fragmental Integrational, systemidntegrational, persona
and (inter)personal level
level
Purpose of concept Both Descriptive Normative

Authors

Bagozzi, Grénroos

Malinowski, Mauss,

Gronroos, Paul et al.

Polanyi, Sahlins

Table 1.Comparison of the three main theoretical concaptssed in this article.
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There are several aspects covered in this figure.fifst is what each concept is concerned with,
the next is which kinds of interchanges it primafdcuses on, and then which type of bonds
between the parties it creates or is related tes iSHfollowed by the coherence mechanisms
involved in the interchanges, how the parties elateach other and the nature of contact with the
users. Then follows to which markets the concepjdyeor are presumed to be successful, which
business types typically (should) engage in thi€ess, and the aspects of when and where the
value is designed or added and how this value cdmles expressed or effectuated. Finally it
covers the aspects of how flexible the interchgirgeesses are, how and on what levels they may
be integrating the parties into a socially coheggntip, and whether the concepts are a result of
describing or prescribing interchanges. The mathas discussed in this section have also been
added according to which model they describe. thtexh, here are three figures illustrating how

the service provider is positioned in relationte parties with whom the interchange takes place:

Provider

\ 4 v v \ 4 v
User User User User User

Figure 1: Exchange
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End User

User \

—

Supplier

~

Provider

User
Figure 2: Reciprocity
User
/ oeet
Provider < » | User
\ User
User

Figure 3: Relationship Marketing

T

External System

User

Exchange often involves mass-provision of identstahdard products to many users or buyers; in

contrast, relationship marketing prescribes a umiglation between the provider and every single

user; and reciprocity places the provider as gaatamplex wider network of mutual obligations

and expectations which both includes and circuns/te provider. These figures are not absolute

truths but rather serve as archetypical metaploorhé patterns of relations.
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The figure portrays reciprocity as different fromchange and relationship marketing,
which is accurate to the extent that exchangens$imed to being only the interchange of something
for something else and to the extent that relakigmsarketing prescribes building a general social
relation with the users. Rather than being preseadpreciprocity is a description of the processes
of the service encounter. However, from anothesgestive reciprocity can also be seen as not
being different from exchange and relationships rather encompass both (as discussed above)
and also include some further elements of moragabbn and cultural expectation. Used in this
way, it makes sense to analyse both exchange &tnships as elements of reciprocity. In short,
reciprocity involves (among other things) exchaagd reciprocity often results in a relationship
(just like a relationship often results in recigtgr Reciprocity thereby becomes a collective
category of the other concepts. It is in this s¢hagereciprocity is used in this study.

To sum up, services involve relations betweensuaed the provider, the latter
personified by the frontline employees. These i@latare complex and consist of a number of
elements which have been conceptualised in thatites in many different ways, such as loyalty,
trust, rapport and so on. They are (at least Igygekated through the service encounters, which
should be a vital point of focus for the serviceyyder. Furthermore, in order to provide adequate
and satisfactory service to their users, serviogigers must innovate over time. Therefore they
should ask their users for ideas for innovatiodsally through the service encounter. It is during
these occasions that an interchange takes plasedethe user and the provider. This has in the
service marketing literature been conceptualisegitasr transaction/exchange or
interaction/relationship and different patternshase have been identified, which have implications
for when and to whom ideas for innovation may bmcmnicated. Anthropology has shown that
there are processes of reciprocity going on armatsicthe obligation to reciprocate to the equation,
which has implications for how and why the reci@ted, such as ideas for innovation, may be
stated (or not). This can be considered a conflaiiche exchange and relationship of marketing.
Finally, not only the drivers for service use — dnereby reciprocation, but also what is
reciprocated is multifarious and can be divided sgveral types or kinds in different ways. Based
on an empirical case study, we will now identifyigéhkinds of reciprocity take place during the
service encounters studied and make a divisiontime® main categories. First, however, we will

describe the methodology used in this study.
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Method

This article builds on both theoretical materidéscussed in the theory section and
empirical data. Although an inductive approach ve&ken, gathering empirical data and concluding
from these, there were nevertheless some thedrdétberations prior to entering the empirical
field; these consisted of reasonings for the chofdeackground theory, some preliminary concepts,
and a clear unit of analysis. The reason for ooiaehof theories was both that they are concerned
with interchanges as human economic activity, &iatlthe concepts of these theories were helpful
in analysing the processes taking place durings®encounters. The purpose of this article is to
describe and analyse what goes on during the seevicounters, how relations are created and
what this means for users stating ideas for innomaso therefore we have chosen some
background theory on services, innovation and semvinovation in particular. But primarily we
have used some service marketing theory on exchamgjservice relationships, and some
anthropological theory on reciprocity. Both are cemed with the interchanges of encounters albeit
from different focuses and with different purposBse marketing literature has an instrumental
focus, analysing the conditions for exchange ardtkation of service relations with the ultimate
purpose of maximising profits, whereas economibmpuology is concerned with basic human
economic processes connecting individuals intocéespor group with the purpose of
understanding these processes. Thus the theoeie®yr different but supplement each other as
one can be used to focus on the instrumental aspadtthe other on the social aspects of service
encounters. They also provide some preliminary eptscwith which to analyse the empirical data.
These include service encounters, ideas for inimvagxchange and reciprocity as described in the
theory section. Our unit of analysis in this engusrthe reciprocity going on in service encounters
which can take the concrete form of a face-to-faeeting, phone call, string of emails, message in
the software system and reactions to it, and so on.

The empirical data are derived from a case stude @b a tour operator in this article
called Travel Tours (which is not their real naraegr the course of 3 months, as well as interviews
done with employees at two of their client companiewas therefore a semi-longitudinal study. A
case study is the right method “when the phenomender study is not readily distinguishable
from its context” (Yin 2003:4). The reciprocity iak place in service encounters is an integrated

part of these, one might even say they constihgesérvice encounter, therefore a descriptive
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single-case study was conducted in order to presdascription of reciprocity “within its context”

of service encounters (Yin 2003:5). The case sway qualitative as it aimed to identify, describe
and analyse the different kinds of reciprocity &g they affect user motivation for stating ideas
for innovation, rather than for example measure béen each type of reciprocity took place (in
which case a quantitative study should have beatejndhe case of a tour operator and some of its
client companies was chosen as it could providk betvice provider and user perspectives on the
service encounters and the reasons for particgatithe reciprocity as well as thoughts on the
reciprocity that had taken place. Also, it was aibess-to-business service in a relatively small
service sector with a high degree of interactiberefore it was assumed that there would be many
service encounters of different types which shqutaide examples of different kinds of
reciprocity.

Consistent with the recommendations of Yin, thiglg relies on several data
collection methods (2003:4). The first was an egnaphic fieldwork consisting of participant
observation (Spradley 1980). This method is charessd by being flexible, open-ended and
unstructured, which is adequate when the detawghat is to be described and understood in the
case study are to an extent unknown (Burgess 1@8stone 2007). It is flexible as it consists of
the researcher being immersed into the environistedied, therefore the format must correspond
to that of the environment and as work days ofif@mants can be unpredictable, then so must
the method be. Participant observation consist®tif observation of and participation with the
informants, “methods of data collection which capttheir social meanings and ordinary activities,
involving the researcher participating directlytie setting” (Brewer 2000:6). The participation
allowed the researcher to gain an insider undeistgrof the meaning that the different instances
of reciprocity had to the informants while the atvs¢ion allowed the researcher to gain an outsider
overview of the different kinds of reciprocity takj place. The researcher would spend on average
4-5 hours following an employee. This could consfsnaking general observations on the
physical environment, watching informants as theyked, having conversations with them during
which they would explain their work as if the resdeer was to learn it like a trainee, listeningan
phone calls, having conversations about how theytkair job functions and the organisation and
how they would like to see their job evolve in fo&ure, observing some staff meetings, talking
about past events and the history of departmemtsrenoverall organisation, and so on. During this
the researcher would make brief field notes asaeonsed account that was later expanded
(Spradley 1980).
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Participant observation is not just flexible blstoaopen-ended to allow for whatever
data is found to emerge. It is unpredictable wieny and in what form statements or actions
showing what meaning a specific instance of recipydiolds to an informant will appear. The aim
of the method is to gain an understanding of trenpmena studied from “the native’s point of
view” (Malinowski 1922); it is not possible to pietwhen this level of understanding is reached,
in fact it is in a sense never reached as the r&serawas not a full-time employee. Therefore the
method and the results must always be open-endbdn\té stop and conclude depends on what
one aims to gain. In this case this was a compssbef the reciprocity and its effect on users
stating ideas for innovation, but the field worluthave stopped sooner or continued longer and
with other foci if the aim had been to answer ddfd questions. Scope and focus therefore is both
flexible and open-ended depending entirely on thee Rinally, participant observation is
unstructured. It is only pre-planned to a very $raglent, and the research process is not at all
linear. Rather the researcher took a cyclical apgrdSpradley 1980), observing and asking
guestions, making field notes, making some prelamyjranalysis and interpretation, which in turn
lead to further observing and asking questions.r€eearcher was not present in the field every day
during the field work, rather the days were scattesut. This was because some days were spent
elaborating, analysing and interpreting data a$ agebther work obligations of the researcher, but
it also had to do with the scope and nature ofsstethe field. The field was a functioning work
place with ever changing conditions. On some dagsess would be rejected with the message that
it was “not a good day today” for various reasamshsas important sudden meetings or the general
atmosphere after some employees were let go. Gm d#tys there would be important events in
which the researcher should participate, so theeaof attendance was unstructured and not
coherent timewise. Nevertheless, the needed datapveduced.

Another method used was unstructured interviewss thie employees and managers.
These conversations have already been mentionetk $ere scheduled for a specific time as the
informant had a busy schedule, while other convienss happened spontaneously inspired by the
situation. Common to all was that they were unstmec as the questions posed depended entirely
of what empirical data was found in the previousvears. As the purpose was to elicit the meaning
which the service relations and the reciprocity taathose involved, their responses could not be
predicted and so neither could the structure. Bin@bo lengthy unstructured interviews were
conducted with two client companies, one lastirgdr 13 minutes the other lasting 1 hour 38

minutes. Both client companies were travel agermnekthe interview was conducted primarily
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with one employee in each of the two, though o#mployees also gave comments during the
interviews. Some general topics and questions éas prepared beforehand but were only very
loosely followed during the interviewing processesllow the respondents room to answer as they
saw fit. During these interviews, they had the oppaty to talk about both the general service
relations between them and Travel Tours, as wedbasit some specific service encounters and
different types of service encounters, what thegmhéo them and how they felt about them. They
also had the opportunity to give explanations fatisg ideas for innovation — or not stating them —
and what they thought of the reactions and ressoingy received.

Finally the empirical data was analysed. As thisat a linear method, neither is the
data analysis. Already from the inception of tlediwork, data are analysed and interpreted by the
researcher. This is necessary in order to movedi@hand pose more questions as stated above in
the description of the cyclical method (Spradleg@) In this way, "the data is analysed by
attributing meanings to the human actions descrametlexplained” (Hammersley 1990:2). Both
description and analysis constantly leads to furtjuestions, so the resulting interpretation reéflec
the researcher as well as the informants and gitgatThis means that the barrier between
objectivity and subjectivity is necessarily brolsmwn. As the researcher is a participant observer,
any analysis and conclusions are both seen fronméige and the outside, subjective and objective
simultaneously. This is an integrated part of threthrad and its results (Johnstone 2007, Spradley
1980). When a response puzzled the researcher,questions would be asked regarding the topic;
other informants would be asked about the same;tapswers would be compared with each other
and with the overall observations of the researcBeme core themes were chosen based on
relevance to theory and research question. Frorartimrical data certain categories would emerge
in the mind of the researcher, and these woulddmigsed with the informants. Further results
would be compared to and placed in the categosiesh were in this way further defined.
Ultimately, the researcher ended up with threegmates which will be described, analysed and
discussed in detail below, and with several stateésnen how reciprocity and the failure to
reciprocate would affect the informants’ motivation stating, processing, responding to (and so
on) ideas for innovation during service encountirshould be noted that the three categories are
thus etic rather than emic; the informants didaategorise the different kinds of reciprocity imsth
way, in fact in some cases they did not categahisgrocesses as reciprocity at all. This is to be
expected and reflects the different perspectiveassgarcher and informant.
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Analysis

There are a myriad reasons to engage in use oVi@eseand these reasons can be
classified into different types. When focus is patthe reciprocity taking place during service
encounters, we would therefore expect to find ndiffgrent specific types of reciprocity which
could be grouped into certain basic kinds. And thase different kinds of reciprocity have an
effect on whether and how ideas for innovation lsarlicited from users, communicated to
frontline employees at the service provider, andeustood by them. Furthermore, some kinds of
reciprocity are officially institutionalised andteh of an economic nature; they make up the core
service offering or livelihood of the service orgation. Other kinds have traditionally been
considered mere bi-products of contact; they tertsbtof a more informal kind. Some of these can
still be semi-official and take place within thebtia sphere of social communication and
interaction; others are of a more private natuk@mly pertain to two interacting persons. In the
analysis below we have tried to follow this divisimto three kinds of reciprocity, which we
accordingly have termed formal reciprocity, socadiprocity and personal reciprocity. First,

however, we will provide a brief introduction ofamel Tours, our case organisation.

Travel Tours

The travelling business in Denmark is charactdrigemany small to medium sized
travel agencies. They mainly serve Danish usetsindaooking tickets, handling price systems and
managing various rules and regulations as weilvaglup to the requirements set by national and
international law, they are dealing with a thoroyghternational environment. For example, in
order to be able to issue airline tickets, theydre® IATA (International Air Transport Association)
license. They also need to provide a substantialuatof money as security, something which is
quite difficult for these small to medium sized angsations (some of which consist of only one or a
very few employees). Therefore several travel agsrengaged in a joint venture to set up Travel

Tours as a tour operator, which would be able ¢wide security and issue tickets. There are some
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larger travel agencies which are able to issue tven tickets independently and also a few
competitors to Travel Tours, but many small to mmedsized travel agencies (in addition to the
ones that started the organisation) use the sereic€ravel Tours. Though still owned by certain
travel agencies, Travel Tours functions very muslmindependent company in everyday life.
Travel Tours occupies two levels of open landsadpees and glass walled meeting
rooms, places at the upper levels of an officedmgf just outside the central part of town. The
number of employees varied during the period déifierk but was around 50-60. Many employees
were relatively young, in their twenties, but therere also quite a few employees in their thirties,
forties and fifties and so on. They were both males females although there was a preponderance
of females answering phone calls and emails ifméhedesk section and the majority of department
heads were male. The atmosphere was busy but eeigl, shere was a lot of talking between
employees and during lunch breaks they would gorositnaller groups and eat together (it would
be impossible for everyone to go at once sincegfample, the phones had to be manned all day).
The service encounters, which constantly took péicgay, were mainly by phone or email; it was
rare that they took place face-to-face; that omlggened during prescheduled meetings with the
users which were employees and owners of the temyagicies. There was also a large lunch room
where Thursday morning meetings were held, andge lleoof terrace with barbecues overlooking
part of town. In their spare time, the employeesil@lso sometimes get together, and several of
them mentioned not only that they themselves hacetied a lot, but that this was quite common
when one was “in the business”. This, then, fortiedsetting in which the fieldwork took place,
and where the practices of the service encounters abserved and talked about. As mentioned,
the service encounters consisted of communicatictons and interaction, which specifically
means certain phenomena going back and forth suspaken words, written words, changes made
and information added in various software systemmjey transfers, and so on. In other words,
processes of exchange and (as will be evidenpnaaity took place, and these were of three
different kinds. We will now describe these, begngnwith the patterns of reciprocity found in this
case, then the three kinds of reciprocity iderdifiend lastly some further themes of reciprocity.
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Patterns Of Reciprocity

Reciprocity can happen between only two partiesplien several parties are
involved, which creates a pattern of reciprocitythis section, two patterns relating to recipnpcit
as it was found in the case of Travel Tours whidhlve analysed. Firstly, the networks of
reciprocity on which Travel Tours relied in ordergrovide their services will be addressed. And
secondly it will be analysed how Travel Tours fumeed as a hub for some of these networks,

having a collecting and redistributing role. Welwsthart with the networks of reciprocity.

Reciprocity Networks

TT relied on a large network of reciprocity proass order to be able to deliver the
services that they provided, services which aregdahe formal reciprocity taking place between

them and the travel agencies. To illustrate we stdlt with some empirical observations.

EMPIRICAL OBSERVATIONS: NETWORKS OF RECIPROCITY

One call observed at the helpdesk was from a travel agency employee. A couple is on holiday
in Mexico and the wife will celebrate her 60" birthday during the vacation. Some friends want to send
her some champagne, so they have asked the travel agency employee how much it would cost to
send her a bottle and how much swimming with dolphins would cost. The travel agency employee
has contacted Travel Tours about this earlier and is now calling helpdesk to get an update on the
matter. The female Travel Tours employee receiving the call looks up the matter in the software
system where she can see that another (male) Travel Tours employee has written the price of
swimming with dolphins in the software system and that the price of champagne will follow. She tells
the travel agency employee this and then calls her male colleague to establish where he got the
information from and whether he can provide the price of champagne now as the wife’s birthday is
only two days away. He replies that he has already contacted a supplier regarding this but will soon
give an update on the matter. The female Travel Tours employee then re-sends the information to
the travel agency and calls the travel agency employee back to let her know that she has re-sent her
the information regarding the dolphins and that the champagne price is also on its way very soon.

The travel agency employee replies that she will tell the friends of the couple this.
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There are also several parallel networks in which Travel Tours do not have a direct role, but
nevertheless rely on to be able to do provide their services. An employee who worked with changing
and updating ticket prices in the software stated that all basic price entry into the system was made
by a company in a neighbouring country as simple data entry work. And an employee in the
helpdesk section explained that Travel Tours did not handle money transfers for tickets and handling
fees themselves. Instead an international organisation called BSP (Bank Settlement Plan) dealt with
all money transfers between airlines and travel agencies across all currencies in the entire world. It
had branches in many different countries. In case of a ticket refund, this process went via BSP and
from there the money would be returned to Travel Tours. In either case, Travel Tours has a
responsibility in the reciprocal relations it has; as a helpdesk employee remarked about hotel room
bookings in far away destinations: “we are that guaranteed control, so the agents can trust it when

rooms are booked”.

ANALYSIS

The example of the phone call for the helpdeslkadepent shows how complex the
networks on which Travel Tours relies are. Thereawaany elements involved in this case: The
couple on holiday, their friends, the travel agersgweral employees at Travel Tours, the provider
of champagne, and the provider of the swimming @dlphins experience. And many more
elements could have been involved in this one singdjuest. For every particular process of
reciprocity, there are a myriad other processestunh its successful transaction rests. These
processes are tied together in networks, and iresatworks, the reciprocity between Travel Tours
and the travel agencies plays an active role. iBlise case in the networks of for example the
airlines, the local agents and the hotels. As #ipdesk employee stated, the reciprocal relatibns o
these networks must be tended to regularly scetloattain degree of trust is ensured. Other
networks, such as the data entry company and B®Rarallel to Travel Tours, but are no less
vital to their successful functioning. At Traveldrs, they were conscious about the importance of
such networks, which is why they spent money oataorg them (as will be evident below in the
case of the courses offered to trainees). In Malgki's conceptualisation (1922), reciprocity was
described as an extensive and complex systemesthdanges between many partners which were
spread far apart and belonged to different grodpshe above example from a phone call to the
helpdesk illustrates, this was the case at Tragatg as well. And these networks correspond to

what Bagozzi (1975) termed complex exchange intti&t consist of a circle or chain of exchanges
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on which they depend; something which is true fmthlihe case of enquiry about champagne and
swimming with dolphins described above, but alsoghrallel networks. In this way, the
reciprocity not only depended on these networkspiitsisted of them, wasthem. Furthermore, the
networks merged into a pattern of generalised recity (Sahlins 1972) as the exchanges often
took the form of delayed “favours”. For examplesréhwere several providers of champagne (and
almost anything else); in such a situation, chapsindo business with one provider could be
considered a “favour” and as various businessofiesrying regularity formed, they merged into a
network of generalised reciprocity. However, Tralvelrs played a particular role in several of

these networks, and this role will now be addressed

Redistribution

Several of the reciprocity networks followed a@pkpattern evolving around a hub.

In several of these networks, it was Travel Toulschv functioned as the central hub.

EMPIRICAL OBSERVATIONS: SUPPLY CHAINS AND SKILL/KN@VLEDGE HUB

As mentioned, the head of sales explained that the travel business was very fragmented;
there were 300-450 travel agencies, many of which were relatively small. As most airlines couldn’t
reach these, many airlines used Travel Tours to get in contact with the travel agencies. Likewise, a
helpdesk employee explained that for hotel rooms, Travel Tours had roughly 50 suppliers of varying
size. Furthermore many smaller hotels were not online so Travel Tours was in contact with them via
email and telephone and then passed information on to the travel agencies; so Travel Tours was the
contact point between these hotels and the travel agencies. The supply chains for flights were
therefore airline — Travel Tours — travel agency — end user; and for hotel bookings they were hotel —
local agent — Travel Tours — travel agency — end user. In other words, every travel sale to an end
user depended on airlines or local contacts in many destinations via a number of links and
reciprocity processes in between.

The central role which Travel Tours played in these networks meant employees had certain
skills and knowledge which was not readily available to other participants. An employee in the IT
department mentioned that they had an agreement with the travel agencies that they could get help
with using Amadeus and Worldspan (the airlines’ global ticket systems) if they bought the access

through Travel Tours, and the IT department at Travel Tours got around 20 calls in a month from
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various travel agencies. Likewise, the employee updating the pricelists in the Travel Tours software
explained that she also sent out news mails. A lot of the news came from the airlines and she would
then assess whether to send it out to the travel agencies, internally in Travel Tours, or not at all.
Helpdesk had a similar function in general with the knowledge they provided. For example, a
helpdesk employee received a phone call from a travel agency employee who needed a price on
how much it would cost for her customers to go on a ferry cruise to three islands off the coast of
Thailand. The helpdesk employee told her that there was a special code which could be entered
instead of the name of the destination city, and that code would automatically show the price in the

system.

ANALYSIS

The networks here described followed the patténedistribution as phenomena such
as services, information, money, skills and knogédere either actively collected or naturally
amassed at Travel Tours. In other words, TravelJ tunctioned as the central hub of these
networks. Polanyi (1944) classified reciprocityoitiiree main patterns. The first was reciprocity,
which was a direct interpersonal exchange; therska@s market exchange, which denoted the de-
personalised anonymous general exchange of thediedly modern Western economic) markets.
The third was redistribution, which has been pcactiin small scale in many tribes where the chief
would gather all food, wealth, and so on, of thieetiand redistribute it so that no one would go
hungry; it has also been attempted practiced anget scale in countries with a communist state
system. Redistributive networks are characterigeldaying one central agent which gathers and
redistributes, and in the supply chains of Traw@lifB, it played this central role; in fact this vitss
main livelihood. Common for both supply chains \itzat there were multiple players in every link
except for Travel Tours which therefore becamectii@ral hub. This was both formally as in the
supply chain example, but the redistributive patt&rreciprocity also existed on a more informal
level in terms of the skills and knowledge whiclavel Tours gained and possessed as a central
hub. Some of this was institutionalised as in thgecof the IT assistance and the news mails, and
some was more based on general experience asendhgple of the phone call about a ferry
cruise. Either way, the Travel Tours employeesroftad an expert knowledge on both travelling
and tickets, but also in the more unofficial areBfrmal reciprocity such as the software systems.
These skills and knowledge was something whictirtneel agency employees either did not have

access to (the airline news), did not have the pwaver to handle themselves as it was a specialised
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area (IT systems), or used so rarely that it waylito be forgotten when it was needed (special
software codes). And so, Travel Tours had a ceptrsition as the distributor and redistributor in
many of these networks which gave them a correspgrsfatus. What was reciprocated was of

three different kinds, and these will now be anadiystarting with formal reciprocity.

Three Kinds Of Reciprocity

What is reciprocated in service encounters is afiyrdifferent kinds, including
objects and products, verbal and non-verbal comaation, signals and symbols, and so on. As
these enter into a process of reciprocity they taka specific value and meaning. Based on the
empirical data, we have divided the reciprocityinigkplace at Travel Tours into three different
kinds as stated in the beginning of this analysdien. We will start with formal reciprocity of
both the official and unofficial kind, progressitigough social reciprocity, and ending with

personal reciprocity.

Formal reciprocity

In its basic form, formal reciprocity provides tte@son d’étre of a service
organisation and consists of a service being pesdrin exchange for the user providing
something else, usually money. This is the kindeafprocity which has been addressed in most
service literature and with which most service nggma concern themselves as it provides the core
livelihood of the organisation. It can be subdiwdeto two kinds, both of which were found in the
case of Travel Tours. The first is the officialr@al reciprocity, which in most service organisasion
consists of one or a very few types of process$&s,what they do”. In addition there is the sedon
kind, the unofficial formal reciprocity, which isohpart of the core service but is rather suppertiv
service processes. Nevertheless they are also lfasithaey consist of concrete actions performed
or information provided either in exchange for mpoe similar, or with the expectation that they
have a direct and important effect on the coreisemffering. Formal reciprocity can therefore be
summarised as the official and unofficial servipesvided in exchange for money or some other

similar kind of reward. We will now give some emp#al examples of these.
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Official Formal Reciprocity

One of the main services that Travel Tours offeissuing airline tickets. All airlines
offer available tickets and prices via a few sofvaystems such as Amadeus and Worldspan, and

the travel agencies can then make a reservatithrese systems.

EMPIRICAL OBSERVATIONS: TICKET BOOKING

An employee in the ticket issuing department of Travel Tours showed how a ticket then
entered an online queue in the Travel Tours ticket issuing software. He then built the ticket up by
adding the airline price and various fees including a handling fee which is charged by Travel Tours.
The individual amounts of the handling fees are decided in special agreements with the travel
agencies. After checking the ticket a final time, it was sent off to the travel agency via the system. He
explained that the CEO and the head of sales negotiate special price agreements with the airlines;
these are written down in contracts which are scanned and put into an additional system. He showed
various examples of these contracts. He also showed how, in addition to the dynamic ticket booking
parts, there was a static system which encompassed the price lists providing the travel agencies with
an overview of tickets and prices. Furthermore, hotel reservations are also provided by Travel Tours
in a hotel section of this system. An employee in the helpdesk department (which handles most
phone calls and emails from users) explained how Travel Tours is in contact with a network of
independent local agents at the various destinations, which in turn have a number of hotels to
choose from. She showed how these hotels could be booked through the system. Finally, bookings
of other services at the destinations can also be provided by Travel Tours. For example, a phone call
to the helpdesk department was observed, during which a travel agency employee contacted Travel
Tours because she needed a price for a cruise to three islands in Thailand. The helpdesk employee
then helped her find it in the system. In general, if there are any problems, changes, additions or
guestions about the tickets, the travel agencies can contact Travel Tours’ helpdesk which can

provide further assistance. They also provide advice and guidance to the travel agencies.

ANALYSIS

The formal value creation for the travel agenci@ssests in three things: issuing

tickets, negotiating cheaper prices with the aadithan are otherwise available in the global
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market, and offering advice and guidance as thegsam lot of experience due to their central
position. When Travel Tours issue a ticket foreawé agency, they expect a handling fee in return.
This is a restricted exchange as Bagozzi (197%ribes it, in that there is equality, one tickat fo
one fee which is negotiated as a reasonable kit is largely simultaneous as the fee is added
on top of the ticket price before it is sent ofthe travel agency. Taking Gronroos’ systematios, t
ticket issuing processes are transactions as &kel issued constitutes a direct single exchange
(2007). Furthermore, although airline agreementsteket fees are individually negotiated, there

is nevertheless an aspect of mass production dbhesg exchanges as many tickets are issued with
a fee on top almost automatically without any fartbontact. As Gronroos has stated, exchange
(versus relationships) often takes place in sutings where little interaction is demanded to
provide the service (2007: 24). The above is thgyp@al example of value-in-exchange as the
service product and the economic value it providetesigned in the back office through
negotiating contracts with airlines and making seteals to give the travel agencies an economic
incentive. Or to take the conceptualisations ofi Raal. (2009), the benefits for the travel agenci
are functional as the exchanges are motivatediliyaan drivers; in the example above it is the
cheapest price for the tickets. In other words ihiwhat Polanyi (1944) calls market exchange as
most reservations only go through the softwareesysind the ticket issuing department and
therefore are relatively anonymous. There is, hayean added element to even this seemingly
simple process of ticket issuing. As the travelrmyebooks the ticket there is an expectation that
Travel Tours will issue it; as Travel Tours issties ticket there is an expectation that the travel
agencies will pay a fee for this; and as the trageincies pay that fee there is an expectation that
this will settle the matter and that they are n@wen”. More than expectations, both parties are
under the obligation to perform these actionséfytivant to continue doing business with each
other. It is this chain or series of mutual expgotes and obligations which constitutes recipracity
Thus reciprocity is more than just exchange; itudes these expectations and obligations tying the
parties together in a bond. So in the ticket isgynrocess there is a reciprocity going on, an
exchange-cum-obligation, in this case what Saldalls a balanced reciprocity (1972). Therefore,
the examples above show how reciprocity encompagisashas been described in the service

marketing literature as exchange.

180



Unofficial Formal Reciprocity

Had the above examples been the only exchangegytplkice between Travel Tours
and the travel agencies, then the only phenomeng tiye latter to the former would be bonds of
convenience (Gronroos 2007: 35), and the travet@gs would only have the economic incentive
to continue using the services of Travel Tours. Ewsv, in addition to the official and formal
processes of reciprocity, there are also a numhbenafficial processes, which are not part of the
core service offering as described above, but rdtimetion as support for the core service offering
and for the travel agencies. Nevertheless thegtdléormal as these are part of the total service
offering provided by Travel Tours. We will now dese one such additional service in more detail.

EMPIRICAL OBSERVATIONS: CATALOGUES

TT makes travel catalogues for their users, the travel agencies, to hand out to the end users,
the people or organisations booking a travel. Some catalogues are regularly issues annually or
every second year, other catalogues are only made once or a few times. The department producing
the catalogues was simply known by the employees at Travel Tours as “the production” in daily
mention. The head of the department stated that it was started “informally” by two employees who
had knowledge of the destinations. At the time of the fieldwork, however, it had been formalised with
regular issues and a systematic contact with the travel agencies. He mentioned that for every
catalogue issued, Travel Tours have a meeting with the interested travel agencies and afterwards
Travel Tours asks the 3 — 5 travel agencies which mostly sell the tickets to that destination to state
what should be included in their view.

The process of making a catalogue was described by the department head as follows. It could
begin with the tourist office of a destination approaching Travel Tours. In this concrete case,
however, a major airline had opened up a new route to Dubai. They then approached Travel Tours
and asked them to make a catalogue and offered to pay for it. In the department head’s words, the
airline “begs for it”, to which he commented: “if we help them, then they will probably also help us”.
He explained that the decision to make a catalogue could also be made on the grounds of a market
analysis or an employee at Travel Tours, who had travelled to that destination. Further knowledge
about the destination was then sourced at travelling business fairs or from local agents. He
mentioned that when deciding to make a catalogue, other factors such as accessibility and price are
also included. Afterwards Travel Tours had a meeting with the travel agencies that sell most of the
tickets for that destination, after which these were included in the creation process. Then specific

ideas were selected and the catalogue was created. “We are known for expertise” as the department
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head stated, “not for standard items”. He also explained that in addition to this, travel agencies are
welcome to make use of Travel Tours’ contacts and knowledge if they wish to make their own
arrangements. Furthermore, a helpdesk employee stated that Travel Tours offers various extra
services in addition to the airline tickets and hotel reservations. These can be anything from car
rental to experiences and about 10% of these were included in the catalogues, the rest could be

found in the system.

ANALYSIS

With a process such as the above we are movingrtt®swelationship marketing.
There is no clear-cut line between official andffio@l formal reciprocity. For example, the advice
given to the travel agencies by the helpdesk deyeant could be considered unofficial reciprocity
and not part of the core product of issuing ticketise the advice given, the above is a pattern of
complex exchange (Bagozzi 1975). There are elenoémlisect exchange between the social actors
involved, in the example the department head expththese were the airline that had opened a
new route and Travel Tours. But these elements pateof a much more complex system of
interconnecting reciprocities and relationshipsudmg local agents, tourist offices and the travel
agenciesEven travel agencies that only sold a few ticket®abai and therefore were not included
in the catalogue design process would be ableneflidrom this if they were regular users of
Travel Tours. Gronroos has stated that it is ingodrfor a relation ship marketing based service to
have value-adding processes based on the longrieeds of the users in addition to the technical
solutions offered as the main service product (280J. The catalogue process is just this as isadd
value to the travel agencies by helping them s ravels and extra experiences, and these
catalogues therefore also cater to their long-teeeds. And the catalogues, which have a high
degree of customisation, are offered in additiotheotechnical solution provided by the software
systems. Furthermore, as the origins of a catalagei@ mixture between interest and request, this
is another example of a reciprocity process in Wiage part asks for something expecting
something else in return, in this case a cataléguehich the expected response is loyalty and the
aim of selling more tickets, which in turn is exggtto bring in more income from handling fees
and closer relations and so on. In fact, the mboweof Travel Tours for agreeing to the deal is
made clear by the department head in the quotéitlveg help them, then they will probably also

help us”, implying not just the loyalty expectedt llso hopes for concrete help (which could for
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instance be if tickets need to be changed afteoffi@al deadline, in such cases, special
concessions often happened). Two important elenoémeciprocity as analysed by Mauss (1925)
can be seen here; firstly, the expectation thattumterpart will fulfil their obligation to
reciprocate. Secondly, Travel Tours are doing lie¢hairline and the travel agencies a favour by
choosing to make this catalogue, but the pricdaff dlecision is vague. After a while it becomes
impossible for the reciprocating parties to sdtikescore so to speak, and a lasting network of
mutual indebtedness is created fuelling furtheiprecity. And so, in this case there is reciprocity
both between Travel Tours and the airlines and éetw ravel Tours and the travel agencies. The
value created is also moving towards a value-in-Uk&s is still a case of value-in-exchange in the
sense that the value of the service product igydesiin a back office and then put on the market,
but as the product is also co-created with useldtavalue of a catalogue comes into effect when
it is used by the travel agencies and shown touseds, there are also elements of value-in-use.

At Travel Tours they valued the unofficial recipity and were looking to increase it.
In some cases it would lead to direct profits;dgample they were looking into selling
transportation from the destination airport to lio¢el. In other cases it had a supportive funotibn
the core service product; for example the onlirghflprice lists in the software system. The
employee creating these entered, changed and grasesl based on mails from the airlines, but
also based on reactions coming either via the leslpdr from the travel agencies directly in the
form of emails or telephone calls, stating eitlt something was wrong or asking questions; in
other words, based on reciprocity of informatiovwegi and actions expected in return. Lastly, there
were also cases, like the catalogue creation psatescribed above, where the extra reciprocity
process was assumed to give them a competitiventatty@ The observations also show how
certain instances of reciprocity were dependerdragven instigated by other processes of
reciprocity. In that case, the investment was oéteeady paid for. The following observations of
the educational institution provided by Travel Towill show how important it was to Travel
Tours to play an active and central part in theastrs of unofficial reciprocity even when these
were made a deficit rather than a profit.

EMPIRICAL OBSERVATIONS: EDUCATION

One of the many side activities of Travel Tours was providing an education the employees in

the travel agencies. For this purpose, Travel Tours has a training school which offers courses in
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IATA certification, Amadeus and Worldspan (the airline ticket software systems) and other courses.
The topics included price calculation, geography, marketing and so on. The CEO stated that as this
is the only certified education of this type in the sector, there is a demand for this. He recounted that
the travel agency association originally provided these courses, but as they stopped, a private school
was started; but this was also discontinued. After this Travel Tours hired someone to teach the
courses and bought the school. The employee responsible for the school explained that they now
ran it in a reduced form which only offers courses (rather than being a full administrative unit in its
own right). She also had other functions at Travel Tours, so the course education primarily took
place as evening classes. The course catered to different users. The CEO explained that normally,
apprentices in travel agencies had to pass another education from a school of commerce, but that in
his view the education offered there was of poor quality. Therefore Travel Tours and some travel
agencies only hired trainees as they were not acquired to get that education, but instead they were
required to pass the course on the Travel Tours trainee school. The courses offered by the latter
were also directed at those who wished to start up a travel agency. The CEO admitted that the
school was not making any profits, and the employee running the courses also noted that the
attendance numbers were decreasing. She explained that they had advertised the courses, but then

sighingly remarked that “the need is huge, but the interest is not there”.

ANALYSIS

As the school is not making profits and the pemmployed to run it also has other
job functions in Travel Tours, these are not thenmeasons for Travel Tours to run it. Rather there
are two other reasons having to do with generaks@tiange (Bagozzi 1975) and the total ongoing
service offering (Gronroos 2007). As the particiigant the courses pay for these, this might
resemble a simple direct exchange in Bagozzi'ses€l75); but since the school is not generating
a profit, the reasons of Travel Tours for runningather have to do with generalised exchange
(Bagozzi 1975) or generalised reciprocity (Sahlif$2). The motivations of such a pattern are less
altruistic than they might appear. Although prouglihe courses is assumed to help the entire
travel business community (which in itself is alsdl'ravel Tours’ advantage), teaching them also
provides Travel Tours with ties to both their owsers and other travel agencies which are potential
users. In other words, although generalised thssiligeciprocity as Travel Tours expect something
in return, in this case social relations and aregposition of knowledge, as well as the prestifje
being the only organisation providing the cour3éwre is also another reason for running the

school. Gronroos has stated that a service orgamsaishing to engage in relationship marketing
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must offer other supportive services to their na@re service (2007: 30). Running the school does
exactly that, it provides Travel Tours with anotbend of unofficial reciprocity with their users

and thereby they expand their total ongoing sereftering. And so, regarding the division of
Gronroos (2007, and also service marketing liteesitu general) between exchange and relation,
the empirical data have shown both exchange aatdarships, yet still within the spectrum of
reciprocity. The dwindling attendance numbers amerest also show that there are limits to the
different kinds of formal reciprocity which can batiated by a service organisation; apparently the
school courses did not generate enough interéseinsers. So in addition to the official reciptgci
there are a number of unofficial but related kinflseciprocity, but there is always the risk thaeo
kind fails. This does not threaten the existencineforganisation as the unofficial reciprocityc
part of the core service offering or “reciprocitiyeving”.

It does, however, show an important differencevieen official and unofficial formal
reciprocity. Official reciprocity is the livelihoodf the organisation, its core service or “recipiypc
offering”; unofficial reciprocity is also a formaltivity and part of the total ongoing service
offering (Gronroos 2007), but in a supportive réds.mentioned above, the unofficial reciprocity
can have the aim of generating profits (for exan@asportation from the airport to the hotel), can
be an important support of the main service offétguiating lists of flight prices), or can benefit
the organisation in other ways thereby givingdbanpetitive advantage (making catalogues,
providing courses). Furthermore, the interchangkmg) place through the service encounters were
both exchange in Bagozzi's (1975) and Grénroos0{@&ense of singular equal and relatively
simultaneous transactions, but there were alscaictiens and relationships in a formal economic
sense. The services may be exchanged for monethdyutvere also performed in a way so that a
positive ongoing relationship could be built up anadintained. In other words, there was an
expectation of continued exchange and an obligat@ontinue these processes; in essence there
was reciprocity (Malinowski 1922, Mauss 1925). histway, reciprocity encompasses both
exchange as a single service performed obligatiagiser to reciprocate, and relationships as more
complex ongoing service offerings engaging the usearore long-term series of interchanges and a
“mutual way of thinking” between user and provig@érénroos 2007: 36). Therefore there are
many different types of reciprocity in which Travi@urs engages besides the series of transactions
in their core areas such as issuing tickets antihgut handling fee on top of price. The multitude
of different kinds of formal reciprocity going on the service encounters of Travel Tours shows

the many elements of which the “total, ongoing mereffering” (Gronroos 2007: 31) consists. It
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also shows how complex service encounters arehawdmany different elements of reciprocity
are involved over the course of time.

Nevertheless, both the official and unofficial edies are formal reciprocity, they
provide a concrete service with the expectatiohtti@acounterpart will live up to their obligatioif
reciprocating something else in return. But theeeadso other kinds of reciprocity going on
through the service encounters. These are not fomtiae sense that they offer a service in return
for money or something similar; rather, they aferimal and take place on different levels or layers
which can be more symbolic and even less tanditaethe formal (but are not necessarily so). One
such layer is the interpersonal level; here prazes$ social reciprocity take place, and they will
now be addressed.

Social Reciprocity

Social reciprocity takes place on a collectiveelelt is an exchange of informal
phenomena through interaction and communicatiaoftdin takes the form of interpersonal
statements and social interaction. It can expresgpgoelonging, a particular status of a person (fo
example being powerful or accepted), or any saeiation; as well as convey a social image of
oneself or someone else. This kind of reciproatgfien either overlooked in service theory, as it
conceptualised as employee attitude or the likemmre than this it involves processes of
reciprocity between the service provider and thersudt could be described as chit-chat or small
talk and spare time activities which serve to @esaicial bonds between those involved. Below is
observation data of two cases of social reciprocity

EMPIRICAL OBSERVATIONS: HELPDESK AND THE AIRLINES

During the period of observation, there was one metaphor which kept reappearing in the
statements of both Travel Tours employees and employees in the travel agencies. It was the
metaphor of family. The CEO explained that because of the limited number and size of the travel
agencies and the extremely limited number of tour operators like themselves, everyone knew
everyone else and it was “like one big family”. Employees in other departments used the same

metaphor, and so did employees in the travel agencies which were interviewed. Likewise, an
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employee in the hotel section of the helpdesk department stated that out of all the travel agencies
that used them, there were 20-30 which the hotel section was mostly in contact with. She explained
that the employees in Travel Tours felt they knew those better and that she thought Travel Tours had
a “familiar and friendly relation” to most of the employees in those travel agencies. In fact, they also
met up outside working hours during the summer for barbecues or around Christmas for a traditional
Christmas lunch. She confided that “that also helps creating those bonds that we have”. During
many of the phone calls observed between helpdesk and such travel agencies, the first minute or
two consisted of a concrete reciprocation of phrases of politeness, apologies, questions, comments
and so on; for example “how are you doing, is everything well?” or “I'm sorry, it's been so busy over
here today, have you guys been busy too?” and so on.

The travel agency business is divided into business travel agencies of which there are very
few, only 5-10 and leisure travel agencies of which there are 300-450 according to the head of sales.
He explained that due to the fragmented structure of the business and numerous travel agencies,
the airlines, which are mostly large international companies, do not have the means of reaching such
a vast number. Especially the many small travel agencies are difficult for the airlines to reach, but
many of these small ones use tour operators such as BK. Therefore, the airlines used the tour
operators to get connected with the travel agencies. The head of sales described that the airlines
used social gatherings to which many travel agencies were invited. As Travel Tours had the contacts
to the travel agencies, they offered to host and organise it, and the airlines would then pay the
expenses. Such events could take place in the large modern lunch room and on the roof terrace and
would usually feature both food and social mingling as well as a presentation by the airline which

could vary from someone saying a few sentences to a more extensive presentation.

ANALYSIS

Social reciprocity often takes place in a moramgiible and indefinable form than
formal reciprocity, although it can also have ayvancrete form such as when the social
interaction is organised as above. The motivatirpérticipating in social reciprocity is linked to
the perceived social benefits which “make peopét ¢eoser to one another or portray a desired
image to others” (Paul et al. 2009). This is whatflamily-metaphor expresses, it is not just social
relations but a group belonging. Those included gaspecial status as one of the family, and so the
travel agencies are cast in a positive image, waisb reflects positively on the sender of that
image, Travel Tours. In this way, relationshipsemacted through social reciprocity as seen in the
small talk of the helpdesk employees. As thisisgtis in a saturated and mature market of

business-to-business relations in the service satttompletely fulfils all the criteria set by
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Groénroos (2007) on when to engage in relationshagketing. The phrases and comments are more
than polite, they express an attitude of trust@arihg, a “mutual way of thinking” (2007: 36), and
thereby reflect a mindset of mutual commitment othta formal and a social level. However, it
should be emphasised that this was not relationshieting in an instrumental sense, but social
reciprocity in a natural organic sense. The snad#ltl was not strategically designed deliberatelg as
relationship marketing strategy, but rather it wasial reciprocity which grew organically from the
setting because of the right conditions as expdessthe family metaphor; it was not forced but
sincere. As Malinowski has remarked, participantgeciprocity often only know the processes
with which they are directly involved, they do rsete the larger pattern of reciprocity (1922: 83).
The helpdesk employees engaged in the small tdlketause they intentionally wished to take
part in some elaborate scheme of social reciproitybecause this was simply how they related to
many of the users. Another characteristic of thatienship model is value-in-use of a service,
rather than a value-in-exchange designed in thk dffice, and the social reciprocity taking place
during the daily service encounters of the helpdegkemented and increased this value-in-use
both by helping the users and thereby making ree#&sr the users to use the service, and by
making it pleasant to ask for and receive such.help

On the social level the reciprocity aspects becquoie clear. As politeness and care
is expressed by metaphors and phrases, the recengliged to reciprocate or he or she will
appear impolite and uncaring. Social reciprocitglg the motivation for Travel Tours to host the
social gatherings for the airlines. Using the pcattexcuse that they have the necessary
connections to the travel agencies, Travel Towrates a forum for social exchange between both
themselves and their suppliers, and between theesahd their users. In this way, both will feel
obligated to use Travel Tours’ services. Malinowdld22) has described in detail how reciprocity
involves not only certain rules, but also specistoms and ceremonies during which to take place;
the promotion parties were one such type of cergmdnch provided an occasion for the creation
and maintenance of social reciprocity. From theieng data, it was impossible to say which
created or caused which, the reciprocity or thatie@hs, they went inseparably together like the
proverbial chicken and egg. But often the socielpmcity was not an activity in its own right, but
rather an aspect of interaction and communicatismg a series of empirical examples, we will

now convey how this functioned as an aspect ofthes
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EMPIRICAL OBSERVATIONS: VARIOUS CASES OF SOCIAL RERROCITY AS AN
ASPECT

Some examples of the social reciprocity as an integrated aspect of other kinds of reciprocity
have already been touched upon. When asked why Travel Tours ran the courses mentioned in the
formal reciprocity section, the CEO stated that “it's a marketing thing” implying the social motivation
of it. Similarly, in choosing to create one catalogue over another, Travel Tours helped out certain
airlines and travel agencies and in a sense did them a favour. Another example was the general
advice and guidance provided by the helpdesk which had social aspects to it. In fact, a helpdesk
employee explained that in situations where a travel agency needed to change a ticket booking after
a deadline had been passed, helpdesk employees would sometimes step in on behalf of the travel
agency and negotiate this with the airline because they wanted to help them.

But more than this, social interaction can also help the communication of more formal
phenomena. For example, an employee in the IT department recounted that he had been called out
to a travel agency which had an urgent problem. During the three days he spent with the users
solving the problem, many other issues were raised and questions posed, which on his opinion
would not have come to the fore otherwise. Similarly, the head of sales explained how ideas for
innovation often came from users and suppliers through the salesmen who had direct face-to-face
contact with these and therefore could interact in a more informal way. The ideas typically came in
an oral form. Several helpdesk employees also stated that ideas for innovation could come when
they were talking with the users on the phone or writing emails back and forth. Finally, the catalogue
production department had direct personal contact with both suppliers and users and the head of the
department reported a similar impression; that ideas were often stated during informal meetings as
well as during conversation before and after these meetings. Even the CEO acknowledged the social
nature of the entire business. He stated that the “users sponsor us with [several] millions per year”
by using Travel Tours and not a competitor. Looking back at the history of the organisation he also
remarked that “one of the most important things for us is that we have had the suppliers as our
ambassadors”.

ANALYSIS

The "marketing thing” statement by the CEO wasay wf expressing that the courses
gave Travel Tours social connections with the ysbestravel agencies. Both in the sense that they
had a central social standing in the businesseaswere the only ones offering the courses, buat als
in a more specific sense as those educated wentather work in travel agencies or start one up.
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In either case, it induced social relations witergsand potential users. Likewise, the advice and
help of the helpdesk could be considered socigbrecity or at least there were social aspects to
that reciprocity as there was no direct price foit was given willingly free of charge both tolpe
ease the use of the formal services offered, lsota a favour, to bond travel agencies closer to
them. When helpdesk employees negotiate on behtiledravel agencies there is both a formal
aspect as this helps a ticket sale (and therebyelaurs get their handling fee) and a social elspe
of helping the travel agencies and keeping goodkualations. These are processes of reciprocity
and mutual obligation (Mauss 1925). As the tragarey approaches the helpdesk, they expect or
at least hope for some assistance in making teerce function properly, and when the helpdesk
provides this, they might expect other things sagloyalty, good social relations and future sales
in return. And as the examples of the IT employstthe statements of the head of sales show,
social reciprocity also changes the nature anchexteformal reciprocity as the informal

interaction induces a more rich communication tgftowhich the user may state hitherto unspoken
issues or questions or ideas. Similar processgsead in the cases of the helpdesk and the
catalogue production department, wherever theremaae extensive contact with users (and
suppliers) which included social reciprocity. Femmore, in a free market with several competitors,
the user usually has a choice; that choice encosepascial aspects as it is unlikely that most
companies today would do business with an orgaarsathich they disliked. It is this social choice
and the decision of the users to continue to danbas with Travel Tours which the CEO
acknowledged in his use of the word “sponsor”. e axpressed the importance of the social

aspects of reciprocity in his example of the swgrplbeing Travel Tours’ “ambassadors”, indeed
loyalty is more than economic calculation, it afes a distinctly social side to it.

One might say that social reciprocity works ashaitant, in that it induces
communication which not only eases any possib&idm in interaction of formal reciprocity
(service use), but also increases the likelihoadl eisers will go beyond formal reciprocity and for
example give more details or state ideas for intiomaln other words, many cases of reciprocity
observed were a combination of utilitarian and sghatexchange, what Bagozzi termed mixed
exchange (1975). The social reciprocity is rar@geldirectly and for money or a similar reward, it
is rather a symbolic or mediated experience engagkmt what it means to the participants (Levy
1959). And it serves a very important purpose wisdo bond the users closer to the provider. Not
just on a formal business level, but also on aorm&l level of social interaction and knowledge of

each other’s organisations (as well as parthemigsgtions such as airlines). In his explanation of
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relationship marketing, Gronroos states that “algfoexchanges still take place, in ongoing
relationships with continuous contacts between buger and seller/supplier it is difficult, if not
impossible, to determine when an exchange toolepk&©007: 25). This expresses an
institutionalisation of the mutual way of thinkinghe empirical material shows how social
relations, group belonging, status, image, ands@@ expressed through an intangible reciprocity
of symbolic statements and informal interactions lthis which constitutes social reciprocity. And
the many processes of social reciprocity takingglduring the service encounters between Travel
Tours and the travel agencies have the effecteaftrg interrelations between them. Part of the
social reciprocity is calculated and organisednaghen Travel Tours hosts promotion parties; but
to a large extent the social reciprocity is sirm#tausly creating and growing naturally from a
positive and socially active environment. In additithere is one more layer of reciprocity which is
also informal, but unlike social reciprocity thimé takes place between single individuals; this is

the level of personal reciprocity, which will nowe bddressed.

Personal Reciprocity

The third and last level of reciprocity found iretservice encounters of Travel Tours
was personal reciprocity, and it also stretchedhbdythese encounters. It is characterised by taking
place between individual persons and often (bunecessarily) holds an element of emotion in its
content. It is often symbolic, but in a psychol@jiway. At this level one finds for example
statements of friendship and feelings of acceptancdesatisfaction. Like social reciprocity, it can
be seen in separate processes, but is more ofarasean aspect of the reciprocity processes taking

place. This aspect will now be described and aedlys

EMPIRICAL OBSERVATIONS: HELPDESK AND SALES

One relatively salient example of personal reciprocity appeared during the observations of the
helpdesk department. An employee answered many of the phone calls with phrases such as “oh hi
hon” and “hello sweetie” after having established who she was talking to, and generally seemed very
friendly and personable during phone conversations. Not only was she laughing and small talking,

she also asked questions about how the caller was doing. She explained that she felt she knew
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many of these people because she talked to them so often, despite the fact that she had never met
many of these face to face. Several other employees showed similar behaviour, sometimes doing
little personal favours for users they knew well such as correcting something in the software system
so they did not have to. Furthermore, as explained earlier the Travel Tours employees met some of
the users during the summer for barbecues or around Christmas for a traditional lunch, which helped
create some ties. These ties were not just of a social but also of a personal nature. One helpdesk
employee mentioned that she also met up with some of the travel agency employees in her own
spare time, and that in fact this was very common for her colleagues too. In addition to the metaphor
of being “familiar” the employees at Travel Tours and the travel agencies also frequently used the
word “friendly” about other employees at Travel Tours and the travel agencies.

It was, however, not just in helpdesk that people had personal ties, this was the case across
all departments of Travel Tours. And these ties were important to them. In talking about the personal
ties inside the business, the head of sales stated: “I have many friends who tell me: Get out of that
travel business. You can make a lot more money other places. But | can't give this up”. Several other
employees expressed similar views. In fact, several (including the head of sales) stated that the
business was very intertwined"; employees at Travel Tours and the travel agencies were friends with
each other, many changed jobs between on and the other, and many even ended up marrying each

other.

ANALYSIS

As the method of listening to live calls at thépldesk did not include interviewing
the users on the phone, it was not possible taméte whether those who called the helpdesk
employee shared her amicable sentiments, but deshither these were real friendships or not,
the greetings and phrases used were still symbugits of friendship which were reciprocated in
kind, and so constituted personal reciprocity. $beial occasions involving employees at both
Travel Tours and the travel agencies show thaethex a number of informal bonds or ties of both
a collective social and an individual personal ratietween them. This is an important motivation
for working there for some like the head of salé®wn his statement quoting his friends expressed
that the personal contacts and friendships wengedahigher by him than money. So in this case
there is reciprocity at the personal level toonasvidual politenesses, signs of friendship and

personal ties were offered, these were reciprodatkohd and scope.

! The specific word used by the head of sales wadstiist” which is almost untranslatable but is aledi by The
Danish Dictionarylfttp://ordnet.dk/ddpas a group of people “that work closely togetsepport and protect each
other and reject all external interference or @stn”.
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This concurs with Malinowski’s conceptualisationre€iprocity in which it creates
lasting bonds and ultimately the formation and rremiance of a community (1922). Though some
examples of personal reciprocity were seen as uthe employees, others were less obviously to
them. For example, the friendships they had wesa a8 private despite being created though the
professional contact. Likewise, in his analysekin$hip structures, Sahlins explains that one ef th
basic phenomena exchanged are women (1972); theages could thus be said to be part of (in
this case very) personal reciprocity. However, ttke friendships these were not necessarily seen as
such; again echoing Malinowski’s statement thaséhparticipating in reciprocity do not always see
the complete pattern in its entirety (1922: 83)vé&itheless, an important point of Sahlins (1972)
was that reciprocity creates not only a systentiegration (as reflected in the family metaphor and
the exchange of staff members between Travel Tanuighe travel agencies) but also friendships
since it involves repeated contact with otherssTarresponds with the personal friendships
observed.

Furthermore, using Bagozzi's division of utilitariand symbolic exchange (1975),
personal reciprocity involved both utilitarian excige (such as personal favours) and symbolic
exchange (such as signs of friendship); in fasigis an integrated part of social and formal
reciprocity. There is, however, one point at which observations digress from the literature.
Unlike the analysis of repeat purchase driversduy Bt al., which discusses psychological benefits
“that satisfy important intrinsic, self-orientedajs” (2009: 225), personal reciprocity implies ssle
instrumental conceptualisation; it rather descritlese personal ties. As a concept, personal
reciprocity is less concerned with goals but rathigh genuine emotions, personal interrelations,
friendships, marriages, and so on.

In addition to the three kinds of reciprocity whilsave been analysed so far — formal,
social and personal — there are some further theegesding the way reciprocity occurred and was
managed as found in this case. They cut acrosdivison of reciprocity into three kinds and will

therefore now be discussed separately.

Themes Of Reciprocity

In this section we will analyse two further thenoéseciprocity which cut across the

tripartite division made in the previous sectiofise first concerns the ways employees at Travel
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Tours engaged in reciprocity. At times employee$ravel Tours were very conscious about the
reciprocity which they provided and took measuceetfy and institutionalise these processes. The
second theme concerns how one kind of reciprocity @eften combined with another, as mentioned
earlier. Furthermore, there were also examplesiefkind being intentionally or unintentionally

disguised as another. These themes will now besaddd.

Conscious Reciprocity

In some of the networks, Travel Tours naturally baddistributive position due to
higher levels of experience. But in some cases/elfBours actively and consciously attempted to
consolidate their role as the central hub. So Trawars actively created and took such a central
position, for example by helping travel agenciethuhe airline ticket booking software or, as
described earlier, through training travel agenopleyees. As the CEO remarked, the courses
were not making a profit but “it is a marketingrii. As this was the only place offering the
courses, it helped establishing Travel Tours asnéral hub of reciprocity involving knowledge.

And there were further examples of such a cons@appsoach to reciprocity.

EMPIRICAL OBSERVATIONS: CONSCIOUS DECISIONS OF REROCITY

At Travel Tours, employees were sometimes very conscious about the decisions they made to
engage in a relation or project. One example of this has already been mentioned. It was found in a
remark by the head of the catalogue department about the decision to make a catalogue when
prompted by a major airline: “If we help them, then they will probably also help us”. Sometimes the
travel agencies would also consciously use Travel Tours as a middle man towards the air lines. For
example, a female helpdesk employee explained that if a travel agency wished to change or get a
refund for a ticket after the deadline has passed, they would need to contact the airline directly.
Though some did this themselves, other travel agencies preferred that Travel Tours and the
helpdesk department did this for them, which she described as “calling in a favour”. Though there
were rejections, in most cases they were allowed to do so. A similar example was found within the
area of hotel bookings. A helpdesk employee explained that in case a travel agency wishes to make
an annulment of booked rooms, Travel Tours could give a full refund and they could even wave their

own booking fee. But this was considered an extra service for the user and such cases were
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registered at the bookkeeping department, which kept lists of the favours Travel Tours had made.
These lists could then later be used when the travel agencies contacted Travel Tours.

In some cases this went beyond being very conscious, some reciprocity processes were
made explicit or regular. A helpdesk employee showed how they often sent oral agreements out to
the travel agencies in writing so that the user would have proof of what was agreed, and to make
sure there were no misunderstandings. This was something done regularly. The CEO explained
about the intentions to make other things regular, such as a particular new edition of one of the
software programs. He wanted to “sell it to the travel agencies”. The intention was “to tie them in with

the system” by making them used to using it and get value from it.

ANALYSIS

As seen from the catalogue example, in some ¢hsemmployees at Travel Tours
were well aware of how the principle of reciproaigrks, the (often delayed) obligation to
reciprocate when something is given or performedh&t case it was a catalogue for a destination,
airline or travel agency. And the employees at &dwurs used this principle consciously, as
when the helpdesk employees apply the same prantgheir users, the travel agencies. When
Travel Tours, which is a major hub in the businegsps in on behalf of a travel agency that needs
some tickets or hotel rooms annulled, it is doimg travel agency a favour. One of the principles of
Mauss’ conceptualisation of reciprocity is that e of a favour is vague and it therefore
becomes impossible to settle the score so to 4&&6). This is then the mechanism used by
Travel Tours not just to put other parties in syfiddebt to them, but to create ongoing reciprocity
processes with other parties, thereby putting Trawars in the exact central position discussed
above.

This is done not just in a conscious, but evematesjic way as the example of the
hotel room refunds and the bookkeeping departmesmteashows; though the score may be
impossible to settle, at least a score is keptdeioto be used strategically later. Likewise, the
reciprocity processes of the service encounterd@amented by helpdesk, as in when they send
out agreements in writing. Though this may be anfdisation of reciprocity for legal reasons, it
nevertheless has the effect of making sure thatetiprocity agreed on does not vanish or is
forgotten (in which case it might as well never é#aken place). So the agreements are written
down and thereby reified and lasting, and thigngsteciprocity is made explicit. Another form of

reification — or, rather, intentions thereof —asifid in the CEO’s statements on tying the travel
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agencies in with the new edition of the softwarakMg it regularly used means the particular form
of reciprocity is tied in with the relations betwe€ravel Tours and the travel agencies, it becomes
institutionalised and thereby reified. Again, tlis conscious decision and deliberate wish of
Travel Tours. Mauss has described how exchangeateactual as they involve the three
obligations to give, receive and reciprocate; anslthe contractuality of these exchanges whieh th
CEO and employees at Travel Tours use. No douhdtladr parties were equally conscious of their
decisions to enter into a particular instance ofpr@city with Travel Tours. Nevertheless, by
documenting or institutionalising and thereby reiyreciprocity processes and by using them
consciously and strategically, Travel Tours arégricing future service encounters with the other
parties; they are, in effect, ensuring a networkecfprocity centred on themselves as the
redistributor. In Bagozzi's (1975) division of camsusly and unconsciously designed exchange,
there were examples of both at Travel Tours. Inyra@ses the reciprocity was not a consciously
strategic decision. For example, often social meaiy was not consciously used, and in the case of
personal reciprocity, there were personal favoutghey were not used consciously in an overall
strategic plan. In the above examples, howeveretias a clear calculation of reciprocity for

relation purposes.

Combination

Of course, since the three different kinds ofpemtity discussed earlier were found at
Travel Tours, this meant that they were generalinlgined in the service encounters and in the
setting overall. But there were some cases whenewere combined in specific instances or

departments. And in some cases, one kind of regiyroould also be disguised as another.

EMPIRICAL OBSERVATIONS: COMBINATIONS AND GUISES OBIFFERENT KINDS OF
RECIPROCITY

The IT department served several purposes. An employee explained that not only were
employees expected to service the computers at Travel Tours and keep them up to date, they also
had standing agreements of providing support to three travel agencies which were regular users.

Also, they helped all travel agencies with any problems related to the airline ticket software systems
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Amadeus and Worldspan, provided that access to these was bought through Travel Tours. In
addition, they could also assist in case of acute problems. For example, as mentioned earlier, when
a travel agency had an urgent problem a Travel Tours employee spent three days at the travel
agency fixing the problem. Another travel agency had computers and printers set up so that they
would auto-print e-tickets. In this way, the IT department employees would take time out of their
already full schedules as a favour to help any travel agency asking for assistance. But according to
the IT department employee, even the private laptops of employees in the travel agencies could be
fixed by them in return for a bill, which happened 5-10 times in a month. In other words, the IT
department had service encounters involving formal, social and personal reciprocity.

Another example of a department combining different kinds of reciprocity was the helpdesk.
During phone calls and in emails, the formal business which was the reason for the calls or mails
was combined with social chatter and even personal statements and questions, as described earlier.
When asked about the very friendly and sometimes personal tone of communication, some
employees would explain as described in the section about personal reciprocity. However, there
were some who said it was more politeness than real friendship. One helpdesk employee explained
that there were too many users to know them all personally, so for her it was really a form more than
actual content. There were other examples of using one form of reciprocity instead of or in addition
to another, such as the social events organised by the airlines and hosted by Travel Tours. Even the
CEO portrayed one form of reciprocity as another in his remark quoted earlier, that the users were
“sponsoring” Travel Tours with a large amount every year. In talking about future developments, he
also remarked that the intention was to “sell deeper into the user” and “get as many threads into the

user” as possible, both on a formal and on a personal level.

ANALYSIS

As discussed earlier, one kind of reciprocityaesywoften combined with another kind,

and they can often be aspects of the same procetkesthan clear-cut separate types. Sometimes,

however, several kinds of reciprocity are intergihcombined as in the example of the user-

oriented consultant-like nature of the IT departmesich provides services on many levels to

both Travel Tours departments and the travel agaseys. Here, formal reciprocity is combined

with special solutions and favours for the travggracies as a form of social reciprocity, and even

individual employees at the travel agencies carsgefice from the Travel Tours IT department.

The latter, however, is formal reciprocity as avgar is exchanged for a bill, not as an expression

personal friendships. Nevertheless, the many tasédgurposes of the IT department are an

example what Bagozzi called mixed exchange, whsahmixture between a utilitarian and a

197



symbolic exchange (1975:36). In the IT departmkayttombined these different kinds of
reciprocity.

There was also a similar, albeit slightly differgshenomenon taking place in the
service encounters of Travel Tours. This was ond kif reciprocity appearing in the guise of
another. For example in the helpdesk departmemhpbes above, formal reciprocity was cast
informally in the form of social and even persoratiprocity. Or in the example of the social
gatherings, the airlines and Travel Tours cast@m&breciprocity, trying to increase sales to the
travel agencies, as social reciprocity, a partyamial gathering. This combination corresponds to
Malinowski’s description of the Kula trade as “dretborderland between the commercial and the
ceremonial” (1922:513); or in the terminology u$edle, the borderland between formal reciprocity
and social or even personal reciprocity. As presfipghown, the partnership was to the advantage
of both the airlines which got increased salesnadel Tours which was thereby able to take a
central position. In both cases, the Travel Tounpleyees were using one form of reciprocity to
gain or enhance another form of reciprocity: thiéreas and the employees at Travel Tours used
social reciprocity to gain formal reciprocity, asdme helpdesk employees used social and personal
reciprocity to improve communication and rapporthwhe users. Likewise, the remark of the CEO
about the users sponsoring Travel Tours acknowtktlgeimportance of social reciprocity to
formal reciprocity, in this case how loyalty wasmathan economic calculation. Similarly, his
hopes for future developments reflected a wishotalune several kinds of reciprocity or “threads
into the user”. In his analysis of reciprocity, May1925) discussed what he called total
prestations, contractual gifts such as dowrieswhae at once economic, moral, religious, legal,
social and interpersonal; in other words they caradidifferent kinds of reciprocity. The examples
from Travel Tours analysed here are not as thorguadbsolute total prestations; nevertheless, in
combining several levels of reciprocity, they ta@cbme contractual. And being contractual means
binding in the sense that reciprocation is congid@bligatory or at least expected. The importance
of reciprocity (or lack thereof) for stating idefas innovation during service encounters will now
be discussed.
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Conseguences For Innovation

In this section, the importance of reciprocating #me consequences of failing to do
so will be discussed. It is divided into two patisth are concerned with the input given by the
travel agencies and the feedback on this inputhviiravel Tours does or does not provide. The
former, however, analyses the processes as searafuser perspective concerned with the input
they provide, while the latter analyses the proegess seen from a provider perspective concerned

with the feedback they provide on the inputs reseiv

Input

The travel agencies did provide ideas for inn@ratis well as other input such as
various corrections. However, the user reactioricéaesponse they were getting from Travel

Tours tended to be negative.

EMPIRICAL OBSERVATION: USER PERSPECTIVES ON INPUTN® FEEDBACK

The travel agencies provided many examples of both needed corrections and wishes for
changes, such as for example adding prices for children or moving the general remarks form
containing important information up on the screen so that it would be easier to see. There were
several ways in which they could provide such input to Travel Tours. For example, one travel agency
described a meeting with a Travel Tours employee: In preparation for the meeting, the travel agency
employees had made a list of needed corrections and wishes, and during the meeting these issues
were raised. The Travel Tours employee had listened attentively, but after 3-4 months, no changes
had been made according to the travel agency employees. A travel agency employee was asked if
they passed ideas on Travel Tours and replied: “but that’s in fact what we have... they did get them
already”. One result of the meeting was that an email address had been created, which the travel
agency employees could write to with such issues. One travel agency employee replied that they
had used this mail only once, another that they had used it for a short while. They could not
immediately recollect the mail address and spoke ironically about it. The travel agency employees
noted that nothing had happened yet in regards to the issues raised at the meeting, except for the
creation of the mail address. Likewise with the list they had made in preparation for the meeting and

given to the Travel Tours employee, no changed had come about after 3-4 months.
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The phone was also used as a contact point around 25 times per day according to the travel
agency employees. This was often in urgent cases or if the issue irritated the employee too much, or
it could be a question which the travel agency employees were unable to answer themselves. In
general these questions were answered immediately if possible, otherwise Travel Tours would look
into the matter. In some cases the travel agency employees would also forward mails from end users
to Travel Tours. Another example of the problematic process of input and feedback was the
automated information given by a PNR number. Every flight booking has a PNR number and upon
entry into the Travel Tours data system, such a number should automatically import other
information such as names of travellers, flight information, and so on. The travel agency employees
stated that it had not functioned properly for two years. They had complained about this repeatedly,
after which it had sometimes functioned for a week and then stopped functioning properly again. To
the question of what form of feedback they got when complaining about the missing PNR
functionality, the answer was: “nothing else than that they will try to look into it and then...” followed
by a shrug. She added “and | feel like, | can’t be bothered phoning them anymore now, it doesn’t
matter now. Because it goes down anyway”.

Likewise, commenting on the missing prices for children, a travel agency employee stated that
they had written to Travel Tours “840 times that we want the children’s prices to be entered [number
was a metaphor, not an accurate] ... | could come with some ideas on, what could be improved right
now, because I've both had them you know and sent them off and it's kind of... [knocks on the table]
so now I'm just waiting for something to happen”. When asked about feedback in general from
Travel Tours a travel agency employee replied “but you don'’t get any you know. You write that you
would like to and ‘couldn’t we do this’ and then nothing really happens.” The employee was asked

what Travel Tours replied and she said: “we’ll look into it" and then nothing really happens”. The
travel agency employees were struggling to understand why there was inadequate feedback and
why issues raised were not solved: “but | don’t get that it could be that hard moving a text... higher
up for example [about the general remarks form] ... but it's worked before, so | don’t see, why it can't
work again right? [about the PNR functionality] ”. Or as one employee remarked when asked what it
would mean to them if there was more feedback and results on their input: “That would be super. It
would be ten times easier for me and they wouldn’t get so many phone calls every time | need a
children’s price. That's where it's at right? [...] So it would be easier for them. They would not have to
deal with a lot of phone calls and would have time for all the emails coming in. And easier for me to
give the price to the customers right away and not have to sit and call them all the time”.

When asked if anything motivated them to pass ideas and information on, one travel agency
employee responded “not at the moment | would have to honestly say”. However, the travel agency
employees stated that they were almost always asked how things work after something had been
changed. Furthermore, some ideas were implemented. For example, end user reviews of the hotels
at which they had stayed were passed on by one travel agency; sometimes in the form of the letter
or email from the end user, which was then sent directly to Travel Tours by the travel agency. An

employee at that travel agency remarked that “we really shouldn’t, but on the other hand we might as
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well do it and tell the rest of them [the competing travel agencies] that use Travel Tours that this
hotel it doesn't live up to the standards it once did”. Likewise with hotels of good quality with the
travel agency had discovered and passed on to the local agents and Travel Tours. When asked
whether they would then be added to the list of hotels, a travel agency employee replied “sometimes
it does, sometimes it doesn’t”. She added that she went into the system from time to time to check

whether they had made it.

ANALYSIS

As seen, ideas and suggestions for improvemenmnt fhe travel agencies were
inspired both by errors and lacks, such as theingshildren’s prices and PNR functionality, and
by feedback from end users, such as in the cage dfotels. The inputs came in many forms such
as face-to-face meetings; in written form suchhadlist mentioned above, or in emails either ad hoc
or sent to the special mail address discussed alimaild also be via phone calls; or they could
simply pass along feedback from end users.

However, such input was often met with what onehmaall structural inertia; an
inability or unwillingness by the complex structwensisting of Travel Tours and their computer
systems to handle or respond adequately to the.ilnpgeneral, the travel agency employees
observed and interviewed felt there was an inadecuraeven lack of response from Travel Tours
in many cases. This was ubiquitous as seen frorm#rgy examples above such as the lack of
response to the list and to the critical commerddarat the meeting with the Travel Tours
employee as well as to the request to move therglersnarks form. In some cases, even when
things did get changed, they quickly stopped fuomstig again, such as in the case of the PNR
functionality. The inertia consisted of two elengra lack of response to the input given, andla lac
of consequences in terms of changes or at lealretpons. That the travel agency employees get
told “nothing else than that they will try to loakto it” shows their disappointment; and replies
such as “we’ll look into it" and then nothing réahappens” shows the both a lack of response to
the input and the expectation of further reperamssi Such repercussions, however, frequently fall
to materialise. For example, the metaphor of hawrntjen to Travel Tours “840 times” shows the
lack of expected consequences of input given; haddsponse to the question about passing on
ideas was that “they did get them already” meatinag input had been given and not enough

consequences happened. This lack of response @ndflaonsequences correspond to Mauss’
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(1925) division of reciprocity into three obligati® of giving, receiving and reciprocating. The lack
of response on the part of Travel Tours is theailare to fulfil the obligation to receive; the e
agency employees do not feel that they have tregntheard, that their input has been received.
And the lack of consequences of the input is aifaito reciprocate; what the travel agency
employees want in return for their input is chargerection, or improvement. The inertia is then a
lack of reciprocal feed-back and action.

The structural inertia on the part of Travel Toansl the data systems lead to
disappointment and a sense of futility on the pathe travel agency employees. One result of the
meeting referred to above was the creation of & adairess at which Travel Tours could be
contacted, but one travel agency employee hadusdd it once and another used it but only for a
short while. In other words, if the input is noteéved, then it seems futile to continue to givehsu
input. So even fulfilment of the first obligatioh eciprocity according to Mauss (1925), the
obligation to give, is impeded. Corresponding ® thvo elements of inertia, the resulting reactions
of futility were also twofold. To the first elemenhe lack of response, the reaction was a resigned
passivity in which the travel agency employees 'tclaa bothered phoning them anymore now, it
doesn’t matter now. Because it goes down anywaly& gense of futility means that ideas for
innovation are increasingly unlikely to be passedion the words of one travel agency employee: “I
could come with some ideas” but they are “just ingifor something to happen” before they have
any motivation to do so; and so the futility is eegsed as a resigned passivity. In addition to this
passivity, there was also a second element oftfytwhich was frustration. This was both a
frustration with the lack of feedback on input hes®“you don’t get any you know. You write that
you would like to and ‘couldn’t we do this’ and theothing really happens.”; but it was also a
frustration and disbelief in the lack of resultstoé input given: “I don’t get that it could be tha
hard moving a text... higher up for example ... bug Worked before, so | don't see, why it can’t
work again right?” Like the two elements of inertiae two reactions of futility correspond to the
obligations to receive and reciprocate. A failuyelibavel Tours to properly acknowledge a
reception of the input given by the travel agent@esls to the reaction of resigned passivity by the
employees, and the lack of reciprocation in terfnsoasequences of the input leads to the reaction
of frustration. Together these two reactions mgke¢he sense of futility in the travel agency
employees reflecting the lack of response and ¢hconsequences of which the structural inertia

consists.
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It was not the case that no input was heard archanges were made. In fact, as
stated by a travel agency employee above, botls idg#he travel agencies and end user feedback
were passed on to Travel Tours. However, in thaiops of the travel agency employees
interviewed and observed, this did not happen dajtdiast enough. As one employee explained,
they were often asked about their opinion on neauies — but after these had been implemented.
Add to this that the employee suggesting new hdiaisto do regular searches herself to find out if
her input had been implemented, and the statenteait# would be easier for both Travel Tours
and the travel agencies if the corrections andsid@ainnovation were implemented, and the result
was a clear frustration and disbelief. Using Grasi@¢2007) division, observation and interviews
showed that there was a quite strong relationshiywden Travel Tours and the users in this case,
and the many instances of reciprocity did indueasifor innovation being stated. However, this in
itself did not ensure that these ideas were imptgete And so, even with formal, social and
personal reciprocity, relations were not alwayss&attory. So far, however, this has only been
analysed from the perspective on the users andittpeit. We now turn to the perspective of the

provider, Travel Tours, and their feedback on tiput received.

Feedback

One way of reciprocating communication is by givfeedback, and the importance
of this will now be addressed. At Travel Tours,uhfrom users was often given in the form of
statements, criticism, questions, complaints, @andrs And ideas for innovations could be extracted
from such communication. When such input was rexkitnowever, there were different feedback

habits according to different employees in Travelis.

EMPIRICAL OBSERVATION: PROVIDER PERSPECTIVES ON URBENPUT AND
FEEDBACK

At Travel Tours, sometimes feedback was an inherent part of the reciprocity processes. An
example already mentioned was the catalogues which were to an extent co-created with some travel
agencies meaning user input and feedback to users were integrated in the process. At times the
feedback could be immediate and brief. For example, an employee in the IT department explained

that any ideas for innovation given by users were passed on to the head of sales and the user would
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be told this immediately. At other times, feedback to the users was delayed. The employee who was
correcting ticket prices in the software system explained that, when contacted either through
helpdesk or directly by the users, she would answer any specific questions; but any general or more
elaborate ideas, wishes, and so on, communicated by users, would be discussed internally in Travel
Tours and the user would then get a feedback after a decision had been made.

But there were also cases where feedback was less institutionalised. For example, the head
of sales mentioned that there was no regular procedure in that department for what was done with
ideas for innovation. And according the several Travel Tours employees, there was not any
guarantees that the users would receive any feedback in some cases. For example, a helpdesk
employee stated that often she would give the user the following message on the phone: “That's
fine, we’ll pass it on to our production department or sales department, and they will look at it
whenever”. The form in which the input arrives also influences what happens next. Another helpdesk
employee explained that often it did not take the form of a statement or a question but a thought or

comment, in which case no feedback was given the user and it was rarely passed on.

ANALYSIS

Evidently, there were different approaches torgivieedback to users at Travel Tours.
Sometimes, as in the case of the IT departmentgiiete and short one-time feedback was given
to the user. Such a feedback pattern might saisfyimmediate expectations of courtesy, but it is
not very good for continued reciprocity, as it etfs process by turning it into a simple single-
transaction, in this case an innovation idea exgodror a friendly response that the idea had been
passed on. According to both Mauss (1925) and Muaigki (1922), an essential part of reciprocity
is the mutual obligation into which the exchanguagties enter, but in immediate feedback
patterns, the transaction and thereby the mutdegailon ends before the idea itself is properly
addressed. Similarly, in many cases, such as isdles and helpdesk department examples above,
there were no regular procedures for capturingreamdiling innovation ideas. This meant that there
was a high likelihood that the users would not irecany feedback at all, which according to one
helpdesk employee’s own admittance did happen. ki¢hénmediate or no feedback pattern, the
user will not receive the final results of the teliations (if any) of the idea inside the service
organisation (whether rejected or implemented)sT¥as the case in Travel Tours: as the user had
already been given a reaction, some Travel Toupd@rees considered the idea reciprocated with
an answer. But in fact responses such as “we’l gasn” only acknowledge that the idea has been

received. The result was a failure to fulfil thgpegtations of a final answer, a failure to reciptec
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Furthermore, as the Travel Tours employees conthgedea already reciprocated, there was no
motivation for pursuing the idea further. In sonases, however, there was a third pattern of
delayed feedback. As the employee who enteredttprkees raised issues and discussed ideas for
innovation internally, before giving the user feadbk after a final decision had been made, the user
in these cases received a response not just sidteement of the idea or issue but addressing the
matter itself. Following a delayed pattern of mliialigation, such a feedback pattern also formed

part of a process of reciprocity.

Discussion

In analysing the processes of service encountdrsasel Tours and what they mean
for innovation, we have used a different view artgn what has been traditionally used in service
literature; we have analysed the service proceassasial relation. This means that we have taken a
basic look at the interchanges taking place andadlee-cultural context of obligations and
expectations which they are part of. Thereby west@een able to catch new aspects of professional
service encounters. The importance of the contaxtieen pointed out in the service literature. For
example, Gummesson has described relationship treglaes going beyond the individual
functions inside a service firm and extending te“total management of the network of the selling
organization, the market and society” (quoted idroos 2007: 42). In other words, the researcher
must transcend the “text” of the empirical datajohithas been done in this study by including the
aforementioned socio-cultural context. The obs@matand interviews of this case study found
that in the service encounters, there is a tramss®e of the formal obvious reciprocity. Here
social forms of reciprocity are added to it, andreindividual emotional forms. The division into
these three kinds of reciprocity resulting from stiedy must also be compared to the existing
literature. Therefore this discussion will fallenwo main parts. First the empirical findings viié
discussed. Then the resulting division will be d&sed in relation to the existing literature and

concepts as outlined in the theory section.
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Empirical discussion

We will now discuss the implications of the emgaifindings of reciprocity in the
service encounters of Travel Tours; and how recipy@and lack thereof affects the possibilities of
Travel Tours to source user-based ideas for innmvahhrough these encounters. First, the three
kinds of reciprocity and the networks which thegniigpart of will be discussed. Implications for

innovation will then be discussed afterwards.

Reciprocity

In each service encounter there are myriad p@spilaicesses of reciprocity, and the
nature of these as well as the effect and consegsdahey have varies widely. In order to analyse
them in a meaningful way, it is therefore necessaigreate order of chaos so to speak, to classify
them. This has in the service literature been diowarious ways using various parameters. In this
study, a division into three different kinds ofiggocity was made. This classification was based on
the empirical data and as typical for empiricabt@mies, it does not comprise a sharp division
into three clear categories without any exceptioaier the three kinds of reciprocity are to be
viewed as archetypes, categories with fuzzy edgesaertain amount of overlap. Nevertheless
they serve to separate different elements in thegsses of reciprocity analysed. Though not clear-
cut, the categories are built around the followdingding lines. First there is the difference beéne
formal and informal reciprocity. In service encoenst some processes are related to the service
provision itself, they are often based on writtero@l agreements and are durative in the sense tha
similar instances repeatedly take place. This iatwde have termed formal reciprocity, and it is the
most salient kind often involving clearly defineett exchanges, although it can also take the
form of generalised reciprocity. There is a furteebdivision within this category. Some processes
not only relate to, budre the core service provided; this is the officialni@l reciprocity as
negotiated in contracts and advertised with a pticaddition there are more unofficial processes
which serve to support and expand the service geaviA main difference between the official and
unofficial processes is that without the formeerthwould be no service provision and so the core
product of the service provider would not existendas the latter are more peripheral and not
strictly essential. In other words, unofficial faahreciprocity is nice-to-have, but official formal

reciprocity is a need-to-have, an absolute mustla@divelihood of the service provider. Both
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kinds of formal reciprocity aim to produce a coriereesult in terms of a service product which can
be tangible or intangible.

But there are more processes of reciprocity irs#hrgice encounters of Travel Tours
than those readily observed at first glance. Orother side of the formal/informal dividing line,
one finds the informal reciprocity which is notefitly related to creating the service product or
exchanging it for money or similar, but rather aetssof interpersonal interchanges which are often
of symbolic nature. Nevertheless they can stilpbg of the service provision as they form part of
the impression which the user is left with aftex service encounter. Informal reciprocity is
bisected by another important dividing line, thatvizeen reciprocity that of a social nature taking
place in the open public realm between severalgsaaind the more personal reciprocity taking
place as part of a private sphere or direct refdtietween persons. Social reciprocity is collecitive
the sense that it often relates to a group of geapich as for example when an employee in Travel
Tours tells a user that it is a busy day and dsksiser how busy it is in their travel agencyhiis t
case the state of an entire group of people atelfBaurs is compared to the state of another group
of people at the travel agency. Another examplevshis the promotion parties hosted by Travel
Tours; in this case three groups of people arelwedb In contrast, personal reciprocity takes place
on an individual level. It is of a more exclusivedgprivate nature and what is reciprocated is often
psychological or even emotional, such as the sifisendship given in the conversations of some
helpdesk employees with some of the users, oreéhsopal favours done for some, or even the
resulting marriages in some cases. An importanindtson between the two is that social
reciprocity can take place for example as inforemaéll talk from the very first service encounter
whereas personal reciprocity often takes time tlwhup, such as the friendships between certain
Travel Tours employees and certain users. Conséguka former can be more ephemeral and the
latter more durative

Based on the dividing lines outlined here, the psses of reciprocity during service
encounters were divided into the three differentkiof reciprocity, which can be summarised as

follows:

Formal reciprocity

* Formally defined in organisational statements afddescriptions

* More or less directly related to the service priovistself

207



* Tangible or intangible

» Often direct exchange (but not necessarily)

* Typically money paid for a service

* No social or emotional involvement

» Exists as official (directly related to core seevfarovided) and unofficial (peripheral

services, supportive and elaborative supplement)

Social reciprocity

informal reciprocity

» social relations

» collective level

* open to almost anyone

* public sphere

» typically not paid for, so rather generalised exg®in Bagozzi or Lévi-Strauss’ sense
e communication and interaction between two or m@ms@ns or groups

» social structure (such as for example power stragtu

» social standing such as group membership

* signals of status and position

Personal reciprocity

» informal reciprocity

» personal relations

* individual level

» closed, exclusive to a select few
» private sphere

* rarely money involved

* psychological (e.g. signals of friendship)
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e emotions
» often direct (can be indirect such as personal ¢tiomepts said about someone who is not
there)

As stated earlier, these archetypes can be eiitfiereht kinds of occurrences of reciprocity or
different aspects of the same occurrence of recifyrdn practice it is less important to make such
a distinction as it depends entirely on the speaficurrence.

Another important finding was that the recipro@fyTravel Tours followed certain
patterns. Bagozzi describes complex exchange ystens “organized by an interconnecting web of
relationships”, and it is along this web that fotnsacial and personal reciprocity take place
(Bagozzi 1975: 33). Therefore this overall webrsated by the “atoms” of interchange, the
specific occurrences of reciprocity. As stated lag@&zzi, the web itself consists of relationships,
and these relationships in turn enfold through anters, during which reciprocity takes place. This
means that encounters are actually rarely dyaditha sense that the reciprocity of the encounters
depends on a vast network of other reciprocity @sses. The web or network is very complex and
follows several “rule sets” or patterns simultar&guln the case of Travel Tours there have been
examples of generalised exchange which is doingeiung for someone else without expecting
something immediate in return; an example woulthleecatalogues. There have also been
examples of complex exchange which is doing somgtfar someone, who in return does
something for someone else and so on in a longnarasircle; an example of this is the value chain
of Travel Tours. A third pattern was redistributidor example how Travel Tours functioned as a
central hub of knowledge and news. There were giatterns too, all interlinking into a quite
complex web or network of reciprocity.

On the level of individual participants this hasesal consequences as these
participants are tied into the network by reciptpncraking the perspective of what could be called
an independent versus an interdependent decisi@mgnarocess, in many situations decisions
were made interdependently by participants in #mse that such decisions took into account the
expectations of others such as the users and tlgattns of for example frontline employees at
Travel Tours. This is not to say that there wereénaependent decisions, but a large number of
decisions took into consideration the rules ofpeagity. In fact, as pointed out earlier, employees

at Travel Tours used the rules of reciprocity camssly to create and maintain relations, and to put
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other participants in symbolic debt and therebyuang further reciprocity. As stated, this is the
“fuel” of reciprocity so to speak, the never-endargl impossible-to-settle score. In many cases,
employees at Travel Tours were less consciougategic about the social and personal reciprocity
taking place (although there were examples ofeggiatuse of for example social reciprocity). It
was not that these kinds carried less importanagerather that the moral implications of
manipulating or using these kinds of reciprocitatggically were different than for formal
reciprocity. For example, if formal reciprocitybisoken, it means a breakdown of formal business
relations; but if personal reciprocity is brokenmnieans a breakdown of personal relations such as
friendships. In either case, perceived inequatittheexchangéas negative effects for the
relationships both of which form part afeciprocity.

There was also another kind of conscious use whigst be addressed. It has been
analysed how the different kinds of reciprocity aepmetimes combined or how one particular
occurrence of reciprocity could have different aspeonsisting of different kinds of reciprocity.
Often, this combination of different kinds of rei@pity was coincidental, but there were also
examples of the employees at Travel Tours usirggdhipurpose as a conscious strategy. This
could be to support another reciprocal process) asavhen helpdesk employees used social
reciprocity in the form of small talk as a “lubrida to aid along the formal reciprocity which was
the actual purpose of a phone call. One might dpscwhether combining several kinds of
reciprocity thereby puts the user who is being é@lim more than one kind of “debt” to the Travel
Tours employee, this additionally strengtheningHer reciprocity. However, as the empirical
material did not address this particular subjéxg $hall remain speculation. Nevertheless, the
combination could also be used in another forndisguise one kind of reciprocity as another, such
as when a social occasion like a party in factda@domotional aim. Anyway, the principles of
reciprocity also had consequences for the podsilmfisourcing ideas for innovation from the users
through these service encounters. The effectscginacity on sourcing innovation ideas will now

be discussed.

Innovation

As the analysis showed, engaging in several kifdsaiprocity induces ideas for

innovation — as well as other comments and thougldsbe stated by the users. As the reciprocity
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takes place during the service encounters, tlalsswhen these ideas are likely to be stated.
Furthermore, adding informal reciprocity to thenia processes makes the interacting parties seem
friendly, and again this motivates the users t@ ghe service provider ideas for innovation.
However, there is also a risk that informal recgitypcan make the service provider feel too
confident. As long as relationships are on friertdlyns, the likelihood of continued use of a

service seems strong, and therefore wishes forgesaand demands of improvement may seem of
less importance. These get a lower priority orcuerlooked. Here, then, is a barrier to sourcing
innovation ideas through service encounters. Tleesuare motivated to state these ideas and in fact
do so, but the ideas are not properly addressadmemented. This is because suggestions for
innovations must be part of the reciprocity proeess order to be addressed. Of course, the form
in which such ideas arrive also plays a crucia.r@omplaints will get more focus because they
come in a clear form, questions might receive &tmntion, and thoughts and remarks even less as
they are more subtle. Nevertheless, lose thougatgie remarks and even more clearly stated ideas
are often not caught by the employees at Travetd dbey only become part of a conversation or
correspondence and are forgotten afterwards wheeprtctical issue at hand is solved. Ideas for
innovation, complaints, and so on, need to begfaatstream of reciprocity to be dealt with. If yhe
are not reciprocated, they disappear and are relessed because the felt obligation is lacking
even if the expectation is there from the used sin this way, a party (such as Travel Tours) can
unintentionally fail to reciprocate. In other woydsis imperative that ideas for innovation become
part of the reciprocity processes so that any éafieas on the users’ side can be matched with a
sense of obligation on the providers’ side, lestitleas be forgotten. So failure to reciprocate can
come from both sides; the user has to be persuadatgage in such a process, but the provider
also has to be attentive to it and responsivedas$ues a user raises.

But not only must ideas for innovation be parthaf reciprocity processes, they must
also be handled correctly during these procesdésn @t Travel Tours, failure to reciprocate ideas
came about because of differing views on whetherdbas were part of the reciprocity processes —
meaning whether there was an obligation to giveetbing in return — and if so, when they had
been reciprocated and what needed to be donettimfeAs seen in the section analysing
feedback to ideas for innovation, some employedsaatel Tours were under the impression that
feedback to the user was not needed — meaningdias ivere not part of the reciprocity process. In
other cases the Travel Tours employees were uhdemipression that such feedback had already

been provided, even though the users disagreedswitin an assessment. Evidently, there are
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diverging interpretations of the reciprocity prae@sd ensuing results. As stated earlier, according
to Mauss (1925), reciprocity is contractual mearihm@ge engaging in such a process are under the
obligation to do certain things. Specifically, tinieans that the parties entering a process of
reciprocity are under three obligations: The olilato give, the obligation to receive and the
obligation to reciprocate.

In the cases of employees being under the impres$isad feedback on ideas for
innovation not being needed, there was a failuectmowledge this contractuality. However, in
many cases this was in fact recognised and imneetbatiback was given, yet the users still felt
their wishes unreciprocated. This is because theitd cases of immediate feedback the obligation
chain which Mauss described is unintentionally lereKThe obligation to give is fulfilled when the
users state an idea or wish, the obligation toiveds also fulfilled and acknowledged by the
employees at Travel Tours, but the obligation top®cate is not fulfilled although the Travel
Tours employees might think it is. In essence,@&mawledgement of receiving the input is not the
same as an offering of the solution or change fice product or delivery. The former fulfils the
obligation to receive, the latter the obligatiorréciprocate. The immediate response
acknowledging the idea may look, sound and feetplideely like reciprocation from the point of
view of the Travel Tours employees, but in fags ihot. It fulfils Mauss’ second obligation of
receiving, but the third obligation of reciprocaiis left unanswered. And as repeated failures to
reciprocate appear, the user-provider relationgbks being broken.

The consequences of breaking a relationship chdegending on which kind of
reciprocity is in question. As one moves from formeasocial to personal reciprocity, the
consequences of not fulfilling the obligation ofiprocating also become more personal. Failure to
continue using a service and thereby breakingttiregof reciprocity severs business ties whereas
failure to reciprocate on a social level will b@seas rude or even antisocial, and failure to
reciprocate on a personal level can even be seeetis/al or at least letting the other person down

To sum up, when formal reciprocity is combinedhwgbcial and personal reciprocity,
this can provide incentives for a lot of innovatideas from the users, and it did so in the case of
Travel Tours and its users. But often, the ideaswet implemented and there was no proper feed
back to the users. The reasons for this were ligatdieas must be part of a contractual reciprocity
lest they be forgotten. And employees at the pmvidiravel Tours, must realise the three
obligations of reciprocity and which one they ader@ssing with their feedback. We will now

return to the theory used in this study to comparefindings to this.
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Return To Theory

In this section, the results of this study willde¢éated to the theories used. But the
theories differ considerably and are taken fronfed#int theoretical traditions. The section has

therefore been divided into parts so that eachrptates to an author or area of theory.

Bagozzi

In the case of Travel Tours, both restricted agmgegalised exchange was found. The
former was prevalent in the encounters betweersusehe travel agencies and frontline employees
working at Travel Tours, and the latter was idesdifooth in certain activities of Travel Tours such
as the making of catalogues, and in the more genetaorks of reciprocity which both Travel
Tours and the travel agencies were part of andrilggeon. The tripartite division made in this
study resembles certain other divisions such asethmade by Bagozzi (1975). For example,
Bagozzi's utilitarian and symbolic exchange coroesis to a large extent to the division made in
this study between formal and informal reciprociighough both formal and informal reciprocity
can be utilitarian or of a more symbolic naturevéitheless, what is reciprocated through social
and personal reciprocity is often signs and symbbfsr example status, emotions or other
intangibles and formal reciprocity often has a mmegmatic and concrete aim; therefore the
formal/informal division to a large extent followse utilitarian/symbolic division of Bagozzi. An
important difference, however, is that the preséudy presents a subdivision of three and not two
categories, as the reciprocity of the social aedatrsonal sphere was deemed diverging enough to
warrant such a subdivision. Another important défece, which is common for all the theories
used, is the difference in aim, scope and methdbeo$tudies and therefore also the resulting
content of the categories derived therefrom. Te thle example of Bagozzi, the text is rather a
literature review and some theoretical conclusishsreas the current study is a case study using
ethnographic fieldwork, and the aim of Bagozzoigain an overview of different systems of

exchange overall whereas the aim of this study isnderstand the micro-processes going on in
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service encounters. Another author, the conceptsreeory of which has been used extensively in
this study, is Gronroos. We will therefore now diss how the findings relate to his theory.

Grénroos

This study combines the exchange and relatiorsnpgepts of Grénroos (2007) with
the concept of reciprocity taken from anthropologlyis conceptual combination has already been
discussed in the theory section. Nevertheless, dortteer remarks must be made in regard to the
relation between the theory of Gronroos and theggrindings of this study. According to
Gronroos, the aim of exchange-based marketingriplgito get customers to use a service whereas
the aim of relationship marketing is to createradkof involvement and cooperation with the
customers such as value co-creation (Prahalad anth&vamy 2004); therefore they are not only
two different concepts but also two very differapproaches (Gronroos 2007:28). This separation
into exchange and relationship marketing is enéightg to the extent that it clearly shows the role
of different elements of interchange; the two diéfe concepts are therefore very constructive.
However, this study does not find the division ith@ opposing approaches constructive. No
evidence of opposition was found, but rather evegent the two concepts as supplementary. In fact
they were found to be inseparably tied togetheerfzexchange, however brief, creates a relation;
SO every transaction implies an interaction. Andrgvelation consists of exchanges. And these
exchanges follow the pattern of reciprocity. Seupplement the notion of exchange, we use the
concept of reciprocity thereby including the mutabligation to give back and thereby keep a
relation going. It also expresses a built in mdtomafor giving, in this case a motivation for user
to use and pay for the services of Travel Tourstarsdate ideas for innovation, and a motivation
for reciprocating, in this case Travel Tours praviga service to the travel agencies as well as
employees at Travel Tours acknowledging the infiomateas, giving proper feed back on them,
and ideally implementing some of them. So in thislg, exchange and relationship is intermixed as
reciprocity in practice encompasses both typesarketing. But reciprocity also changes the
understanding of both concepts. Following the clodiobligations, if becomes clear that exchanges
are never made in a social void but always undeaicerules, so they must be seen in a
contextualised way. Also, the more often and theendlifferent kinds of reciprocity taking place,

the closer the relations between provider and ussreme (or indeed any parties engaging in
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reciprocity). Exchange and relationships therefgrpear in different conceptualisation in this study
than in the writing of Gronroos.

One might question when there really is a relatiqmbetween a service provider
such as Travel Tours and users such as the trgeates. Gronroos states that having bonds
keeping users attached to an organisation is eatdime as having a relationship between the two
as they could be bonds of mere convenience (20R7A86ording to him, a relationship exists
when the users feel it does; it is a combinatioa pérticular mindset of the service provider
employees and a particular attitude of the usendni®@os defines it as “a mutual way of thinking”
(2007:36) developing over time via interaction aoedhmunication between the provider and the
user. In the case of Travel Tours and the traveheigs, both parties talk a lot about the othénén
daily life. They also have a lot of thoughts abeath other, so the other is very present in their
consciousness and indeed communication and iniemaetkkes place very often. Following
Gronroos’ definition, one can conclude that thera mutual way of thinking and therefore a
definite relationship between Travel Tours anditheel agencies. However, Gronroos also
describes such relationships as a “win-win situdt{@bid.) and here this study must depart from his
description, because this was not always founcetthe case. As discussed above, there were
situations where the employees in the travel agsrfeit they were not getting what they expected.
There was a structural inertia which lead to as@fdutility and frustration. Interestingly, the
dissatisfaction did not just come from a lack af thature itself, but from the fact that the travel
agency employees had told Travel Tours about ittaed felt that nothing or not enough happened.
In other words, it was in the situations in whiblere was a lack of reciprocity that the win-win
relationship crumbled. The travel agency had gaeidea for innovation to Travel Tours, and in
return they expected to get a response, prefeeahlifilment of their request. However there was
inadequate feedback and so a failure to reciprodie did not mean that there was no
relationship, but it did mean that there was netagk a win-win situation in a relationship. It also
meant that the incentive for stating ideas for iowement or innovation was weakened or removed.
Or to put it inversely, the incentive for statirgas was given to the users exactly through
reciprocity. So, in Grénroos’ portrayal of user~ypider relationships, they are often assumed to be
positive or have a positive effect, but as seemftlois case, this is not necessarily so. They could
also be at least partially negative. And negateadihgs might be exacerbated in a comprehensive

relation consisting of formal, social and persaealprocity as risk of “cross-contamination” means
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that negative outcomes in one kind of reciprocigymhange the sentiments of the users
concerning other kinds of reciprocity.

This begs the important question of why users Wwhie dissatisfied with certain
exchanges continue to use a service provider. Godrinas stated that some users may even value
the general relationship more than the successdofidual exchanges (2007:41). The travel
agencies stated negative criticism of Travel Taluisng the interviews, yet still continued to use
them. Following Grénroos’ statements, this caseefloee confirms that the general relationship can
be more important to the user than satisfactiairigle exchanges or transactions: even though
Travel Tours may have failed to reciprocate in ggemstances, they still provided an overall
satisfactory service. This also shows that exchamglerelationship marketing are not
contradictory; rather they are two different levélke latter is concerned with the general relation
between user and provider, how the user feels drad ae or she thinks about the provider and the
service offered; the former is about the specifgtances of items of phenomena being swopped. As
the analysis section showed, concrete exchangegearetal relationships intermixed in intricate
ways in the reciprocity of the service encounteraysed in this study. The concept of reciprocity

itself is taken from the field of anthropology,wich we now turn.

Anthropology

As evident from the theory section, several awthathin anthropology have written
about reciprocity. There rarely seems to be diopgiosition between them, however. Rather, they
often refer to and build on each other, continupesgpanding the understanding of the complex
phenomenon of reciprocity. This study confirms ti@re is a complex network of reciprocity
taking place, especially in smaller and closelgiilitiked groups such as the travelling business
service sector here described. It also confirmsttiespecific instances of reciprocity are
surrounded by or immersed in certain rules andocost In the case of the service encounters of
Travel Tours, the reciprocity did in fact take @don the borderland between the commercial and
the ceremonial” (Malinowski 1922:513) since thesvan intermixing between commercial and
socio-cultural interests, interaction and transextin the relations between Travel Tours and the
travel agencies. Furthermore, although not evestairce of reciprocity was a total prestation, it

was clear that they were more than just simpledmwntextualised single economic transactions.
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They were in fact contractual; they tied the empksyin Travel Tours and the travel agencies
closer together as businesses, as social groupasamersons. And the three obligations identified
by Mauss (1925) were highly relevant, especiallgnialysing how a failure to reciprocate could
unintentionally come about in the case of ideasrfoovations. As formal, social and personal
reciprocity was combined, the service performedn(fa reciprocity) was not separated from the
performer (social and personal reciprocity). Onda sote, it is interesting to note that Malinowski
stated that persons participating in the recipyoogtwork typically have a focus on individual
transactions and therefore do not see the “totdihe(l of the network (1922:83). This was also
found to be true in the case of Travel Tours aredithvel agencies. Some employees were aware of
at least parts of the entire network, but they visgpecally quite high up in the system, for example
heads of departments or the CEO; most employegg\ar, focused on the individual transactions
at hand and it was these which were described medsbed by them during observation and
interviews. Rather than contradicting or disagrggthis study then adds itself to the findings of
anthropology by supplementing with the classificatof processes of reciprocity into the three
different kinds, formal, social and personal. Thesage been other attempts of classifying the
motivations of users for engaging in commerciatioehs, and it is to one of these which we will

now turn.

Paul et al.

Using means-end theory, Paul et al. (2009) hasated a tripartite division which at
first glance might resemble the one made in thidystHaving divided the means-end chain into
attributes, benefits and values, they focused owefits and created the three categories functional,
psychological and social benefits. However, theeesaveral important differences between these
and the reciprocity categories resulting from gtigdy. First of all, Paul et al. write within a
marketing frame, and they are concerned with repeahase drivers; that is how users can be
driven to purchase from the same provider repeatétiis study is not primarily aimed at being
instrumental towards marketing, but is rather comeg with the micro processes taking place
during service encounters.

Another overall difference between the drivers gtadd the present analysis of

reciprocity is that the former is extensive andlditer intensive in scope. Both the model of Rul
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al. and the analysis presented here are concentledw motivation of users for engaging in
service use from a provider, but the drivers maglabt focusing on the specific processes such as
reciprocity but rather on the general benefits Wwidan be derived from such reciprocity. Thus the
two studies are situated at different levels oflgsig, concrete processes versus general results of
these processes. For example, confidence and weiteess in service delivery (Paul et al.
2009:220) is a result of social and personal recipy; in other words, these impressions of a
service provider are created exactly through tegrecity which is taking place during service
encounters. Thus the two elements of motivatioweds and reciprocity, are linked, but on two
very different levels and with two very differentre.

The division into 3 kinds of reciprocity made hatso cross-sections the categorical
means-end division of attributes, benefits andesimade by the repeat purchase drivers study. For
example in the attributes category, service defigivers such as empathy and authenticity, and
relationship characteristics drivers such as cammeand similarity would in our study belong to
what we would describe as personal reciprocityttogrewith psychological benefits such as
confidence in the service provider. The underlyogjc of division used in the model by Paul et al.
thus seems fundamentally different from the onel e, which has been accounted for above. As
mentioned, Paul et al. divide the benefits inte¢hcategories which may resemble the three kinds
of reciprocity identified in the service encountethis study. However, to take an example, the
social benefits “make people feel closer to ondlaroor portray a desired image to others” (Paul et
al. 2009:225), whereas the social reciprocity dgnelating or belonging to a group, it
communicates a social role and establishes a ssieiais, and it places the individual or group
within an overall social power structure. Or togdke example of psychological benefits,
according to Paul et al. they “satisfy importaritinmsic, self-oriented goals” (ibid.), whereas the
personal reciprocity does not necessarily aim tisfyaa self-oriented goal; rather it relates to a

more private sphere, takes place in an individealland often contains or signals emaotions.

Overall theory
Overall, one can say that although this study dnapes different strands of service marketing

literature, the aim of it is less instrumental amore exploratory and explanatory than these strands

It is less prescriptive and more descriptive iraits to identify and understand the specific
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processes taking place during service encountethid regard it is alike to the anthropological
strands of literature, although it takes as it&lfad study a very different context than thoseniro
which the conclusions of for example Malinowski aviduss have grown (although Mauss did
concern himself with contemporary French traditjolghere the anthropological studies have
grown out of a macro-level cultural context aimatgunderstanding overall systemic mechanisms,
this study has a more narrow aim confined to mpmmeesses of very specific situations,
encounters, and of a very specific kind, commemzaVice encounters. Also, it builds on one case
study and therefore cannot claim to be valid fbsatvice encounters in general. Rather, it makes
conclusions on the specific service encountersrgbdeand from these conclusions it extrapolates
some more general underlying mechanisms. Whetksetare universal is beyond the scope of this

study to determine.

Conclusion

Having observed the service encounters of Trasefr3 and made interviews with
employees at both Travel Tours and the travel agenthe research question posed in this study
has been answered. There were many different gesed reciprocity taking place during the
service encounters, but they could be groupedtirgdhree different kinds of reciprocity as
presented in the analysis: formal (with a subdonginto official and unofficial), social and
personal. An important conclusion to be drawn ftbat is how ubiquitous reciprocity is. In the
writings of anthropologists and sociologists sustMalinowski and Mauss, it becomes clear how
fundamental reciprocity is to human relations. hiaty do all relations consist of reciprocal
exchanges, but relationships are also part of aoyange; even in the simplest and briefest
interchanges, the parties are aware of and forirmpression of each other and somehow relate to
each other. In this way, reciprocity is differerdrh exchange and relationship marketing; it cannot
be controlled or intentionally managed as it inesha myriad processes constantly taking place and
shifting. How and which reciprocal process arerigiplace depends on those implicated in the
(service) encounters and on whether they live upeédhree obligations of reciprocity. In this way,
reciprocity consists of fundamental human procesEesre were many formal exchanges going on

between Travel Tours and the travel agencies, drahwne adds to those all the social and
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personal reciprocity, then it is only natural ttia relationship aspects of reciprocity become as
salient as was the case. The case of Travel Toassavbusiness-to-business type of setting, and
these are often characterised by regular usersultl be argued that relations of reciprocity are
more easily created under such circumstances.\’ut i the users had been one-time users, there
would still be processes of reciprocity taking galtring the service encounters as even in brief
one-time use of a service there is not just an @&xgé but also expectations and obligation
involved; and if these were broken then that cindatonsidered a breach of contract (or even a
criminal act such as stealing). Furthermore, euging a single service encounter could a frontline
employee initiate more than formal reciprocity (tample through small talk as exemplified by
the helpdesk employees) and thereby expand thg @irraterchanges taking place during this
encounter.

So how do the three kinds of reciprocity affect thlee ideas for innovation are stated
by the users? First of all, simply having many psses of reciprocity means having a lot of contact
with the users, which in itself is likely to incssathe number of ideas stated as well as the ineent
for them stating such ideas. Secondly, differendgiof reciprocity mean different kinds of contact;
therefore, adding informal reciprocity to the fotmeans widening the spectrum of contact so to
speak. However, having a lot of reciprocity, andliffierent kinds, is not in itself a guarantee of
innovation based on the users. Perhaps informgdroeity may induce a lot of innovation ideas,
but as seen from the Travel Tours case, the mimdfetted in the family metaphor can also make
the provider feel too comfortable in the sense iyt from users is not given feedback, and ideas
and demands from the users are not followed updeas are received but not necessarily
(co-)developed and implemented. In other wordsy #re noteciprocated This is because the
innovation ideas must be part of the streams aprecity taking places between Travel Tours and
the travel agencies, otherwise they will be droppefibrgotten, and then the reciprocity is
considered broken by the users, the travel agentiesthree obligations stated by Mauss, (to give,
to receive, to reciprocate) are all important ang failure to comply with these obligations means
that the reciprocity and thereby the relation tkesi damaged or broken entirely — in any case it is
suboptimal at best. It therefore becomes vitattierservice provider to not only engage in
reciprocity but also to fulfil these obligationss &vident from the many daily phone calls from the
travel agencies, faults are immediately detectedraacted upon by the users. Furthermore, the
lack of phone calls after a while signals the falto reciprocate adequately by the provider. If a

service provider wishes to gather ideas for inniowathrough service encounters, it is vital tha th
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users are motivated to state them. And a vital gfatttat motivation is that they will get something
in return. In other words, these ideas must begoaneof the reciprocity taking place during the
encounters. Furthermore, if the usual reciprocityolved in the daily service delivery is broken,
that may severely diminish any chances of ideagfurvation to be added to the reciprocity taking
place in the user-provider relations.

Returning to Polanyi’s division into three systeohsnterchange (direct reciprocity,
redistribution and market exchange), market exchdnag typically been seen as what exists in the
modern Western world. However, as this study hasvahthere is also redistribution and direct
reciprocity. And in all three systems, the basreéhkinds of (or aspects of) reciprocity — formal,
social and personal — form part of the interchan@bs study, then, is an example on how
reciprocity is intertwined and integrated with firee market exchange economy, how these
processes work in the case of the service encauotdiravel Tours, and how this affects whether

the users state ideas for innovation during theseunters.
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Taming Professionalism

- Barriers to Accessing Users’ Ideas for Innovationn the Service Encounter

Introduction

“A way of seeing also implies a way of not-seeing”
- Merton ([1949] 1968: 270)

In the relatively rough economic climate of todegny organisations are forced to
improve or perish even more so than earlier. Thaso true for service organisations, which make
up the bulk of the economy in many Western cousif@ad increasingly elsewhere as well). The
choice is between offering the same service produeaper or changing it. Faced with an
increasingly competitive situation, it is no wondesit many service organisations choose
innovation. But they are faced with two problemisstfy, as economic surplus which can be
dedicated to extra-productive activities such aswuation dwindles, demand for low-cost
innovation rises. Secondly, services are genepatigessual and relational, and so must service
innovation therefore be. But many service orgargatfind it difficult to get a firm grasp on
something as ethereal as relational processestaAiihe list the current focus on user involvement
and the increasing demands that all services shmutit appear “professional” and the task can
seem insurmountable. One possible solution coukd sk users for ideas through an already
existing surface of contact — the service encouiitiee idea creation phase could thus be integrated
into existing processes. Although service encogritave been studied extensively (e.g. Czepiel et

al. 1985, Corvellec 2005), and there also is a grgWterature on service innovation, user

225



innovation in services has been studied less saus@dinnovation through service encounters even
less.

The aim of this article is to study the serviceamter in order to identify service
practices in the professional role of the frontlémployees, and explore how these practices and
this role might encourage or discourage user-besevation during it. The service encounter is
seen as a resource for user-based innovation as od@ be co-created and existing ideas
communicated by users through the processes ofusmiployee interaction. The article builds on
a case study of a café in which practices wereaetutirough ethnographic methods. Service
encounters are purposeful as they serve partitwhations, and employee behaviour as user and
provider is to an extent dictated by defined roBagt how the encounter is set up, and how these
roles are defined, has an important impact on warethd how service encounters can be used for
user innovation. With increasing competition, acr@asing focus on professionalism in service
provision has also appeared; which means the fdledrontline employee has been altered. This
raises a series of issues such as how this nevisrebgpressed, how the employees themselves view
it, and what this means for user innovation. TH®Wng question is therefore investigated in this
article:What consequences does professionalisation oflinereamployees have for user innovation
through service encounter8e&fore specific examples can be analysed and disdysome
background knowledge is necessary. We will theeefmrmmarise some literature on service
innovation, and on professionalism and roles. Atftat, the methods used in the case study will be
described. This is followed by an analysis andsawlsion of the findings. Lastly, this article ends

with a conclusion.

Service innovation

Involving service users in innovation, or at lesstircing creative ideas from them,
has been repeatedly stated as important (PrahathBRavaswamy 2000, Thomke and von Hippel
2001) yet difficult (Tidd et al. 2001, Johnson 1P#8recent business literature. Kristensson et al.
(2004) have documented the benefits of such aipesay conducting an idea generation
experiment involving normal users and professialeskelopers, and subsequently testing ideas for
creativity using the dimensions of originality (Qi@ and Besemer 1999), value creation (Ekvall
1997) and realisability (MacKinnon 1968). Kristems<t al. (2004) conclude that ordinary users
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produce the most original and valuable ideas, vdtsepeofessional developers produce the most
realisable ideas. Hence, to whom a manager shouiddr innovative ideas thus depends on which
properties are desired in the idea. One can atlteibconclusion that service users should theeefor
not be used as a source for ideas for innovatienitically. Depending on the desired outcome in
terms of the properties of ideas for innovatiomfessional developers may be a better solution if
realisable ideas are needed; however, users angpantant source for creative and original ideas.
The strategy for innovation thus starts with a chmf source.

Several studies (e.g. Alam and Perry 2002, Gumme2802) have documented the
beneficial outcomes of user involvement in innawatin terms of more original ideas that are also
more relevant to users. Few, however, have stuthadbest to involve the users. Von Hippel (e.g.
1986, 2001, 2005) has documented how some pedptteir own innovation as they have
certain needs before these needs become prevalém general market. In such cases, however,
there is not necessarily user-involvement as itctalso be people who create and implement
innovations without the involvement of service pdars. Kristensson et al. (2008) have identified
seven strategies for user involvement in innovaitafuding the intrinsic motivation of personal
benefit for users. Though more circumstantial tbamcrete, the strategies emphasise the
importance of ongoing user involvement in statimgt more than an annual survey ... [or] merely
listening to customers’ retrospective accountdeirtsupposed needs; it also requires collaboration
with the users” (ibid 2008:488). Ideally, then stiebllaboration could be done on a continuous
everyday basis.

This becomes especially apparent in the case ofhased service innovation as
services are often relational in a more direct s¢han production (Gronroos 2000). And as
“personal interaction between the customer andénece provider is at the heart of many
services” (Czepiel et al. 1985:3), the service enter (Bitner 1990) becomes a significant focal
point of this relation and therefore for sourcidgas for innovation from users. “At its most
elementary level, a service encounter is one huseary interacting with another” (Czepiel et al.
1985:3) so this is when an active flow of commundraand interaction arises between service
provider and user. Therefore these “moments ofitrfMormann 1991) provide ideal occasions for
sourcing ideas for innovation. Furthermore, thig/igen the users are experiencing and therefore
thinking about all the components of the encouatef their own role (Bitner 1997). This is also
when the role of the service provider is manifesbedh the role of the overall service organisation

and the role of the frontline employees.
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Professions and professionalism

As mentioned above, increasingly one of the demédsis role is to be or appear
professional. There has been an increasing focysajassionalism in general, and this also affects
services. Not only have theoretical and practiesights changed, but the entire focus has also
moved. There has been wide disagreement on hovetisply define a profession in the literature
(Tawney 1921, Carr-Saunders & Wilson 1933, Marsb@80, Parsons 1951, Durkheim 1992
[1958], Dingwall & Lewis 1983). The professions itgelves have changed considerably in recent
years. However, there seems to be some agreenagéhtraditional occupational professions
have four characteristics. First, they possesgsegial knowledge/hich others do not share. This
knowledge often comes from high-level educatiofong work experience and has been seen as
giving professions a special status and a natuoalomoly on not only a certain knowledge but also
on certain work functions (Larson 1977, Larkin 1&econdly, they haveservice orientatioror
commitmentfor the common gogavhich stems from the insights of this knowledGeuess et al.
2000). Therefore the professions have been selkavasg high morals and virtues in serving the
specialised needs of society. Third, due to theavkedge mandate (Halliday 1987) the professions
have a large degree afitonomy(Evetts 2010). They have been able to functioatirely
independently from intrusive outside regulation ighhthey have largely been able to avoid until
fairly recently) and have therefore mainly beencactable to peers. This means that they have has
the freedom to be self-reliant, but also self-igfnt in terms of creation, maintenance and
development of their special knowledge and sKiléstly, they have been a cohereatnmunity
characterised by cooperative and mutually suppetollegiality, a shared professional identity
stemming from common experiences during their ledgcation, and a similarity between
members which also comes from the similar socitiisa of their education (Evetts 2006a). As a
result of these four characteristics, the professitave been seen as having various privileges, but
also several obligations (Parsons 1939, 1951, Q1e8y). There is much disagreement on the
consequences of this; some authors see this astev@@nd vital contribution to society (Marshall
1950, Parsons 1951) and others discuss a moreveegite to the special privileges which
professions supposedly enjoy (see below). Hugh#s8(lhas described how professions enjoy a
degree of trust from others and therefore havetaioneauthority, but they must in turn also possess
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and provide this special knowledge. In other wotls,professions have a higher status which
comes from their special knowledge.

But more recently there has been a major chan{gcos$ both in literature and in
society from professions as a special type of oataps to professionalism as an ideology
advocating the qualities of the traditional occugadl professions (Fournier 1999, Evetts 2003).
However, this ideology has also been applied teratiescupations, which are not part of the
traditional occupational professions. For examible,employees of the café which forms the case
of this article faced such demands and expectatasdo most other vocations today (Evetts 2003).
From defining and debating the status and natuceéin occupational groups, the focus has then
moved to a specific attitude and manner of emplsye#ich is desired by service providers and
users and is taken to signal ability and willingnesdeliver service of good quality. As this has
come to be seen as desirable and indeed necessademands for professionalism have become
synonymous with ideological elements.

This overall development has also been linked bstiSwo the emergence of New
Public Management (2009) and to what Evetts dess@s a change from “normative value
system” to “controlling ideology” (2003: 399). Tlh@mer implies the expectations set by members
of a profession and their peers for a professieratution and can have positive connotations of
high standard and professional pride. The lattaotes professionalism as an externally
superimposed demand on employees who do not neitessare these goals and aims. Building
on McClelland (1990), Evetts (2003) expresseswuteviews as professionalism “from within” the
group of professionals and as “from above”, coniiogn managers or society. Fournier (1999) has
described how the employees internalise theserattgimposed demands and then struggle to live
up to them. In this way, the demands for self-goirgy employees in New Public Management of
services have often been combined with professemads an externally imposed demand or tool
for governing the employees (Fournier 1999, EvV&@33, 2009, Hanlon 1998). And so, how the
role of the service employee is defined changesrdowly. But the appeab professionalism by
managers is aided by the appefgbrofessionalism to the employees themselves, for
professionalism as ideology expresses a humbezgifable qualities such as the four
characteristics of special knowledge and capabdityorally induced service commitment, self-
contained autonomy of the employee, and membeddtapcommunity of colleagues. These two
forces combine to instil the striving towards pssi®nalism in these employees. However, in many

cases they do not posses a special knowledge steniram many years of higher education, and
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the autonomy of the occupational professions ikacea by managerial regulation. These
fundamentally different terms of work create a guiltered version of professionalism as will be
evident in the analysis. Lacking the content ofcsggdeknowledge, professionalism becomes hinged

on form.

Roles

The role definitions and role performances of egdgdrontline employees is
important for all service organisations, but it ts@es vital for service providers focusing on user
innovation as this role is performed in the sengneounters during which such innovation could
take place. This is when the employees come imgztcontact with users and have a possibility of
sourcing or co-creating innovation ideas. Factachsas the external definition of these roles
(Merton 1957, Parsons. 1961, 1965) and the inteod@lunderstanding by the role performer
(Mead 1934, Goffman 1959, 1967) and how precidedyroles are defined therefore has some
important consequences. Linton ([1936] 1964) dbsdrisocieties as patterns of reciprocal
behaviour, a view which fits the service encouqigte well. He saw role as the enactment of the
position or status a person had in this patterm.aBoording to Merton ([1949] 1968), the role
enactment is also shaped by expectations fromitliEne demands and expectations inherent in a
social position tend to shape the behaviour of pants of that position [...] this progressive
importation of others’ evaluations and expectatisnmaumulative and commonly occurs without the
process entering into awareness” (1968: 268-2@8% Means that the role enactor, for example the
frontline employee, unconsciously adopts a ceral@ behaviour as a response to external
expectations. Accordingly, the role performer caméhseveral roles depending on with whom he
interacts, which is why Merton emphasises the relations or role-set in his conceptualisation of
role. Likewise, Parsons (1965) conceptualisesasla result of or response to role-expectations
which determine what is considered successful ot&raction. As behaviour is met with the
same expectations over a period of time, repeamjrésponding practices develop. Eventually,
behaviour becomes institutionalised into a strulyigiven and externally pre-determined role. It
is therefore not the role performer who definesrtile; instead the role performance is guided by
certain role-specific norms stemming from the plkewtoverall values of society, which also

influence the expectations of others for the r8lar§ons et al. 1961). These expectations are found
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at two different levels. At one level one finds toée-specific norms which are the expectations
that others have of the performance of a particilat of role; on another level one finds the
general values of society which are shared by tpaifation in general and not specific for any
particular role (ibid.).

The above conceptualisation of role emphasise hevindividual fulfils a role, what
we might term the fulfilment perspective. Anothergpective is what we might call the enactment
perspective, which is less concerned with the siratorigins of role definitions, but instead
focuses on the everyday practices of role enactaoreatmicro-level. This perspective is concerned
with the ways in which the role performer perforhis role; and proponents of this perspective
include the symbolic interactionists such as En@ajfman (1967, 1959). He has conceptualised
social role as individual agency and enactmenigbits and duties in response to a part which is the
role definition given to him by others (Goffman BJ5A person must then perform a role by the
use of behaviour and what he calls a front. Thetfoonsists of the physical setting of the role
performance, and the personal front which is thgeapnce and manner of the performer. The
behaviour or role performance often has a degrégeafisation in order to be accepted (ibid.). This
means emphasising and displaying the desirabldlvth the less desirable aspects of behaviour
in a role performance to make it congruent withvakies of society, so the result of a successful
idealisation should be that the performer porttagsself as having ideal qualifications and
motives. This also brings about the question afesity or belief in one’s own role performance. As
a performer can in this way manipulate the frord oble performance, he can be more or less
sincere ranging from total belief in his own penfi@nce to intentional misleading. Another
important aspect of role performance is the expressder, which denotes a congruence of the
front, behaviour and overall situation and shoutshte a harmony of social interaction (Goffman
1967). In order to ensure this, the performer rmaster expressive control, which is the control of
how he expresses himself including his role pertoroe and the front (Goffman 1959).

Roles have also been analysed in connection withcg encounters (Goffman 1959,
Solomon et al. 1985, Broderick 1999). For examptdpmon et al. have pointed out the
interdependence and mutuality between users antbgeds in service encounters (1985). In
connection with role identity, they point out tmegortance of cohesion in a group of role
performers: a strong group cohesion among the peeis increases the desire to perform a service
role well. They have also analysed the importarideiag up to the users’ expectations during

service encounters. Another example is Goffmanq12967). He takes a personalised and
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processual view of role enactment and interactiahié encounter which he defines as bccasion

of talk or episode of interaction as a naturallytaed unit” (1967: 35, his italics). Since “a smg|
focus of thought and visual attention, and a sifigle of talk, tends to be maintained and to be
legitimated as officially representative of the emeter” (1967: 34), the consequence of this is that
“side foci”, such as e.g. asking for ideas for mabon during a service encounter, tend to be
ignored in favour of the official purpose of theceannter which is often the exchange of a service
for money. Another important aspect of role intéiacis the emphasis which a role performer puts
on the social “face” of that role (1967); the imiawrce of this can lead to some unintended and
unfortunate consequences when it comes to breakiag of politeness and appearing professional
in favour of honesty and directness.

Method

It has so far been made clear that service orgamsawishing to engage in user
innovation could do this through service encountéhgés means that the role of the frontline
employee becomes a central element in this prottassalso clear that employees which formerly
were not considered part of the professions inanghsface expectations of professionalism — at
least in attitude. But what is not clear is whédeef this has on the daily work of the frontline
employees and on getting ideas for innovation fum@rs. In order to identify and understand the
new role of the employees and its effect on useovation, a series of service encounters were
studied in what was assumed to be a relatively ehtany form. It was unknown whether the
professionalisation was a driver or a barrier terusnovation.

With this aim, a qualitative case study of sengoeounters at a café was carried out.
As stated, the service encounter would be an sleation for identifying and conveying ideas for
innovation, so the everyday processes of theseuatexs should be studied. This has been done
from various angles and aims (e.g. Czepiel 198%yéllec and Lindquist 2005), but here we are
interested in user innovation as well as the hubsravioural practices and perceptions. Therefore,
the service encounters were studied from an anthogjzal perspective in order to identify how

service practices taking place in these encount@gbt encourage or hinder user-based innovation.
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First a brief note on terminology: When talking abpersons in general providing
and receiving a service, the words “employees”‘asdrs” are used. When referring to employees
in general who are in direct contact with users,tdrm “frontline employee” is used. However,
when referring to the concrete persons workingpatcafé and the specific persons frequenting the
establishment, the words “staff” and “guests” asedihere. These are the informants’ own
appellations and therefore consistent with using@oncepts (see below). The café studied in this
case is referred to as Café Classy. This is natedllename of the café, but a metonym created for

anonymisation purposes. Likewise, all names ofaedpnts are omitted.

Data collection

The case of a café setting was chosen as it veasimred to be able to provide a
clearly defined service situation of short durapiind with a relatively simple set-up. Presumably,
this simple type of service encounter would aicdentifying processes that could be helpful or
hindering user involvement in innovation, particlyavhen utilising the service encounter as an
idea-phase for innovation. However, as will be ewid the frame of these service encounters was
far from simple.

Nevertheless, the data collection was done thretighographic fieldwork (Wadel
1991). This consisted of several elements. Thevies a few initial sessions of participant
observation (Spradley 1980) during which the regdeartook on the role of being a guest at the
café. The method consists of the researcher beingersed in the environment and playing an
active role within this frame. This involved thesearcher entering the field to make first-hand
observations and interact with other persons ptésdhe setting to gain a personal impression and
comprehension of it. This means taking an activéigygatory role, engaging in conversation with
staff and observing during various contact actgitsuch as seating, deciding on items to order and
ordering, receiving food and/or beverages, givieedback on quality, paying and so on.
Furthermore, during consumption the researchepbagrve the interaction between other guests
and staff. During the visit, various field notesaservations are written down, and these are
supplemented with further notes after the visithiis way, through both noticeable incidents and
repeated everyday patterns of behaviour, signa@dénllying perceptions and assumptions are
discerned. During these sessions, the researclseaceampanied by other researchers and the

overall setting was studied. The duration of at\sithe café lasted 1-3 hours which followed the
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pattern of other guests. Through the participasteolation, the practices of the service encounters
taking place within this frame were studied witfoeus on whether these practices could be used
for generating or transferring innovative ideasrfrguests to staff and how professionalisation
affects these processes. The initial instancebat-g$erm participant observation were then
repeated approximately a year later when more@essif participant observation were conducted
over a period of some weeks. At this time, undediteg of the setting had led the researcher to a
narrower focus on processes taking place and@gstexpressed in the encounter, which lead to a
more targeted engagement with staff members. Fample, the researcher could casually make
some suggestions or questions regarding ideastioration to gain an experience of what
reactions this would generate.

Another element of the fieldwork was interviewstekfthe initial period of participant
observation, interviews with five staff members &verade by the other researchers, in order to
further explore their attitudes and perceptionthetfr role, the possibility of sourcing innovation
ideas from users, and their feeling on doing sough the service encountér$he interviews were
also qualitative, and they were semi-structurednstructured as they were loosely built on certain
topics but informants were allowed to deviate frimese whenever they felt something else was
relevant to mention. Thus the researcher’s firstehexperiences and observations were
supplemented with statements on the direct expsgggropinions and feelings of staff members.
The interviews were made in the staff members’ tamguage and translated by the researcher.
They focused inter alia on how the staff membeestleir own role, on interaction with guests, and
the possibilities for user involvement in innovati@specially conveying or creating ideas for
innovation. Thus the interviews brought forwardatggions of many first-hand staff experiences
and their personal reactions to these. On the bided, participant observation can provide the
researcher with an impression of the social inteva@s a first-hand experience. In this way, the

two methods which are often combined in ethnog@péid work supplement each other.

Data analysis

Like the data collection, the analysis of the da&és done in an anthropological

manner. This means that the researcher systenia@celysed and interpreted statements and

2 The researcher thanks Jens Friis Jensen and dwib&tor letting her use their data.
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observations during and after they were made. Istranthropological literature there has been a
tradition of seeking patterns in everyday detailbehaviour and attempting to uncover underlying
personal and social assumptions and meaning. #gstmily systematic method of data analysis
such as the rigid comparative classification ofugided theory (Glaser and Strauss 1967) or
mathematical analyses of statistics would not sngepurpose as the former might not allow for
enough flexibility in the interpretation of empiglcmaterial and the latter might miss the subtle
micro-level details often used in anthropologiaahlgsis.

This, however, does not mean that anthropologstsad use systematic data analysis.
Instead, patterns of meaning were sought througgsification and interpretation of these everyday
details of behaviour. This means that the methagoie quite inductive and therefore insights
categorised using the respondents’ own wordingoAtiagly, emic concepts are used in the
analysis where possible. However, the actual aisaéysd interpretation of the empirical material is
done by the researcher. This means that all irg&fpons, observations and theory built therefrom,
as well as any faults and misinterpretations,sasghe researcher. Interpretations, then, are made
based on previous statements and observed behavithe subject as well as other subjects, and
on a general knowledge of the situation, the p{#ue café), the practices and cultural traits, the
issue studied, and in the case of the intervietusoavledge about the respondent stemming from
earlier responses during the interview (the inma were transcribed by the researcher). Thus as
underlying themes and elements of cultural mea(tpgadley 1980) are inductively identified, this
allows micro-level details to be interpreted acaugty and thus a pattern of meaning emerges.

As with all methods there are some limitationsvali. Often participant observation
has been used longitudinally in fieldworks durinigieh the researcher has been constantly
immersed in the environment for up to several ydhrs was not the case here as neither the
researcher mimicking the duration of guests’ visis the overall length of the research project
allowed for it. Though access to the field was essthis was a semi-public setting, the scope of
access did not allow interviews with guests, in@ms with all staff members, or further interviews
with staff members after the second round of oleems. Also, the researcher did not take on the
role of a staff member but only as a guest, theérwould have required more training and time.
As the interviews were translated, certain word$ expressions will inevitably change connotation
as there are not always perfect equivalents inrdémguages, but the researcher has strived to find
as close expressions as possible. Lastly, as #isadology is highly qualitative, no numerical data

or statistical overviews on e.g. number of gues@verage duration of encounters were generated;
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neither was that the focus of this study. Insté&daim was to explore and elucidate processes of
meaning related to professionalisation and theisequences for user innovation through service

encounters.

Findings and analysis

Processes and patterns of meaning are often haiddern as they must be induced
from details of actions and statements. We musetbee describe, analyse and interpret these
everyday details, starting with the staff membgesieral view of the café and their own role. This
is then followed by an investigation of how theffstaembers perceive the rules of the working
place. This is followed by a focus on the rule®efiaviour and interaction which are in turn set for
the guests. Finally some consequences for staffbmesihiviews and opinions on the users and the
possibility of user innovation through service emars will be discerned. The processes of
meaning found in this study were linked to thefsteémbers’ perception girofessionalisnin their

role performanceat the café.

The Importance of Good Quality

The café was a well-known relatively expensive ldihment located next to a square
on one of the main pedestrian shopping streetsaiceéntre of the city. The ground floor had large
glass facades facing busy shopping streets, ihdeement there were toilets as well as the kitchen
and other staff facilities closed off to guestseTiterior decor was light and minimalistic with
small round tables each surrounded by a few ckeirsg the table in a closed circle. Along the
wall there was a bar with a few stools, and orvih#s hung many pictures and photographs and in
a couple of places also various newspapers andaimagaor the guests. In the summer an outdoor
seating area in the pedestrian square was openied the season.

It was a relatively expensive and fashionable edfich emphasised good quality in
the food and drinks. The selection of items inrttenu card showed a focus on professionalism and
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high standards reflected in e.g. healthy food, @eagy, high quality, freshness, passion for
cooking and presentation of food. It also refleatedain ideological values such as organics, fair
trade, biodynamic and local produce. The servieengel very professional, it was polite and
smiling as well as fast and efficient and generattgntive to the immediate needs of guests. The
staff members were well-versed in the food andidrans well as the processes gone into making
them. If asked at any time, they could usually arswost questions regarding raw materials and
preparation immediately. They had various backgdsubut most were relatively young (in their
twenties) and had not worked at the café for mioaa &a few years at most. All respondents were
frontline employees so they had direct contact whthguests, and almost none of them had any
formal education as waiters or bartenders, alth@aghe had a little experience from working
similar jobs previously. As stated, the visits akgts seemed to last 1-3 hours although some were
briefer and a few longer. Unsurprisingly, dinensded to stay longer than guests who only
consume beverages. Generally guests were dressaallgaand seem to be of all ages from mid-
twenties into the seventies. Few, however, seemadger than end-twenties, and some were
bringing their children. This, then, was the settii this study.

The food served at the café was generally deschigesiaff members as of excellent
guality and most often highly satisfactory for theests. For example, when asked if anything was

special about or characterised the café, one regpomeplied:

Oh that's difficult now because I've worked here for so long, so for example for the food, there’s really a lot of
people who say “oh [name of respondent] you eat at Café Classy, it's really so delicious food” and of course |
can see that it's delicious ingredients and such [...] But | can hear from people, well who come from outside,

I mean people who | bring along to eat there, that it's just like “wow that really is delicious and you can feel

that it's delicious ingredients and that it's not just something...” well yeah, but | can’t taste it myself anymore.

Like this respondent, the staff members in germesabnly advocated, but showed great pride in the
quality of the food served. For example, duringtsjghe researcher often received enthusiastic
explanations and emphatic recommendations of dishes the staff members were asked about
menu items. Compared to the dishes offered at a#fés in the vicinity, the selection at Café
Classy was in many cases virtually identical (altjffoa few dishes did differ), but there was a
distinct difference in the execution of how thehdis were served in terms of manner and

presentation of the staff members, who generabyngel more formal. In general, what Grénroos
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has termed the “technical or outcome dimensiorsestice quality, in this case the food, was of
good quality (1990: 37). But more importantly, staff memberselt that it was “delicious”, as
expressed in the quote above; not once during wéisen and interviews was anything negative
stated about the food. There was what Goffman (1L8&l%s an idealisation of this technical
dimension as only the positive aspects were pattaglso, this consistency in expression was part
of the role commitment of the staff members. Thegugnely cared about the quality as seen in the

following quote:

I think that Café Classy, there’s like a lot of things which are well thought through, | mean that they have like
thought through well. Something about... | mean why they do this and that. It's different things. It's well
thought through, | really like that, that it... that there is a thought behind why they do the various things and
that they have organic farming hanging and biodynamic soil... what’s it called again, something biodynamic
something... | think that's... | mean... well | like that. I'm a big advocate of organic farming and biodynamics
and those things, so in that way | just think that it's cool that so much of it is introduced, and | only hope that

there will come even more.

The staff members stated during both interviewsabsgrvation that they shared the belief in the
ideologies of organic farming and biodynamics whics prevalent at the café. Not only did they
think the quality was good; it was quite importemthem that they could personally agree with the
guality and ideology. Because they shared the sd@gbressed in the menu card, staff members
displayed a pride in their work as they were proudffer good quality products, which even
reflected these ideologies. To use Goffman’s teohoigly, not only did they have role commitment,
they also had sincerity or a belief in the parytthvere performing (1959). Or, seen from a
professionalism perspective, the food and servgieafied both competence and some higher ideals
or principles. In other words, they signalled pssienalism. How important this was to the staff

members can be exemplified by the following quote:

| can vouch one hundred percent for everything that goes on at the café actually. | mean for what is served
[...] Well that they are into organic food and that they use proper raw ingredients, it's a proper quality, it looks
properly what you serve and that... well you know that you can trust what is served... of ingredients and

such things. And you know that it's not anything like oops, that you just find a carton of something, which is a
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week too old among something else and such things. [...] Here they make a big deal out of telling you... well
the whole procedure of how their quality consciousness, what their thoughts on quality and organic food and

such things are.

An awareness of quality, and pride in work, aréhis quote supplemented by an explicit statement
of the personal involvement which is part of ralecsrity (Goffman 1959). This personal
involvement can be taken as an expression that#fiemembers to an extent identified with the
café and the products served there as well asthwdihrole as employees. In stressing the “proper
quality” and “proper” presentation, the staff membfaoted above emphasises that the setting (the
physical frame of role performance according tofah (1959)) is something to be trusted. Being
trustworthy is often described in the professioeréiture as an important element of being
professional (e.g. Hughes 1958), so this is andtigeal of professionalism. In other words, the
employees not only like, but identify with, the fassional setting (as contrasted to the
unprofessional hypothetical scenario given astafial example). The quote also alludes to how
the employees are socialised into being qualityscmus in the mentioning of the emphasis put on
this by managers.

A major work motivation for the employees was theenthey worked together in

performing their roles and delivering service ifparticular” way:

It's the social aspect of it. | mean it's something about eh... yeah... yeah it's a very [respondent emphasised
the word] particular way of being together. The fact that you know you are very busy, and you just know... if
you're at work with the right people, the ones you get along well with, then it just works, and even though it's
totally busy, then it all comes together, it... for me, it gives some sort of kick in some sort of way. [laughs] Or
in a way that you can see, that you are providing a good service and yeah... it... yeah, so it's something

about that | can provide a good service and at the same time have fun socially.

There were two interlinked “social” reasons stdigdhe staff members for liking to work together,
both of which are stated in the above quote. Osaddo with the internal relations between the
staff members; the other has to do with the ratatiiothe guests at the café. The first reason hes t
social interaction between the staff members, wigamight call the “colleague factor” or social
aspects of the job. These were quite importarttécstaff members; sometimes they even spent

time together outside working hours as well. Tligesponds to the collegiality and shared
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professional identity, which has been analysetiéncase of the occupational professions (Evetts
2010). However, in this case it was not the resiytears of education forming a similar way of
thinking in the minds of the employees as in theeaaf the professions; rather, it simple came from
working together. In other words, the origins ofi@giality were not a sharing of similar education
and complex knowledge, but social interaction.itudssing roles in service encounters, Solomon
et al. (1985) have noted that strong group cohemmong the performers induces a desire to
perform the service role well, which is concordaith the findings of this case. The second reason
for motivation in co-working stated above (and engral) was the coordination of the role
performances and the resulting efficiency; this enteem feel they had provided a good service
and that they seemed capable and skilled, or haratords, professional. During observation, the
staff members were at times quite busy, but alveagsned coordinated of choreographed, and they
seemed to like this. As the quote above exprefisesight choreography made them feel they had
made a successful role performance which was coimgriowards both themselves and their
colleagues. In this way, they found great satigfadah appearingrofessional Also, the emphasis

on “the right people” which “you get along with'ggsials the co-dependence of the staff members,
which parallels a community characteristic of thassic professions, namely the peer system
(Freidson 1999). The respondent does not mentistomer perceptions to any noteworthy degree,
but the fact that one is responsible to one’s pedmportant.

According to Goffman, the setting is a part of whatcalls the front of a role
performance (1959). Another element which also fpart of this front is the personal front, which
consists of the manner and appearance of the pefoApplied to this case, one can say that it was
important for the staff members to havprafessional fronbr appearance. The staff members feel
the quality of what they serve is excellent anddiup to their ideological standards, and not anly
this important to them, they also identify withatan extent. They personally relate to the quality
and standards, and they like working there andopaiihg their role the way they do, so they have
high role commitment. The good quality, trustwan#ss, competence, adherence to higher ideals
and importance of peers are all elements poinbrthe professionalism of the service encounters.
The staff members feel things are professionallyedand that they themselves appear professional,
which is very important to them. And being professil has a high attraction to them as it signals
an array of positive characteristics. Herein Ires appeal of professionalism; it signals skill and
competence, and provides legitimacy and validatiaimeir work performance and employee role.

In the eyes of the staff members, to appear privieskis to be professional. And certainly,
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observation in general showed that the servicetguahs high at the café. In this regard, the
adherence to professionalism functioned quite Wélé professional choreography alluded to

above was no coincidence; it stemmed from a seile$ which will now be addressed.

Rules And Structure

It was not just in the outwards appearance towtlrelguests that Café Classy took
pride in appearing professional. The emphasis ofepsionalism was also remarkable when seen
from an inside perspective, that of the staff memmbleemselves. This focus on professionalism
manifested in some ways, which were not immediateiple to the guests. To the staff members,
efficiency was an important part of appearing psefenal; and this view was shared by both
frontline staff members and managers. This wasfieadinto various rules. When asked what it
was like working at the café, one respondent instaeplied: “I think it's good, | think our
comradeship is good. There are some good rulesyesyone does the same.” This quote expressed
an interesting viewpoint, which was heard expresss@ral times during interviews. It links the
three elements of “rules”, “everybody does the sasnd “good comradeship” in a chain of
causation. The rules correspond to what Linton 419@s called duties of a role and Merton (1968)
has called role expectations. These have thendmbhied into concrete role-specific norms
(Parsons 1961). These norms standardise the skafberformances of service provision and ensure
a certain quality. It also provides the good coresdiib to which this staff member refers. During
observation of the interaction between the stafinimers, their comradeship did seem good, judging
from the smiling and joking fashion of interactithrey displayed. This was support by the fact that
they also interacted socially outside working howursich several respondents mentioned during
interviews. Furthermore, during observation théf ftehaviour did seem synchronised and
standardised; they rarely seemed in doubt of whe wepposed to do which tasks. This
standardisation was very positive in their viewisey relied on it, and in this way the group
cohesion (Solomon 1985) and collegiality was supgeleted with a system of peer control in which
each staff member was responsible to his or hespé&e the staff members, the chain of causation
was then 1) rules or norms providing 2) standatiisavhich made them seem professional and
this in turn formed the basis of 3) good comradeshi
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Of course, all employees (and humans in general¥@ojected to rules; it is a basic
condition of being employed. Rules steer actiansf freedom, and can be experienced as
restraining and dominating by employed subjects aboepted as a necessary annoyance. However,
the rules were spoken of in a very positive matyethe staff members. They were keen to accept
the rules, which ensured that their work place fiomed correctly and professionally. The
advocacy of the rules is further elaborated inftlewing quote:

| think it is really good, because there are some completely firm rules, like manuals for what you should do
and when you should do it and in all possible situations. Yes, what you are supposed to do. And that makes
it, so that the waiters are free from thinking you could say. [Respondent laughs] So when it's busy, then
you'’re not at all in doubt of what to do and where you are and where the other waiters are, and that | think is

a giant advantage.

The staff members liked the rules and relied omtke provide coordination and standardisation.
Observation showed that the personal style orpetéormance of staff members varied, and so did
the service provision depending on how busy thé wefs. Nevertheless, there was a unison
expression in the service in some ways: it wasllyssiailing and polite, but also seemed
standardised and rehearsed to the researcher. ldpwee staff members saw the rules as
beneficial in providing guidance or “manuals” fbetr role performance and a fixed frame of work.
This fixed frame is welcomed as it provides instimut and eliminates doubts of what to do, and so
providessecurityin their role performance and makes it seem pstdeal. Not only did staff
members accept the rules, they actively embraasd s a clear role definition (Linton 1964) and
source of support and validation of their role perfance as professional. To the staff members, the
result of the rules was a standardised, coordiratedorofessional front (Goffman 1959); in other
words, their professionalism was codified into thkes.

However, the professionalism and similarity credigdhe rules mentioned in the
guote above were fundamentally different from tfahe traditional professions in one important
way. Evetts has written about the lengthy educadioh socialisation of the occupational
professions that “one result is similarities in Wweractices and procedures, common ways of
perceiving problems and their possible solutiors strared ways of perceiving and interacting with
customers and clients” (2006: 135). Though thd steimbers had common perceptions and ways

of interacting with the guests, the origins of ssohilarity were quite different from the
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occupational professions. Stemming not from comkmwledge but from imposed rules,
similarity as a result of education amkthowledgehad been replaced loyiformity as demand
coming from the management. More than being basepecial knowledgand skills, the
professional service quality was basedwes ensuring similar work procedures. In this way,
professionalism is transmuted and becomes formebadker than knowledge-based. In other
words, professionalism now lies in appearance arnldé rules. The following response shows the

effect of the rules to one staff member:

Well Café Classy is a place with many rules [word emphasised by respondent] [laughs]. Not that we are little
robots running around, but... but there are rules for very many things. But that is also what makes it, so that
there is the structure, that there is. [...] Of course, there are not any rules for, how we must serve them,
except that we should be open and nice and friendly and accommodating and all those things of course.
Then we got seating now, which does, that we are controlling them even more, how the café passes off.

Ehm... yeah, then the price range it is in, then perhaps you also have to just give it one extra notch.

As stated by this respondent, the “many rules” wertedetailed regulations for tasks, but general
rules of behaviour or role performance, which cgpond to what Goffman has conceptualised as
expressive control (1959). As the role expectatmisthers are learnt and internalised by the staff
members, they become self-governing and focusdwwanto maintain an expression which is both
consistent and congruent with these expectatiams. Sets the limits (or “rules”) for acceptable
behaviour, and serves as role definition and gundsl| The rules of being “open and nice and
friendly and accommodating and all those thingg’am expressive control, which the staff member
must be able to manage. But as the rules are ceahbiney also form a professional “structure” for
action and interaction on which the staff membarsrely so that they are “free from thinking” (see
guote above) as long as expressive control is miaigd. One of the defining characteristics of the
occupational professions is the autonomy of eaofepsional worker (Evetts 2010). However, in
the café case there is a paradox of autonomy. &hétrof the rules and structure was that the staff
members appeared quite self-sufficient and autonsnmthe observing researcher; however, they
were in reality governed by many rules and theeetorything but autonomous. Part of the
expressive control to ensure a professional fraag thhen autonomy in expression (but cet

factg). The close connection between the rules andrbfegsional front was pointed out by one
respondent who was asked how Café Classy wasaeatitféirom other cafés:
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Yeah... | don’t know how, if | can define if it is different, since | haven’t worked at other cafés as such, but
well they do their job well after all, and they care about the quality, | think that is important. And things are
done properly and you're there for the guests, right? And you don'’t sit [in the bar] and drink while the guests
are watching, | like that. All those things and rules, they’ve got, | think that makes it nice working there, very

professional.

The previously stated points on the value of gogality and doing things “properly” are in this
guote further elaborated with statements on thesridr how to appear to the guests and maintain a
“professional” front. The quote mentions three edats of this front. The first is attentive service
orientation as stated in being “there for the galedthe second is capability as signalled in “care
about the quality” and “things are done properliie third is thedealisationof their role
performance (Goffman 1959). As previously stathdirtattention and appearance to guests was
important to the staff members. Such idealisatimmtserved to make a role performance congruent
with the values of society (Parsons 1961). In otherds, the performer displays the acceptable and
admirable parts of his behaviour while hiding teesl acceptable parts. In the quote, the example
used is that of drinking alcohol. Outside openiogrs it was common for staff members to have a
drink together; but when guests were presentwhsnot acceptable. Not once during the field
work was such behaviour observed. What was imppriaen, was not so much the actions and
behaviour of the staff members, but #pppearancef these. It was not considered inappropriate to
have a drink with fellow staff members in geneaally “while the guests are watching”. In this way
it was important to the staff members to feel thaye a professional front, and they welcomed the
rules as they felt they provided exactly that.Heit eyes, the rules made them professional.

During observation, the staff members seemedrsk#fint and capable. They also
seemed preoccupied with being so; any attemptave A conversation with the staff members
beyond the immediate work tasks failed every time was attempted by the researcher. It was as if
everything was already planned and scheduled istceamlined entirety which seemed
impenetrable to the participant-observing researcdie many times the staff members mentioned
the rules during interviews confirmed this impressiln their eyes there were many rules, and this
was a good and important thing. The rules coordoh#teir work tasks and provided a standardised
uniformity to their role performances. They alse@the staff members guidelines for expressive

control and created a frame for behaviour, whidhld¢dprovide a sense of security in their
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performance. Furthermore, they created a struéturne café and allowed each staff member to be
self-contained; “follow the rules and you are doimgjl” the mantra seemed to be. In short, the
rules made the café segmofessional Though the staff members might have been autonenmo
expression and appearance to the observer, inyrdatir role performance was managerially

controlled.

The Rules For The Guests

In the words of one respondent quote above, CE8sg is a place with many rules.
But these rules are not just for the staff membEng. guests too were subjected to various rules and
expectations, although these were often in the nmopécit and subtle form of assumptions of how
guests would behave. In many cases, the staff nantiiemselves did not seem to even be
conscious of their assumptions. In other casesekhienythey were very aware and seemed to
almost take pride in enforcing these rules. Ona aféhese rules served to guide the behaviour of
guests in a very concrete way. This was the seatistgm, which at the time of the first round of
observations and the following interviews werelatreely new implementation. When asked how

the seating system was working out, one resporateswered that:

It's going really well. It's totally awesome. It is... you have control of the guests. And they feel, that you have
control... well the thing, that they know “well ok, now she has put us on the list for a table, so now we can
just relax, we don’t have to stand and...” you know. And also the thing, that someone can’t just come from
outside and take a table. Well... it... yeah... it's really awesome. Yeah. So besides that there are some
guests, who are upset "but after all we always sit down by that table there”. “Yeah yeah” | mean just like

“fine” like... creatures of habit! [laughs] Then it works totally well.

As mentioned earlier in the quote from another oagent about how the rules provided a structure,
the seating provides a choreography which alloaf stembers to “control” the guests. Most staff
members were very happy that the system had bé&ewluced allowing them to do so, because it
provided rules for the guests in a very explicinmer. No doubt, it made it easier for staff members
to perform their service tasks. But in the eyethefstaff members, another reason was more

important and far more often stated: it also alldweem to handle the guests in a more professional
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manner offering higher quality service. Howevers gystem was affecting their relations with the
guests, especially the regulars. One would thiak thaking the guests “upset” would be a major
concern for employees so concerned with being pstdeal, but this is somehow still acceptable
because it makes them seem in control; as thegtatieusly able to steer and handle things, they
appear professional. And guests are expected torcorto the display of professionalism; failure
to do so is met with a dismissive remark such aatyyeah” or “fine”, as demonstrated in the
fictional or self-dialogue, which this respondent/g, illustrating how she remembers the
conversation. It is even topped with a slightlyaiding “creatures of habit”. It is somewhat ironic
that a staff member who is allegedly so concernilal ligh quality service can so easily refuse the
importance of such confrontations, but there seene a purposeful disregard; after all, “besides
that” then “it works totally well”. Clearly, appéag professional by following the rules is in focus
In fact, because the rules for guests were soakptiallowed the staff members to appear

professional in a very explicit manner. This isalkistrated in the words of another respondent:

There are also a lot of regular customers in there. After we have gotten seating in there... well for example |
had like a young couple with their son of two-three years age or something like that, like they are really a
young couple. Who sat down at their, like, regular table-ish and where | went down there “they are for dining
guests, you will have to...” "There is seating now?” and “we have been coming here for twelve years now”
and even though it was like a young couple they were just like "argh!” “well something new happens all the
time” and such... so... yeah there are some, they can’t... they can'’t things like that. [...] There was also one,
who gave a comment like “this is the last time | have been at Classy” and stuff, because he wasn’t allowed
either to sit there and read his newspaper. Then, it can be... well it can also easily be that he is coming back

in a week, and then he just had to demonstrate. [laughs] Yeah.

Again, using fictional or self-dialogue, the resgdent provides more examples of the dismissive
attitude displayed towards guests who fail to cgmwath the rules and structure. The quote also
illustrates that there is sometimes a symbolioggfiel between staff members and guests on who
owns the space; own is not understood in a legalesbere, but rather a feeling of right of use or
symbolic territory. What the respondent emphasiseubt just the fact that guests sit down at the
wrong table, but the manner in which they did he¥ “sat down at their, like, regular table-ish”
implying that to this staff member (and indeedadithem), there is no such thing as a regular table

and behaving as if there was is breaking the rtdewhich staff members take slight offense. After
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all, there are some guests, “they can’t thingstiite”; meaning some guests fail to live up to the
rules. It may seem ironic that guests, who allegbdlve been regular through twelve years can so
easily be dismissed with a “well something new heaqgpall the time”, but to staff members this
statement means that they are constantly impraumbthereby evolving to become even more
professional. A similar thing can be observed mélample of the man who was refused to sit and
read his newspaper. Losing a guest through cordtiontis not the focus of the respondents’ story,
instead two other themes appear. The first is enfgrthe rules; the second is the struggle for
symbolic territory. Indeed, perhaps the guest “hesd to demonstrate”, to mark his symbolic
territory both in the special term of claiming hight for the particular table, and in moral terafs
claiming his right following his own norms of behawnr and not the rules of behaviour set for the
guests at the café.

In the case of seating, the rules, though eviderdtyentirely clear to guests, did have
a visible aspect as all dining took place in aipalar area. The structure, then, was in this case
visible to guests to a certain extent, althoughialsly not enough. There were no large signs
saying “please wait to be seated” at the entrahteeocafé, and only when crossing an invisible
line to the dining section were the rules enforeadless, of course, guests sat down in the other
part of the café and ordered food. Or unless it suaesmer, in which case the café opened up a
section of tables outside and dining was allowae be&o. In this way the structure might be visible,
but not clear or evident to guests. An importamt phathat structure, then, existed as a cognitive
pattern in the minds of staff members. A pattersté@r the whereabouts of guests, and a pattern
serving the purpose of making the café and thepettormance of staff members seem more
professional.

As a guest, the observed experience was not oa@lkaice with many strict rules to
which one should comply. Instead the assumptiomsayger behaviour were found in everyday-
level presumptions and signalled to guests thrauggtle hints as well as the observable structure of
behaviour which all other guests seem to follow.eWwluests fail to comply with this,
consequences follow without exception. For exammie, respondent was asked how staff members
handled this type of confrontational situation avitether they would let regular guests get away
with the free seating pattern of behaviour whiclsexl before seating was implemented. She

replied:
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Yeah well, with that we are pretty ehm... with that we are pretty much like you have to follow suit actually.
And we also get told this by our managers. Yeah. Of course you shouldn’t say it in an cross way. Of course
people try to present it in a fantastic way and offer another place for them and things like that. But they are

pretty ehm... "You should not make allowances for that”.

Here the importance of guests following the rutestated very clearly “you have to follow suit”.
Otherwise the café and the staff members risk appeanprofessional in their role performance.
Therefore, there can be no “allowances” or excaegtid his shows the value put on adhering to a
pattern, which from the perspective of the staffmbers make them seem more professional. In
other words, it is a necessary evil, mostly presgisubtly but at times also through open
confrontations, for the greater good of appearirmjgssional.

Breaking The Concept

The “follow suit” mentality also meant that certatatements which did not follow
the expected pattern would be overlooked or ignasedt least they would not be accommodated
to. For example, one respondent was asked what eotsrthe guests made in general. She replied
that:

Well, most think it's really really delicious. And then there’s some who think that it’s a little...well in
comparison to the price that it's extremely expensive. Or that it's extremely little. | mean that the price, |
mean what you get compared to what you pay, they don’t think it's worth it or... So it's really a lot about the
price range when people complain... | mean they think it's too expensive. Like in general. Also at the coffee
and... "why does a cup of coffee cost 43 when we can get it to 32 some other place?” [respondent changed
her voice to a very high-pitched complaining voice]. “Because that’s just how it is. Of course you can... you

are welcome to go to another place”.
According to this respondent, “most” guests shheestaff members’ view on the quality as

professional. Only “some” are dissatisfied. Notalthe reason is not the quality but the price. In

fact, observation showed that the prices wereivelgthigh at Café Classy, but not more so than at
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any other cafés in the close vicinity. Anyhow, cdanmts that products are “too expensive” are not
taken to damage the professional face of the aatigecstaff members. If anything it is rather
confirming it; the professional quality is so hitjtat prices are necessarily very high too. During
observation and interviews only one staff member egsponded, that he thought prices were too
high. Being educated as a chef, he had been wot&mgorarily as a waiter at Café Classy for 6
months while waiting for another job which he wasuat to leave for at the time of interview.
When asked during interviews or confronted with a€ks on the prices during visits, all other staff
members defended them. Furthermore, the pridedfegsionalism meant that the professional
structure of things cannot and should not be alteréhe eyes of staff members. And it was part of
the role understanding of staff members to deféledtices and in fact the entire professional
structure. Guests who “can’t things like that” atah’t “follow suit” are frowned upon by staff
members as illustrated by the change of voiceerrésponse above. In the fictional dialogue of this
respondent they are simply given the remark “thass how it is” rather than a substantiated
explanation; after all, they “are welcome to g@atmther place”. The two latter remarks show not
only that there is a specific “professional” sturet at the café, but also that it is highly valbgd

staff members — to the point where it cannot amiighnot be altered by guests, only by managers
and staff members.

So, purposefully disregarding certain things wanfteén happen when such utterances
were conflicting with the structure which existed fvas strived towards). For example, a female
guest was observed complaining about the waitmeg for her dish. The lady was sitting outside
and came in and went up to the bar asking if tre/fbrgotten her order. The bar staff quickly
contacted her waiter and together they explaindgetdhat this particular dish took longer time to
cook, up to half an hour. The lady reacted withssatisfied remark that she should have been told
this information when she ordered the dish. She &t the inside of the café and went to sit down
at her table outside. Soon after her dish was ddryea smiling waiter with a casual remark in the
style of “there we go”. The lady then started tolesr dish. It seemed that the smiling waiter
thereby considered the problem solved. Professematarance had been quickly restored. It was
not clear, however, whether the lady shared thesgnsents. Furthermore, the problem could have
been avoided if for example the fact that this das¥k longer to prepare had been said as it was
ordered, or if the information had been writterthe menu card. None of the staff members seemed
to make such deliberations; after all, the immedm@mbblem was solved — more or less. There was a

pre-existing structure considered efficient andgssional, which had now been restored.
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In both the above examples, the confrontation chalke been used as an opportunity to question
the current structure and perhaps make alteratiarighe status quo was defended as it was on this
that professionalism rested.

Another instance which happened during observalliostrates how opportunities to
ask the guests for ideas are missed due to thegsmiohal attitudes of the staff members. During a
meal at Café Classy, the researcher noticed a &gs bf ground coffee in a glass cabinet at the
back of the café in a corner next to the stairctvieéad down to the guest toilets and entrance to
the kitchen area. The waiter serving the reseachasle was asked about the bags of coffee by the
researcher. She replied that Café Classy sold tlaircoffee. She was already about to leave the
table as the unusual fact that the café sold tweir coffee prompted the researcher to enquire
further by posing more questions. With a politelerthie waiter informed the researcher that the
café roasted and ground its own coffee. Again thigewwas politely about to leave the table as the
researcher asked if one could buy this coffeeastipermarkets, and she smilingly replied that this
was not possible, but it could be bought at the Blaen she left the table. The obvious attempts of
dialogue failed. Notably, this was not a particiyldnusy time as many tables were empty, so it was
unlikely that the refusal to engage in conversatias due to time restraints; instead the pattern
followed the overall structure of a smiling andifyet somehow non-engaging role performance
towards the guests. Evidently, there was a limitde much and which ways the staff member
engaged with the guests, instead the obvious atseofiplialogue were met with an impenetrable
invisible “wall” between the researcher and théfsteember. There was a behavioural structure
avoiding unnecessary interaction with the guestshwvas followed by the staff and was expected
to be followed by the guest as well.

The reason for this adherence to the professginatture was clearly stated in one
response from a staff member, who was asked whttbejuests could be used as a source for new

ideas. After a long thinking pause, she replied:

... perhaps... mmm but | think it's difficult how to do it. Because... one of those questionnaires to fill out, as a
guest or like that... pffftt [shrugs] | think that's a little flat. Well it... because then it seems like you want to
check the guests extra thoroughly, and after all that's not... | mean, in some way, what | also think is cool
about Café Classy is that there is a concept about it. Well this is Café Classy and we don’t change how

things are, it's quite how it's always been. The guests can come in and they can read their news papers and
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they can get their coffee, like they always have. But maybe you could, | just think it's difficult, how to do it.

Well finding out how...

Evidently, asking guests for innovation ideas isswnething this staff member has thought about
a lot. She is also struggling to find any viableywé doing it. The reason is the professional image
or “concept” which is so valued by the staff mensbdihe respondent says that she thinks “it's
difficult how to do it”, but by this is not meanth@ther a methodology exists to accomplish this,
because she proceeds to mention a method. Rdtbeatotibts expressed are concerned with how to
do it without breaking the professional image. ém byes, questionnaires do exactly this and so are
“a little flat”. To use them would mean to engagéwthe guests in an unfit, an unprofessional
manner, and also engaging too much with the gues¢sking them “extra thoroughly”. Instead,
what makes Classy a “cool” place to work is exattily professional “concept”, which there is
almost a taboo on breaking. “This is Café Classwae don’t change how things are, it's quite

how it's always been” — could the sanctity of tlemcept be expressed any clearer? As long as they
follow the rules and do not break the professi@oaicept and the professional role performance of
the staff members, then guests are welcome. THarstanber is not averse to collecting ideas for
innovation, as long as this does not change thingeed, “it’s difficult, how to do it” without

risking the professionalism of the concept andrtrae performance, since appearing professional
is so strongly emphasised.

The staff concerns, however, are even deeperttigrEven if there was a method to
collect ideas for innovation from users, which dat risk damaging the professionalism of staff
members’ role performance, the result might noddsrable. Like one staff member, who was
asked about using the guests as a source for inapvdeas, remarked:

Respondent: You probably could, ehm... the problem is, that quite a lot, when they go out to eat... if they
don’t know this business properly, then there’s quite a lot of things, which... ideas which they have up in their
head, which would not be able to work in practice at all [words emphasised by respondent]. And that’s one of
the things we say, that people sometimes leave... well some issues when they go out to eat, then they have
to be held by the hand through it all. So there are some things they can complain about, but a lot of the

things are something, which couldn’t work any other way.
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Interviewer: And then it will create frustration almost opening up a lot of things and they then were supposed

to come with suggestions and such, yeah?

Respondent: Yes exactly. | mean if you don’t know the business and don’t know, how things work, then it's
really hard to come with something new. But of course it would be a fresh breath of air because it's totally

outside, so perhaps one could use some of the things.

The quote reflects some rather strong sentimentlefutility of using guests as a source for
innovation ideas. The problem is not that changeiselcome, in fact there were several examples
found of improvements and little incremental innibmas coming from staff or managers. But
change must follow the concept and its appearahpeotessionalism, it must not change it.
Otherwise, professionalism might dis-appear. As s&@aff members are employed, they are
socialised into the working of the café not justrbgnagers, but also by other staff members. And
someone not properly socialised into this concgpth as guests, “don’t know this business
properly” and therefore the “ideas which they hapean their heads” are far removed from the
practical reality of rules and structure of profesalism which is experienced by staff members on
an everyday level. Therefore they “would not beeablwork in practicat all”’, a wording

expressing a clear and outright dismissal of thésests may have different wishes or suggestions
or “some issues”, but things simply “couldn’t waky other way” lest service quality as staff
members see it — or professionalism — is put kt Akhough many an innovation theorist might
believe that it is the outsiders with a differergyof thinking who can contribute something new to
an organisation and its work processes, here thesie is concluded: “I mean if you don’t know
the business and don’t know how things work, thsreally hard to come with something new”.
But then again, in the case of Café Classy “somgthew” would have to follow a particular
structure and concept, it must not break it orwosild put professionalism at risk. Not that using
ideas from guests is completely ruled out by tlspoadent, they might be used as an inspiration or
“fresh breath of air” or “perhaps one could use sahthe things”. But in general, the guests do not

know all the rules and the structure, and so tiskylbreaking the concept.
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Discussion

There is a certain system of work processes at Chfssy consisting of many rules
for both staff members and for the guests as Whk. rules helped creating a specific structure in
and of the work processes, and the result of thattsire was a concept, i.e. a special face or
appearance of both individual role performancesthadverall café. Rules, structure and concept
all serve the purpose of making the staff membedsthe café appear professional. This
professionalism resides in how staff members utaedsand perform their role. The roles of staff
members will therefore now be discussed. This kelp elucidate different kinds of
professionalism or understandings of professiomalso these will also be discussed as well as
what this means for what we have here termed tperpyofessional employee. This has some
consequences for user innovation, which will bewksed lastly. But first the roles of staff

members will be in focus.

Playing roles

As stated in the introduction, roles have variasigects or constituent parts which
have been analysed by different theorists. Thetlgeisole understanding or comprehension, how
the individual performing a role understands tbig to be; there is the role definition, how a nsle
more or less formally defined; and there is the mtpectations, a socially imposed set of demands
from people with whom the role performer intera@$course, persons interacting with an
individual performing a role can also have theinamnderstanding of that role which needs not be
congruent with the individual's own understandilikgwise can the performing individual perceive

or even create role expectations, which do not @xithe minds of others.

ROLE UNDERSTANDING

So how do the staff members at Café Classy uratetgheir role? In their own
words, “there are not any rules” for role perforrm@but by this is meant officially and formally
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defined rules. There are, however, several elenvelmitsh in their own role understanding must be
included, such as being “open and nice and frieadty accommodating”. Predictable behaviour is
also seen as an important part of their role so“ffzai’re not at all in doubt of what to do and
where you are and where the other waiters are’s iBhjuided by the many rules, which not only
make sure that “everyone does the same”, butdirdtforemost they ensure that role performances
appear professional in how, when and by whom taskslone when the guests are watching. There
is of course an official role definition as desedhn the employment contract of the staff members.
But there is also a less formal yet more detailefthdion. This consists of all the rules whichf§ta
members must follow. The role of being a staff memb therefore quite tightly defined, and they
put much effort into living up to both formal andfarmal definitions.

Being frontline employees, staff members were &fnition participating actively in
a pattern of reciprocity (Linton 1964). Their forhnale consisted of the guests paying for a service
which the staff members provided, and these wetieam turn paid by the organisation. In this
sense, staff members played a role in a Lintongguse by enacting a particular position in this
reciprocal pattern, and this position determinegirtiole definition and performance. But
simultaneously they also enacted another positi@nother reciprocal pattern. This was a pattern
of role demands, performances and evaluations wdtiaped the role enactment (Merton 1968).
These demands and how a role performance was ¢@iwas not formally defined but rather
expressed through what Merton calls the role-@%7{) Like most roles, the role of each staff
member had many role partners and therefore setyped of role-relations such as those to guests,
managers, colleagues and even general societye Takegions made up an important part of the
staff members’ role-set. As stated, one role demmeaslithat staff members should be or at least
appear professional, and since this demand camedliahe role partners mentioned above, it was
necessarily considered vital to a successful refeopmance by staff members. It was not
necessarily communicated in clear words, but hittteaugh e.g. surprised or dissatisfied reactions
if staff members failed to live up to this dema8taff members themselves rarely used the words
“professional” or “professionalism”, but, as Mertbas written, role demands can be communicated
subtly but have a cumulative effect to the poinereihe role performer unconsciously adapts and
complies without necessarily having made a consdioientional decision to do so (1968). Thus
the increasing demands for professional servicesdiety are distilled into specific role
performances by the staff members.
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GREAT EXPECTATIONS

When the staff members talk about rules, they tef¢hese in a narrow sense as
specific, defined and explicit. But rules can ddeodefined in a more broad sense, as general,
somewhat undefined and more subtle expectatiomge Hepart from the narrow sense in which the
staff members understand rules, then we find tieekpectations of professionalism have become
a rule or even a moral imperative and an integaet @f the role definition. This confirms Parsons’
theory that role expectations induce practices whre repeated and become institutionalised into
concrete roles (Parsons and Shils 1965). The wiofeal role of the staff members is therefore
defined by others not just in the official formalbgpe of an employment contract, but in the daily
practices. Or to put it another way, the generhlevaf professionalism which is increasingly in
focus in society comes to expression as specifimador role behaviour in the case of the staff
members at Café Classy (Parsons et al. 1961).Uleée for the staff members then correspond to
role norms in Parsons’ sense. So these norms aneasarules which define the roles; the structure
is then the resulting system of role performanaedey by these rules.

But there are also rules for the guests. Theyestire same purpose as the rules for
staff members: Ensuring the appearance of a piofedsstructure. In this way these rules too are
role norms for what is socially expected behaviouin the Mertonian sense they are an inexplicit
part of the role-set or role relations betweenf stefmbers and guests. However, at times the staff
members’ expectations for the role performanceguekts are incongruent with the guests’ own
role understanding. This is illustrated in the ephen of the young couple with a child and of the
man who wanted to read his newspaper at a dinbyig.tln the words of one respondent, “there are
some ... they can't things like that”, meaning thregyt fail to live up to the role expectations which
staff members have for them. In such cases, gasssxpected to comply as the consideration for
professionalism — or at least appearing profestiotakes precedence. In this way there are rules
or expectations for all role performers at the caAféd as the rules combine into rule-sets for
various areas, structures of behaviour appeareaetiult of the enforcement of these rules. In this
way, the staff members attempt to pre-determine $mwial interaction “passes off”; in other words
structuref behaviour also become structufesbehaviour. This allows staff members to enact a

role performance which appears in control and gtal.
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BEING CLASSY

It might seem strange that the staff members darsas to defend the prices and even
the entire professional structure or systems foabm®ur such as e.g. seating, after all nothing
indicates that they would lose their job or anyome should they fail to do so, so what is their
motivation? To the outside observer this may seakend quite high degree of loyalty, and in a way
it is. The question is: loyalty to what? It mayfiest glance seem that it is to the café, but ihis
only part of the answer. Just as importantly, girthole performance, staff members are loyal to
professionalism or at least the demands of appgariofessional. To them, a professional role
means guarding and representing and indactgthe professional structure of the place. In this
way they come to embody the professionalism ot#fé and of themselves through their role
performance. Without their professional role parfance, there would not be a professional
structure and the entire concept of both the stafinbers and Café Classy would be radically
different.

The “concept”, as one respondent termed it, dasggboth the professional and
efficient structure of work processes but alsodh®vards image which this creates towards the
guests, corresponding to what Goffman calls fa@é7) This social impression which a role
performance leaves in the minds of the spectasoas the core of the staff members’ understanding
of professionalism and high service quality; it basome the main focus of their efforts to be good
employees. Writing on impression management, Gaif(d@59) states that: “it often happens that
the performance serves mainly to express the deaustecs of the task that is performed and not
the characteristics of the performer. Thus onesfith@t service personnel [...] enliven their manner
with movements which express proficiency and iritggbut, whatever this manner conveys about
them, often its major purpose is to establish adaable definition of their service or product”
(Goffman 1959:77). In the case of Café Classypastmake the person. Or, using the words of
Goffman, by expressing certain characteristicheirttasks and performing them in specific ways,
the professional manner of staff members also espgecharacteristics of themselves; in their own
eyes they become professional by appearing professiFurthermore, there is a professional
image of and at the café which the staff membelsevgreatly. And they contribute to this image
by trying to perform their role as professionalg/they can. In return, the professional image ef th

café legitimises and strengthens their own roléoperance as professionals. In this way there is a
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symbiosis of professional appearance or imagemyder staff members and the café. For example,
the interviewed staff members mentioned the refuutatf the café as noteworthy and stated that

working such a professional place was an impogaritof the job motivation.

The new professionals

There is a special kind of professionalism foumthis case. It is complex and
therefore difficult to define or pinpoint in statents and actions. But it is very much there. A good
starting point would be to realise that being pssfenal and appearing professional is not the same;
one can have one without the other. But the prajeafism is also linked to certain changes in

society. We must therefore return to the profesBterature for a brief moment.

PROFESSIONALISM

The academic and public discursive move of focosfprofessions as particular
occupations to professionalism as ideology hadledtaome important changes. A change in the
literature as well as in Western society in gensréhat professionalism is now something
ubiquitous and not just belonging to those who headitionally been viewed as professionals in
the classical (Anglo-American) literature (Collib890). Earlier views on professionalism entailed
an element ofoblesse obligeAlthough there was never any official definitiohwhat constitutes a
profession agreed upon by those who discussed therertheless one could summarise this aspect
of the literature by saying that the professionsengenerally loosely defined as those occupations
performed only or mainly by people with a higheueational background or many years of
experience within a certain occupation. As a reb@y possessed a special knowledge. Because
they were seen as having, and indeed had, thisasjpreaowledge which others did not have, they
also had a special responsibility to perform thark in certain ways, e.g. seeming trustworthy.
But as the current focus on professionalism — wdredls demand from above or appeal from within
(Evetts 2003) — moves into new areas of occupati@nconditions of service provision are

changed, which has many new implications.
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NEOPROFESSIONALISM

The ubiquitous emphasis on being professional aatige conditions for service
provision. These changed conditions include the oblbeing a professional service provider which
frontline employees perform every day. Employeds whort or no educational background and a
work experience which is low to none are now supgbsstill in possession of this special
knowledge implied in being professional. They atetwve call the “neo-professionals”. As the
focus of both literature and society has changeah forofessions (as occupational groups) to
professionalism (as attitude and mindset), manggrey — especially frontline service providers —
working as part of the occupational groups whiatmferly were not considered professions have
now been confronted with a demand from manager&apectation from users that they must be
professional. Even less than earlier, then, dogsabns and professionalism have a precise
definition neither in literature nor in societylatge. They are therefore not given a precise
definition in this study either, but instead we éatudied some of these new implications —
including the consequences for role understandiagperformance and also the new conditions for
innovating the service provision.

The staff members at Café Classy belong to tliamof formerly unprofessional
employees. Accordingly, the demand of having agesibnal attitude and work performance has
been laid upon the shoulders of the staff memligks.all demands for work roles, this modern
demand of professionalism can lead to a rangeaatians from open protest to quiet acceptance.
However, at the café an interesting phenomenorghwtiiffers from these reactions, was found.
The result is what we have termegperprofessionalism

HYPERPROFESSIONALISM

As mentioned earlier, when the focus in generdteshirom professions to
professionalism, many employees became “profesisedd into neo-professionals. However, this
process can take many forms. For example, it nbglthat a type of occupation changes and
becomes more knowledge-based, thereby becomingel ‘hew profession in the classical sense.

But it could also be that no special knowledgerea#ly been added to that type of profession, yet
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there is still an expectation of a “professionainmer and conduct in work performance. In this
latter case, the employees are left with no alteradut to adopt this manner of conduct as
outwards appearance since they lack the speciallkdge which was the hallmark of the
professions. To describe this phenomenon we haatart the terrhyperprofessionalisnhis
consists of many elements. It is a type of rolenetagpearing professional is a vital part of tHe ro
understanding; it is also a mindset focusing oreappg professional to the point where this takes
precedence over certain service concerns; andit atitude of knowing what to do and how to do
it, and of “knowing best”. A hyperprofessional leeh a specific type of neo-professional. But it is
also a specific type of reaction or resistancdeggsato the externally imposed demands of
professionalism. Hyperprofessionalism is neithesroprotest nor quiet acceptance; it is full
indulgence as employees embrace this demand. Ralblspecial knowledge, the employees
implement the brilliant strategy of not only emhbracthe demand, but turning it into a source of
esteem and validation legitimising their role periances. This is not a strategy in the often used
sense of planned effort, neither is it coordinatedact it is not even a conscious decision, het t
result is very much existing.

Professionals (in the classic sense) can be hygfegsional too. It is not a necessary
requirement for a hyperprofessional attitude thatgerson displaying it possesses no special
knowledge; such a situation is merely a very likeigger. Instead, hyperprofessionalism is rather
characterised by an exaggerated emphasis on app@aofessional — and as a result often not
valuing the opinions of those who are seen as degsmnals as highly as one’s own or that of

professional peers. Thus even e.g. a doctor ordasgn be hyperprofessional.

THE HYPERPROFESSIONAL EMPLOYEE

This hyperprofessionalism is what was found indhse of Café Classy; the
employees have adopted and indeed indulge in thfegmonal manner as a source of legitimacy of
behaviour and authority of knowledge. Unlike thaose-professionals which have had special
knowledge added to become professionalised, théogegs at Café Classy became
hyperprofessionals. Frontline employees face dioleatands for professionalism as an everyday
lived experience doubly, both from the service argation and from service users. It was therefore

not surprising to find that exactly this group af@oyees had turned hyperprofessional. The name
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given is in one sense oxymoronic as it seems tdyimpery high degree of professionalism, yet in
reality this is only an externally emitted impressiin fact one could say it covers a less-than-
professional interior. In other words, it may bersas an overly professional manner or form
covering a less professional content. Howeverhtiperprofessional behaviour of staff members is
a natural, clever and quite understandable reaeBdhese neo-professionalised employees, without
the special knowledge and privilege characteraftihe professions in the more traditional sense,
are expected to still carry a professional condnct work performance. This hyperprofessional
way of thinking not only incorporates a role undansling and mindset, but also includes the
resulting attitude, perspectives or views whichhkiperprofessional employee has of others. In this
case, the staff members’ views on complaining gegto did not follow the rules or role
expectations set for them, was that they had teeeifollow suit” or go somewhere else. In other
words, the hyperprofessional face takes precedaveesome concerns for guests; ironic indeed
that the considerations for good service shoulddrigood service.

So what does it mean to be hyperprofessionaldrcise of Café Classy? The
hyperprofessionalism at Café Classy can be settieigeneral appearance-over-substance attitude
of staff members, or perhaps more correctly appearas-substance. But it can also be found in
many specific examples from Café Classy. For examplbackstage areas such as in the kitchen
and behind the bar, staff members would sociafik&mally and indulge in the social relations
which they all cited as one of the main motivatiémrsworking there. Also, after working hours,
staff members would sit at the bar and have a difiek such behaviour would be unacceptable to
do “while the guests are watching” to quote on@oeslent, because it is important that one appears
to be “there for the guests”. Goffman (1959) hastam about this discrepancy between front stage
behaviour, meaning behaviour while others, sudh #ss case the guests, are watching, and back
stage behaviour, meaning behaviour in private, auttthe glaring eyes of outsider spectators. But
evidently there are more aspects involved here plidtic and private behaviour. The respondent
quoted above even uses the word “professional” beurule forbidding staff members to drink at
the bar in front of the guests. So certain typesatfaviour, such as drinking at the bar, are
considered unprofessional. However, they are aabépts long as the guests are not watching, as
long as it does not damage the professional appeai@ face of their role performance. Other
examples of hyperprofessionalism can be founderstbries of guests who complain about the
seating system, although most guests observededhligvillingly. In fact one could even say the

seating system itself is hyperprofessionalism iasas it serves to keep a professionally looking
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structure of behaviour at the café. Anyway, evecases where guests seek open confrontation
because they are so dissatisfied with the systeair, rieactions are politely dismissed by staff
members; for as long as the system makes theipsfermance and the face of the café seem

professional, then such minor controversies aregable, even laughable.

WHY ARE THEY HYPERPROFESSIONAL?

It is the appearance and face that counts. Thitysso much emphasis was put on
appearingprofessional. The word appearing has been useg timaas in the analysis to underline
the face aspects of role performance and of thie d&&ny might say that it is not the samédamg
professional, but in the case of hyperprofessisnalthat is exactly what it is. Herein lies the
explanation of why staff members seemed so extseprefessional during observation. The two
may look alike but in origins they are opposites.the professionals in the classical sense had
spent a long time gaining knowledge and experiethi® jnformation changed their insights and
therefore how they performed various tasks. Thelregs a professionalism which was internal,
stemming from a wish to do certain things in patic ways because of the insight they had; their
knowledge became the cause of their professionaiemming from themselves. The
hyperprofessional employees, however, are metavitaxternal demand for professionalism, and
as this demand is imposed on the employees, theyri@achoice but to internalise certain manners
and appearances. So unlike the professionals, wirosessionalism is the cause of certain
manners, appearance and ways of doing thingseinake of the hyperprofessionals, their
professionalism is the result of certain mannedsappearance and ways of doing things; because it
is in their appearance that their professionalies ISo a combination of professionalism as an
external demand and not an internal wish, andatle of special knowledge, creates a
professionalism in manner and attitude: hyperpsieslism. And so the staff members at Café
Classy came to seem so very professional. Retutoinge aspects for a brief moment, it was
striking how much they liked their role with thdes and structure and concept involved. This
overindulgence in the role as professional serprogiders was not just externally imposed, it was
also reinforced by staff members as it served“aafaty net” eternally providing guidance and
correct procedures should anyone be in doubt; ‘yauire not at all in doubt of what to do and

where you are and where the other waiters ar&/a#t a concept and a source of security to the
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hyperprofessionals, providing job security andssagtion. Stick to the concept and you know you
are doing it right; you are “free from thinking”.

Consequences for user innovation

Hyperprofessionalism is not only an effective semice strategy to external demands
of professionalism and a source of guidance sathigastaff members know what to do in their
daily task performance, it is also creates aniefficservice of high quality. In fact the whole éisc
of the hyperprofessionals is to ensure and maimtapecific high quality service. As such it isywer
beneficial and desirable for service organisatiespgecially (but not limited to) where high levels
of scripting and standardisation are involved. Hesveshould a service organisation wish to make
changes in their service provision or even innoytathen hyperprofessionalism becomes a barrier.
Especially so if user based innovation is involirethe strategy, as evident from the rules for
guests. According to the hyperprofessional rolestgi“have to follow suit”, “because that’s just
how it is”, there is a professional “concept” ahthe guests want something different then they
“are welcome to go to another place”. Because time&pt works, it does provide service of a good
quality. However, this means that new ideas cadl@aome from guests, only from inside the

organisation, from managers or sometimes from stafhbers.

SERVICE QUALITY AND SERVICE INNOVATION

Since it is here seen in relation to user inn@avatservice quality is in this study also
seen from a user perspective, which echoes theipettservice quality view of Grénroos stating
that “what counts is quality as it is perceivedtiy customers” (1990:37). However, this is
combined with a staff perspective on service guatitthis study, because their experiences and
opinions are vital to the service delivery. Assistaff roles and work processes with which we are
concerned, we are leaving out the technical dinoensf service quality and focusing on the
functional dimension (Gronroos 1990). Service duadi then a focus on making the particular role
or service performances satisfying for the usetrrwhether this is indeed the case is evaluated as

much (or in some ways more) through the staff megileges as through the users’. At Café
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Classy, service quality means a focus on havingceessful concept (and indeed the concept was
in many ways successful) and perfecting this contemlo even better and more of the same.
Service innovation, on the other hand, means fogusin changing the particular service
performances. This is not to say that there werehamges to work processes at Café Classy, but
they were viewed from a quality optimisation pertjpe, not from a desire to do things differently.
The difference is that the former emphasises impgpa service within the existing frames of that
service performance, whereas the other focuseseaking the frame so to speak, changing the
service performance altogether to something els¢ale one example, one respondent comes with
a suggestion of putting out jugs of water and glager guests “to make things more efficient”. In
other words, the respondent makes a suggestianforcremental innovation motivated not by a
wish for changing the structure but to make evenenod the same structure. However, because it
risks interfering with the established concepttiis case table service) rather than strengtheting
the suggestion is immediately dismissed by herbeljeneral, unlike ideas for innovation (change),
improvement in efficiency (more of the same) isaaea which clearly gets attention by staff
members at Café Classy. This means that therenwfastia perceived opposition between service

guality and service innovation. And so, in realttyere was.

OUT WITH THE NEW, IN WITH THE OLD

Especially in the case of innovation based ontifgmm users does
hyperprofessionalism provide an obstacle. Thereamandency that new ideas or inputs from
guests were rejected. Guests were expected tavftiile rules or else their opinions would be
dismissed, as evident from both the laughable vgiven to guests during the staff members’
retelling of incidents, and the explicit statem#vat guests who were not prepared to get with the
programme were “welcome to go to another place’rddweer, any ideas that managed to get
through were filtered by staff members as evidesrnfthe follow quote from one respondent asked

what they did with comments:

Those ehm... it depends on what comments they are. If it's some that we hear really often then it’'s just “yeah
thanks, we know!” or... and if it's some, then we usually tell... well tell the other waiters or whoever is in the

bar or something.
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So comments and ideas are sorted by staff membdrthase deemed worthy of attention are
passed on to colleagues, provided that they fittimeept and have not been heard too many times
before. Or, to take another example, the obsenvatiothe lady, who complained about the waiting
time for her dish shows that spontaneous input vbauld be used as a source of innovation occur
as in all contexts, but they will be rejected éyido not fit into the concept. As Goffman put‘:
single focus of thought and visual attention, asithgle flow of talk, tends to be maintained and to
be legitimated as officially representative of éreounter” (1967: 34). Service encounters at Café
Classy (and indeed many services elsewhere) hpxeeonceived definition in the minds of staff
members, and what is not in that definition willgagposefully ignored.

This is likely to have some consequences not amwhich ideas are accepted, but
also for user motivation as the guests are givemaotvation for stating any ideas. A good example
of this can be found in the observation on the lwdg®ffee in the glass cabinet. Not only was this
major selling opportunity, which was missed, tredfsnember could for example have taken it out
and showed it or told more about the reasons fastiog and grinding their own coffee and the
resulting good quality. But it was also a missedrade of engaging with a guest and perhaps ask for
opinions or ideas. Of course not all guests waletasked about ideas for innovation, many want
to be left alone and eat their meal. But it wasetwg that during the researcher’s obvious attempt
to engage in conversation, or rather despite thibeestaff member did not engage further. It was as
if there was an invisible barrier or wall betwebg staff members and the researcher. Not that the
service felt unfriendly or as if the researcher Wwamg ignored; the service was friendly, smiling
and polite. But it appeared to follow a certaint@at, which it was not possible to break in the
moment despite the researchers’ best attempts.

DESTRUCTIVE INFORMATION

Obviously, keeping the concept intact is imporfantstaff members as this
guarantees a certain service quality. They “dom&nge how things are, it's quite how it's always
been. The guests can come in and they can reacht#ves papers and they can get their coffee, like
they always have.” This is true for each individsiaff member’s work routines, each employee

can feel validated in their role performance agylas they live up to role expectations of
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professional appearance. But the role performaheaah staff member influences the overall
image or face of the café and therefore also tbe ¢ other staff members’ roles. Therefore, there
is peer pressure to conform, communicated not sthraa explicit demands but rather as subtle
hints of expectations as staff members discuss Wk with each other; it seems that not only
guests have to “follow suit”. The result is a sfiedaefinition of the service encounters which the
staff members as a team are also expected to follow

This confirms what Goffman wrote about how a teaoshsustain the definition of a
situation: “One over-all objective of any teamassustain the definition of the situation that its
performance fosters. This will involve the over-cammication of some facts and the under-
communication of others. Given the fragility and tiequired expressive coherence of the reality
that is dramatised by a performance, there ardlydaats which, if attention is drawn to them
during the performance, would discredit, disruptiake useless the impression that the
performance fosters. These facts may be said todaddestructive information”. A basic problem
for many performances, then, is that of informatontrol; the audience must not acquire
destructive information about the situation thatesng defined for them” (1959:141). The staff
team this definition of the situation to a veryidegree, so much so that some facts are not just
under-communicated, but are outright overlookedaiAgthe observations on the lady who
complained about the waiting time for her dish Hmelresearcher who tried asking about the bags
of coffee in the glass cabinet may serve as ilitisin, they had elements which did not fit the
definition and therefore were ignored or avoidedfalkct, the impression of “efficient and smiling
service” conveyed through the service encountess igtal to a credible role performance, that one
respondent even said: “I can vouch one hundredepefor everything that goes on at the café
actually”. That the expressive coherence shouldeatisrupted or discredited is assumed as a
natural given among staff members on an almostnswous level, and therefore information
control is rarely stated explicitly. There are, lewar, exceptions when the adversity to “disruptive
information” (ibid.) becomes explicit, such as whamninformant states that “the problem is, that
quite a lot, when they go out to eat... if they 't&now this business properly, then there’s gaite
lot of things, which... ideas which they have uphair head, which would not be able to work in
practiceat all’. Of course, some ideas might be generally imjcator impossible in general.
However, seen in the context of how staff membdreee to their hyperprofessional roles, the
message is also a statement against disruptivematen. After all, any change should follow the

concept and if you are not following the conceje(kome guests), then you cannot perfect it; or in
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the respondent’s words: “I mean if you don’t kndwe business and don’t know, how things work,
then it's really hard to come with something newligh follows the hyperprofessional concept and
roles.

This is the origins and result of the hyperprof@sal role which these frontline
employees were enacting. They did not have a ddewavledge, so for them appearing
professional naturally comes in focus. The ironthegt any attempts of gathering ideas for
innovation, and thus build some special knowle@dge dismissed insofar as they are perceived to
risk damaging the (hyper)professional role andttyper)professional appearance. No doubt, the
intentions are good. Professionalism makes a targity service provision. And even if there is no
special knowledge to support a special professiemalit can still be present in manner and
attitude, thereby ensuring a high quality servéde far there is nothing undesirable about
hyperprofessionalism, it is even an impressingegnafor employees who must cope with the
increasing demands for professionalism. But ifraise organisation should want to innovate their
service, especially if this includes involving theployees and users, then the hyperprofessional
role understanding becomes an important mentailebavhich must be addressed in order to

succeed.

Conclusion

The staff members at Café Classy faced a seriteramia. However, they did not
seem aware of it, at least none of them mentiohisd But the results of this dilemma were
omnipresent and could be observed both througlrcygamt observation and in interview responses.
The dilemma was as follows. Professionals havendfezn views as persons with a special
knowledge; information and insights which give thaocess to special skills when performing job
tasks and which makes them more trustworthy thiag person. This special knowledge comes
from special education, a long training or inteipsbr at least long term experience. But the staff
members at Café Classy lack all these; they gdpéaaked any formal education as waiters, most
had been there less than a year or were only wgpgsant time, and many had focus on other
commitments, such as getting other educations whete unrelated to being a waiter. So far there
is no real problem though, these facts simply ptdaad members in the category of non-
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professional workers. At the same time, howeveanelis an externally imposed demand on staff
members to be professionals, or at least to digmafessionalism as they are frontline employees
with direct contact to the users. The demand iquitbus and therefore difficult to pinpoint, but it
manifests in concrete remarks and more or lessogxassumptions of proper professional
behaviour from managers, from the guests and fraerety at large. How did the staff members
solve this dilemma? The solution was found in thgperprofessional role performance and the
face they displayed towards managers, guests ardeach other.

Studying the practices of the service encountetiseatafé anthropologically and
analysing interview responses have revealed someriying mechanisms. In essence, the staff
members were defined as professionals qua theipeformance; it was necessarily herein that
their professionalism lay. And this is why the fadeheir role performance and the overall concept
were so important to staff members — and not just role performance, but also that of their
colleagues. They were united in this focus on appgarofessional, and so demands of
professionalism came not only from managers, guesisociety in general, it also came from their
peers. And if they were to break this, then theyldose the professionalism which they have.

So what consequences does professionalisatioomfihe employees have for user
innovation through service encounters? The ansejgerts on which type of professionalisation
process is taking place, whether the formerly ufgssionals have become neoprofessionals in the
sense of having new knowledge added to their beldhether they must to place their response to
demands of professionalism in appearance. We lemrethe effect the increasing demands for
professionalism have on the daily work of this gradi frontline employees, and how their role has
been shaped in particular ways. And we have also Bew the hyperprofessional structure of and
for service is a barrier to innovation and espéciader innovation. As the staff members are
defined as “professionals”, guests are seen duittpFofessionals” and therefore different from the
staff members. This is then reflected in the knolgkeor insights they are presumed to have (or not
have as the case is). Innovation has generally ecoare into focus in society during the current
turbulent economic climate, and this is also tareskervices. Furthermore, innovation either digectl
involving the users or at least based on inputhessand ideas from users is increasingly seen as
the way forward. But simultaneously, professiomalis also increasingly in focus and a demand
from both users and service organisations. Hypé&pstonalism is therefore an issue which must
be taken seriously and addressed by any servisgdgronishing to innovate. User innovation

involving frontline employees can only succeeddy are adequately prepared with the right skills
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and role definition. And it is the managers whatarge extent define their roles. In this case, th
employees were efficient, friendly and providedghtservice quality, in fact they fulfilled all

expectations of their role. Yet hyperprofessiomalisas still a barrier to progress and innovation.
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Othering In service encounters

- How a professional mindset can hinder user intionan services

‘To speak for others is to first silence those imoae name we speak’
- Michel Callon (1986)

Introduction

This chapter deals with the issue of how the psifesl attitudes of employees and
the concomitant process of othering may actualgér user innovation in services. The aim is to
analyse the possibilities and barriers for serino@vation through service encounters. Many
services consist of service encounters during wtiielservice providers’ frontline employees come
into direct contact with the service users. Thignt, would seem like a good opportunity for the
employees to ask the users for innovation ideaseider, there may be barriers to this. This
chapter builds on a case study of a café. The éapfindings from the case study are used to
illustrate and discuss the implications of somiguates of staff members in relation to user
innovation. Users may have ideas for innovatiortsAhether these are communicated depends on
the behaviour and attitudes of the immediate receithe employee. Furthermore, these ideas can
be (and often are) stated in various forms suarusrgght suggestions, questions, complaints or
even vague signals of needs in snippets of sergehcthis case it was found that an emphasis on
appearing professional combined with strong sagialip coherence among staff members may
prevent users from stating any ideas for innovattord even if these are stated, they risk being
overheard or ignored by staff members due to tlempmenon of othering.
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Theoretical background

Within the field of relationship marketing (Berr@83), various authors have pointed
to some core factors which are necessary for sadneservice provision. These include the
importance of the service provider and the froetiemployees creating a bond of trust (Macintosh
2009), loyalty (Gremler and Brown 1996) and rapg@itemler and Gwinner 2000) with their
users. Beyond the general service relation, ses\otten involve situations in which they are
performed; the so-called service encounters (Nomi&91). These encounters are important to the
service experience of the user (Czepiel et al. 1@86vellec et al. 2005), and are therefore
opportune moments to build the bonds mentionede@bowrder to create a good quality service.
They are also important for sourcing ideas for wratmn from users (Edvardsson et al. 2000) in
order to create an innovative service.

In theory, the line of argument seems clear eno8ghvice research has shown that
services are relational (Gronroos 2000) and thaiseencounters are important (Czepiel 1985).
During these encounters, an organisation has thetadipportunity to, ideally, create a bond of trus
(Macintosh 2009), loyalty (Gremler and Brown 1986) rapport (Gremler and Gwinner 2000)
with its users through its frontline employeesthis way one can generate easily accessible and
understandable ideas for innovation from the usdosvever, other methods of acquiring customer
input are used much more frequently. Examples see surveys in the form of customer feedback
forms or cards on the tables (e.g. Edvarsson é88#) and focus groups consisting of inviting a
few users to an in-depth session in which theyaaked about their ideas (e.g. Morgan and Spanish
1984, Merton 1987). The former involves a time getaking further exploration of feedback
difficult as the user has left the service encoyrated it might also be said to be too extensive fo
user innovation as it only yields brief superfigéhtements from many people. In focus groups,
users are taken completely out of the encounteatsiin, and there is the question of
representativeness; it may be too intensive for ms®vation as only a small limited number of
users that are usually asked. ‘Use the serviceusters instead’ the argument goes, as these take
place as an integrated part of most service pmmvianyway, and this is when the service provider
comes into direct contact with users through ibsfiine employees. On a running basis, service
organisations can thereby constantly measure tilseirenvironment or at least get a feel for the
users and what they want.

274



However, in this case study it is found that thisgess might be more complicated
than assumed due to the professional role of staffibers. Within the field of sociology, the
profession literature has debated the definiticsh status of what has been termed the professions
for more than a century (Tawney 1921, Carr-Saungléisilson 1933, Marshall 1950). In
particular, the obligations and privileges of thefpssionals have been debated as being either
positive or negative (Parsons 1939, 1951, Ding&adlewis 1983, Craib 1997). Despite the
disagreement on definitions, there seems to beeaget in at least the majority of the literature
that the professions have a special status whiotore independent compared with other
occupations. Importantly, a professional job i®dlased on a special knowledge coming from
either a long education or years of experience.

Within the last decade or so, however, the focsdhanged from defining (the status
of) professions to discussing the appeal of pradesséism as ideology (Hanlon 1998, Cruess et al.
2000, Evetts 2006b). Many groups of employees wfaamerly were not considered part of the
professions are now expected to live up to starsdair@rofessionalism. Again this has been seen as
both positive and negative depending on whethepéhngpective has been the appeal of
professionalism to professionals or the appeatdéepsionalism made by organisations; in other
words whether professionalism has been used agigatoo for employees or as an externally
imposed demand for employees.

Eliot Freidson (1994, 2001) has argued that prafesism constitutes an ideal
alternative control mechanism to free market coitipatand Weberian bureaucracy. Unlike the
two latter which have a tendency to standardiseséineice product and demotivate the
professionals, it builds on personal knowledgeigallon and judgement leading to service
customisation and better service performance gu@diteidson 1994). He thus represents a more
positive take on professionalism, what one mighttba ‘professionalism as (positive) motivator’
tradition.

A number of authors, however, have analysed theagp professionalism prevalent
in New Public Management in more critical termspeaganisational ideology forced upon
employees (e.g. Fournier 1999). They can thus idetgdelong to the ‘professionalism as
(negative) external demand’ tradition. A good exbagd an author within this latter tradition is
Julia Evetts (2003) who has discussed the diffecmggitions of various occupational groups for
defining and using professionalism. Building on N&l@&nd’s concepts of ‘from within’ and ‘from

above’ (1990), Evetts describes how ideals of mmit;alism ‘from within’ the professionals has
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been replaced with demands of professionalism ‘fatmove’; and this is especially done by
managers in New Public Management (Evetts 2009).cfucial difference here is whether the
professionalism is internalised in the employeaair whether it is the result of internal wishes an
motivations or the external cause of certain engxdyehaviour patterns. From an outside
perspective, these two may look similar, but fréva émployee’s subjective perspective they are
direct oppositions.

The specific service providing organisation studiethis case was a café. Like so
many other formerly unprofessional groups of emeésy the staff at this café have become
‘professionalised’ and thereby join the group af¢d who are now suddenly supposed
professionals but who do not necessarily shardigtenguishing mark of special insider knowledge
which characterised the professionals of earliees. But how do these immediate service
providers, the front-line employees, themselvedisisenew role? And how have the implications
of suddenly being professionals changed the camditior service provision? This has not been
covered much in the current literature. Furthermeven less attention has been given to how this
affects innovation and especially user innovatioservices — and in particular the possibility of
employees collecting users’ ideas for innovationirduservice encounters. In this study, the
following question was therefore posed: What effetd the professionalised staff roles have on
staff views of guests, and what consequences ticehave for the possibility of sourcing
innovation ideas from users during service encagfit€éhe role and perspectives of staff members
are described mainly by themselves although trseoé ¢ourse an official external definition of
their role. In order to answer these questions,¢hapter will now continue with some
methodological descriptions and reflections follovoy a section presenting, analysing and
discussing some empirical findings from the cases Teads to a discussion of two important
findings which in this chapter are conceptualised@ace of living and othering (both will be
presented in detail later) and how they can fumcéie barriers for user innovation through service
encounters. Finally, the chapter ends with a camtusummarising the empirical findings and
briefly elaborating on some theoretical findingsweell as giving some answers to the questions

posed in this introduction.
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Method

First a brief note on terminology. Throughout ttigpter, when concerned with the
specific persons working at the café and thosegogiistomers there, the terms ‘staff’ and ‘guest’
are used. When speaking more generally about sepvaviders and those who deal with these, we
use the terms ‘frontline employee’ and ‘user’. Arftline employee is thus the first-hand
representative person of the overall organisatios,service provider’. When the name of the café
is mentioned, Café Classy will be used as a metoiiyns is not the real name of the café, but a
fictional name created by the researcher.

To answer the questions posed above, certain issuk® be investigated, such as
what the consequences of the changed staff rollastaff perspectives. How has their role
changed in terms of changes to how staff membergsests and understand their own role? And
how does this affect the conditions of user innmvaind specifically the possibility of staff
members sourcing innovation ideas from users dwg@ngice encounters? Therefore, a study of a
café was carried out. Since the questions pentgimdcesses, meaning and personal views, the
study was done as a qualitative case study inaime 6f ethnographic fieldwork which was carried
out at the café. The empirical material includethis chapter consists of two kinds of data. One
comes from participant observation during whichréeearcher posed as a customer; and the other
comes from interviews with frontline employees.

The data collection was done during two periodsialiy, a brief pilot study was
made consisting of three observational visits eodafe. Following the initial visits, during which
the author was accompanied by other researcheesintierviews with five different staff members
were made by these other researchers. The purptse ioterviews was to further elucidate the
attitudes and perceptions of staff members reggritii@ service encounters and the possibilities of
user innovation during these.

The respondents quoted in the following analysessdiféerent backgrounds, but
nevertheless they shared certain important chaistats: they were all in their twenties, thus none
of them had worked at the café for many years; thene all frontline employees working as
waiters yet none of them had a formal educatiosual; and they all had extensive direct contact
with the guests on a daily basis. The interviewsaviased loosely on an interview guide but also
deviated from this when responses necessitatatspired this; and so the interviews were semi-

structured and at times unstructured.
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Approximately a year later, an analysis of théahidata had led to a narrower focus,
and with this in mind, more participant observatvees conducted. Over the duration of several
weeks, the researcher (the author of this chapgpsatedly frequented the café in the role of a
guest. The visits lasted 1-3 hours, which was jddygethe researcher to be approximately the same
average duration of visits by other guests as #erg observed by the researcher. Since the café
was a space open to the public, the researchedl fittnaturally as a guest and neither other guests
nor staff members seemed to notice the researclaeramarkable or unusual degree. The visits
were undertaken at different times of day, diffémsys of the week including weekends, in rainy
and sunny weather. These conditions decided ngttmw many guests there were but also how
crowded the bar and indoor serving area was. NerghBon scheme was used because rather than
a pre-planned rigidly systematic approach, paicipbservation holds an element of ad hoc
improvisation in the sense that what is observea@b observed) determines further observation.
This was done in order to study the processes wbuk place during the service encounters
studied. As the researcher took part of what wadiestl, the method was participant observation,
albeit not in the traditional anthropological sen§@ermanently immersing oneself in an
environment for a longer period of time (Spradl®gQ, Agar 1980, Robben and Sluka 2007).
Having done so would not have followed the temppedtern which other guests had, so instead
visits of a shorter duration was opted for. Theesywhowever, a process of active observation,
interaction with staff and (to the extent the settallowed) other guests, as well as taking down
field notes (Emerson et al. 1995). The visits cstesi of certain key points of contact such as
arrival and getting a table, getting menus, posimgstions about and ordering food, paying for the
bill, et cetera. During these, the researcher tioddteract as much as possible with the staff
members. Furthermore the researcher also trietttease the interaction by asking questions. This
is likely to have made the researcher seem like@uisitive and engaging guest, more so than the
average guest. This contains the risk of ‘contatmgathe service encounter and making it more
engaging than the typical encounter experienceatlgr guests. However, despite the researcher’s
efforts, the attitudes of staff members seemedgaged or disengaged as those towards other
guests. During and between these key points, seareher observed the interaction of guests with
staff and with other guests to get an impressioevefyday life at the café and especially how staff
interacted with guests. At times the researched tio sit close to the bar area as this was where t
frontline staff spent their time when not busy ssgvguests; in this way the researcher could
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observe the internal interaction of the staff groibthe interaction observed took place in the
public space of the café and could therefore natdpesidered private or secret.

Subsequently, the empirical data was analysedavibecific focus on the processes
going on inside the frame of the service encouauter on the perspectives of staff members,
especially their views of the guests. Unlike mucbial science research, the ethnographic research
cycle involves several turns around the cyclicakcpss of selecting a focus, asking questions,
gathering data, making a record and analysing #éite ldading to a new focus (Spradley 1980).
Thus the research focus in this process has besswe from a general interest in the processes
going on during service encounters, to the posilaf sourcing users’ ideas for innovations during
these service encounters, to the staff's roleigghocess, to the perspectives of the staff arat wh
consequence their role has for their view on thestgs Thus the mode of enquiry has gone from
being comprehensive to being topic-oriented dutivegresearch process (Hymes 1978 in Spradley
1980).

Like the data gathering, the data analysis has beeducted ethnographically as well,
by searching for underlying views, perspectivesl, patterns of speech and behaviour in the
concrete data gathered from interview responsesacidl situations observed. These elements of
cultural meaning (Spradley 1980) are discerned fiteenconcrete data and combined into higher
level patterns and taxonomies. This was done inddlymvithout the use of software, and so the
data was not rigidly and systematically coded hatdad interpreted by the researcher for elements
of cultural meaning. Instead field notes and intamg were read many times to identify patterns
and underlying themes.

The café itself was a relatively expensive esthbiisnt in the centre of the city of
Copenhagen, Denmark. Its decor was light, minirialend with allusions to famous historical
events. The food and drinks served all reflectedraderlying ideology; as far as possible
everything was organic or biodynamic, locally saarcseasonal and of good quality, something
which the prices reflected. Tables were availahdgdie and also outside in the summer on the
square where the café was placed. Both areas blgdservice, and some seating areas were
reserved for dining customers whereas others veserved mainly for non-dining customers. In
general, the service was professional in variougswawas polite, smiling and reasonably
knowledgeable about the products served. This fdrpaet of the professionalism which was very
salient to the observer.
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Findings

It was not surprising to find that staff and gudstd different roles at the Café
(Goffman 1959), neither that there were certainisgased social circles such as the staff group
and each group of guests. These social circlesmiliis chapter be referred to as ‘spaces ofdjvin
which implies that those included not only had itime&in personal social interaction within this
space, but also that during the social interadtiey — temporarily at least — identified with the
living space as a role definer. In the case of st&mbers they saw their role as carrying out the
vision of being a professional service providerisTiad the effect that a process of ‘othering’ took
place, through which guests were seen as différemt staff. This was evident in both behaviour
(how they provided the service and generally cotatlithemselves and how social interaction with
guests was limited), and in speech (how sociaWitéin the staff group and the cautious attitudes
towards asking guests for ideas for innovation vex@essed in statements). So the way they saw
their role had some consequences for the mindgstafd members, both in terms of their
understanding of guests and their view on the hiisigrhich guests might have. And the main
consequence was this process of othering whiclibeatescribed as a mental emphasis on the
differences between the self and the other; indage the staff member and the guests.
Furthermore, this process of othering ultimatelgt kame consequences for the acquisition of ideas
for user innovation during service encounters. 3tinecture of this section will be as follows: First
the professional mindset and what being professimeans to staff members will be described
briefly. Then the staff space of living will be disssed and lastly the process of othering will be

analysed.

The importance of being professional

Café Classy is an illustrative example of workptaaich formerly were not
considered to be included in the category of ‘pssiens’ (in the classic sociological sense), but
have now been included in this category. The (dehfiar) professionalism has been internalised by
staff members, who have appropriated it and indaleel pride in being young professionals. The

following quote from a young male staff membernseaample illustrating this attitude:
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And things are done properly and you're there for the guests and you don't sit [in the bar] and drink
while the guests are watching, | like that. All those things and rules, they've got, | think they make it

nice working there, very professional.

This professionalism in work performance was seearaintegrated part of their role as employees;
furthermore it was a source of job satisfaction emen pride in representing a café which made an
effort to stand out. The ubiquitous emphasis ondpprofessional meant that staff members had a
strong focus on performing their job accordingheit own comprehension of their function and in
accordance with the ‘rules’ which they were givgmtanagement. In other words, the quality of
service and the correct performance of the sexlétieery were within the core focus of staff
members. To describe this strong emphasis on peirigrwork professionally we have created the
term hyperprofessionalism. It is a role and mindg#ath stresses a professional appearance and
manner of behaviour as well as an attitude of kngwvhat to do and how to do it. At the café, the
hyperprofessional mindset meant that the mentaifegas put on service provision in a quite
formal way preventing a relaxed informal attitudeieir could help staff members relate to the
guests on a more egalitarian level. This focusa@ngdprofessional was not only created but also
frequently reconfirmed both in their individual egberformance, but also in the interaction between
staff members. This interaction took place in wlias not just a group of work colleagues but also

a social group or space.

Space of living of the staff

This section will mainly focus on the staff membeysace of living although the
groups of guests also had their own internal spatkging. Beyond a mere working space, to staff
members the café was also a space in which somheiosocial life took place both during and
outside of working hours. There was thus a spad®iog for the staff members at the café, both in
the concrete physical sense of the café beinggheesin which they lived more than just worked,
but also in the more social sense that there vpadtarn of social interaction within the staff gpou
In this latter sense, the space of living is coteaipy similar to the general sociological concept

intragroup interaction.
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During periods of observation, the staff spent nodsgheir time performing work
activities. When not busy doing so, they chattedenpivately with other staff members behind the
bar. It was clear that they shared a social comiylneiyond being colleagues. Likewise, during
interviews staff members described how they padite in social activities together outside
working hours yet still within the frame of the éafWhen talking about social interaction after
working hours, a female respondent was asked iéthvas a personnel room where staff members

would drink a beer together. She replied that:

Then we sit up in the restaurant. [...] We have a personnel account of 400 kroner per month, which
we pay, and then we can drink and eat as much as we like there actually. And that makes the social
[togetherness] really strong. Well there is almost always someone sitting in there eating. And that's

definitely a giant advantage about it, that you have the social [togetherness].

Repeatedly during interviews, ‘the social’ was namgd as one of the main
attractions of working at the café. The social wager precisely defined, but usually implied both
the social interaction between staff members aaagctimmonality of experiences and perspectives
which they shared during working hours. From thseoter’s point of view, the daily chatter
between staff members gave an impression of togethe, camaraderie and even friendship.
Together, then, this formed a space of living far staff members. This was a complex space
consisting of various elements such as common expEss and viewpoints as well as social
interaction both during and after working hourswNemployees were initiated and socialised into

the staff space of living as well:

Well | think that those who are the experienced employees are good at receiving the new ones. Well
we're very... reminded that ‘remember, when new [employees] arrive, be nice in receiving them, just

like the experienced ones were when you arrived’.

This way the group was maintained. Not only wasdlsecial interaction between
staff members even outside of working hours; tleegnfa coherent social group, although not
everyone had completely identical viewpoints. Tpace of living is therefore not implying
identicality but rather commonality of the formabk role description making staff members
colleagues. During observation, it was repeatealyd that staff members talked a lot among
themselves and to the observer they seemed to @learpoints on various practical matters
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relating to their task performance. During intewsethey also expressed similar opinions on many
topics, but still had different wordings and way®&rpressing them. So the staff members were a
group sharing certain characteristics and persgectut consisting of individuals with individual
experiences and opinions. Nevertheless, there alzrence in the staff group as this was formed
not only by a shared official role definition bus@by common perspectives, and in the space of
living it was unfolded verbally and behaviourallydugh processes of social interaction.
Interestingly, the interaction and commonalityesperiences and perspectives was
repeatedly stated during interviews as one of tiragry attractions of the job for the staff
members, who tended to be from 18 years old tonildetwenties. As staff members shared a space
of living and perspectives, they also formed opisiabout the guests in general. These opinions
indicated that the guests themselves had theirapane of living. This, however, was less so
through social interaction between individual anougs of guests, in fact little social interaction
was observed between guest groups. Neverthelessvalhion revealed that the majority of guests
shared certain characteristics which may be diffimuspecify or define, yet intuitively they could
be sensed. This intuitive observation was also rbgdstaff members. For example, when one staff
member was asked about different types of usersvluether Café Classy and the café across the

street (which was also upscale) were competingh®isame customers, the staff member replied:

| don't think so because those who go to Café Classy, that's the ones who want to sit and enjoy
themselves and have everything delivered right? Because there’s not so much difference in the

prices really. [...] So | think there’s a difference in what kind of guests go where.

Not only different social groups, but — to varyitegrees — different spaces of living were formed,
each with their own characteristics and form ofedn, whether verbal-interactional or common-
trait based. As the above quote illustrates, iretes of staff members, one thing characterising
their guests compared with other types of café tgueas that they expect a high level of service. It
seems only natural, then, that this is somethinighvitaff members focus on providing, and not
surprising that this has become one of the defiattigoutes and manners of the staff as a social
group.

The social interaction and common emphasis onioergdues indicates a strong
sense of group belonging among the staff. In géntkaconsequence of this kind of sense of group

belonging is a salient boundary across which tlwegside the group find themselves viewed as
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different; not part of the group or space of livilgrspectives from inside and outside the groap ar
not the same, and neither is the knowledge posesse

This was also the case at the café, which coulkkba as a field hosting an interplay
between distinct social groups. As evident fromepbation and interviews, the staff members
viewed themselves as different from guests. Thistha consequence that social interaction with
these was limited. It also had some consequencesén involvement and service innovation as
will be evident later on. The division between sipaces of living of the staff and of the guest
groups is of course intrinsically linked to the-gptof the situation. The service provision unfolds
in a context of mental and physical bisection aff sind guests have different pre-defined roles and
physical spaces, which, though perhaps intendéé supplementary in nature, stand in opposition
to each other. As a result, staff members saw teles and guests as different in a number of

ways, resulting in fundamentally different perspexs and knowledge.

Othering

From the participant observation, the researchérameoverall impression of staff
members as having the view or opinion that therge avaasic difference between themselves and
that of the guests. This was evident from how stadfbers generally only interacted with guests
when it served a practical work-related purposd sugcserving food or giving the bill, but it could
also be seen in how they interacted a lot betweemselves when not busy performing work tasks.
Clearly, social interaction of a more informal freelike nature was reserved for colleagues, and
many statements were not to be shared with guast#fect these were two separate groups which
were not the same and not to be treated the sameHeavever, this view of a unified difference
between the two groups was modified and elabodiedg interviews. In their responses, staff
members showed many parameters for how guestseaved as different from them and not as
people they would naturally spend time with giviea thance. For example, when discussing types
of guests, one respondent was asked whether hanhiatpression of what the central location
meant for the café, whether the guests were mpstiple passing by coincidentally as they were

walking down that street or wanted coffee. He péiytidisagreed and further elaborated why:

No. Yeah that too, but quite a lot... it's kind of a posh café, a very special target group | think. Not my

target group, that goes there. (laughs) There’s not a lot of young people either, it's mostly older
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people going there, who probably also go there because it's Café Classy and not so much because
they like it I think... or they like it, but not so much because it's what they go for [i.e. the food] but
more because it's where to go when you want to show off right? Like [another café] and all the

others.

In the eyes of this respondent, not only do guestect a high service quality, they also expect a
certain posh image to be performed and maintaihtfteacafé. This, then, is included in the
perception of the professional role which staff nbens should perform. That the guests are
different from the staff is a perspective whichesa¥ staff members emphasise — or as it is
expressed in the above quote, guests are notsperrdent’s ‘target group’. Allegedly, then, there
are various parameters according to which the guestdifferent. A female respondent, who had
worked at another café before beginning her joGafé Classy was asked whether there was a lot
of difference in the clientele from where she warkefore to those coming to Café Classy. Her

reply was:

Well there’s a lot more foreigners here. Yesterday | realised several times | was speaking English to
Danish guests because you're just... also because here at Easter, there’s been a lot of tourists. But
otherwise it's eh... | don’t know how many, but they are perhaps a little more fancy, the ones coming

here.

The list of perceived differences includes clage, personality, (life)style and in many cases
language and nationality. All these differences b to form a mental image of guests as quite
different from staff. This is what has been cali¢dering (e.g. Weis 1995, Johnson et al. 20043. It
a concept used in various strands of literatuneanious different ways, but it may here be defined
as a mental focus on the differences between dreesgtsomeone else while similarities are
purposefully ignored. This is not to state the-seiflent fact that humans are different from each
other; most humans have various similarities afféréinces. Rather, othering is a mental process
whereby similarities and differences are given waégalue; the mental focus is predominantly on
the ways in which an individual or a group of peoaie divergent or even contrasting to oneself
while any similarities may be unreflectively taki®en granted or even ignored. What is interesting
to the individual engaged in the mental processtloéring are the ways in which the other is
different from oneself. This process of otheringinked to hyperprofessionalism; or rather it is a
consequence of it. According to the hyperprofesdianindset, when the other is different, then it is

easier not to relate to each individual in a défgrway but to have a general attitude and mindset
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service provision. A traditionally professional rget might focus on service customisation, but as
the hyperprofessional attitude strives towards kxeee (in outwards appearance at least), the best
practice approach becomes standardised and foAmdlthat is what was strived towards at the
café. Again, this is an understandable result:dsespeople — in this case the staff members — are
suddenly defined as professionals and thus as @pavapecial knowledge, others who are not
professionals — in this case the guests or usdosnet share the same insight and are therefore
different from staff members; they are others.

This othering has some implications for user inioveand for staff perceptions of
whether it would be a good idea to ask or colldets from users. If prompted about asking the
guests for ideas, staff reactions generally vabigttveen non-reflection to outright dismissal. When
asked whether it would be interesting to notice iwgheests say during service encounters and
gather ideas for innovation from these users aed gass the ideas on to the management, one staff

member replied:

... ehm... yes well if people express it and such, then sure... It's also if | can feel, something would

be easier if you did it that way, then they'll say so... | generally think they are pretty straight forward.

As a space of living implies similar but not ideati perspectives, staff members vary in their
attitudes and reactions to asking guests for iftagnovation. This respondent was open to
listening to guests’ ideas, but in a re-activeeathan pro-active manner. The respondent had not
reflected on this type of innovation before; thizad to change’ was not part of the professional
mindset. Likewise, in some cases seeking ideas fnoests was not something the staff member
would naturally consider until suggested by themaewers. This could simply be because it was
seen as falling outside the normal job of beintpf smember, but it could also be a result of the
process of othering, i.e. it would instinctively §&en as futile since the guests are different then
staff members and do not have the same insighiserieless some interview responses showed an
altogether lack of reflection on this. When questid about asking the guests for ideas, a young

female respondent replied:

You mean that one should ask them or...? Yeah ... | suppose one could ... it's not something | have
thought about, but one could... hear, what they liked best. But again, there will probably appear a

thousand different dishes, | mean... or a lot, right?
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In this case the respondent reacts by being punzlslightly surprised as if asking guests for glea
is outside the ‘normal paradigm’ of being a waifgnis was in accord with the general observation
made at the café that the professional mindsaaéffmembers seemed focused on perfecting the
existing rather than change. Guests are percewédwng different perspectives and insights from
staff members, which reflects on the perceivedulsets of asking guests for innovation ideas.
This is linked to the staff space of living. Ondidimg feature of the staff group was their emphasi
on being professional, but this begs the questidmow people outside this group, i.e. the guests,
are then considered. Unprofessional? From bothressen and interview responses, it would seem
so. We have already seen how the staff spaceingllimits social interaction with guests, but
importantly this also raises the issue of the pmrpes and opinions the staff members; in other
words how these ‘unprofessionals’ are viewed byphafessionals’. It seems that othering is an
unfortunate effect of space of living; as the fouput on intra-group processes and interaction,
what lies outside the group becomes to a certaenéstrange and different.

Furthermore, the puzzlement in the above quotapplemented with scepticism that
the ideas which guests could produce would be ipedate or realisable. This, again, is an
indication of the process of othering. That guasésseen as different from staff also means that
they have a different perspective and that theiagdmight not be very useable. This is also
reflected in the knowledge or insights they arespneed to have (or not have as the case is). For
example, when asked about using the guests ag@esaiudeas, a female respondent emphatically

and insistently replied:

You probably could, ehm... the problem is, that quite a lot, when they go out to eat... if they don’t
know this business properly, then where’s quite a lot of things, which... ideas which they have up in
their head, which would not work in practice AT ALL [words emphasised by respondent]. And that’s
one of the things we say, that people sometimes leave... well some issues when they go out and eat,
then they have to be held by the hand through it all. So some things they can complain about, but a

lot of the things are something, which wouldn’t work in any other way.

Interviewer: And then it will create frustration almost opening up a lot of things and they then were

supposed to come with suggestions and such, yeah?

Respondent: Yes exactly. | mean if you don’t know the business and don’t know, how things work,

then it's really hard to come with something new.
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As the guests are ‘others’ (i.e. not members okth#’s space of living), they are seen as diffiére
from the staff and having different perspectives] they are not presumed to have insight into how
the staff ‘world’ works. The staff has a professibresponsibility to provide a certain service

guality and act in certain professional ways. Theggs, on the other hand, argrofessionals, the
mere receivers of service, ththers Such is the frame of interaction or the role migbns and how
these roles are played out in the service encaurniféis is a consequence of the current
professionalisation of certain groups such as thigens at this café; those who are outside the
staff's space of living are not professional aretdifiore the professional mindset must be sceptical
of what it can learn from these unprofessionalss Sbepticism is exacerbated in the mindset and
perspective of the hyperprofessional employeetrongly emphasising to themselves and each
other the importance of being professional, thep amphasise having a knowledge which non-
professionals do not possess. In this way othesitigked to hyperprofessionalism, the more you
emphasise and rely on being a professional, tisetiheshelp from non-professionals seems relevant,
for they are of the other kind which has a diffedemowledge and experience. Sociological

literature provides several definitions of the pssionals as knowledge-based; for example the one
stated by Julia Evetts: ‘professions are esseyntiadl knowledge-based category of occupations
which usually follow a tertiary education and vacaal training and experience’ (Evetts 2003, p.
397). Unlike the ‘classic professionals’, the hypefessionals such as the staff at café Classy do
not necessarily possess such an elaborate edudastead they are presumed and indeed expected
to be professionals by virtue of performing thein jprofessionally’.

What does that mean for user innovation? Aredkas for innovation which
‘unprofessionals’ might have as valuable as thasdnd insights of ‘professionals’? As staff space
of living minimises interaction with users, the ugealso less involved. As evident from one quote,
asking users for ideas is not something the stafhber had though about. And as othering makes
the user seem a different kind of person withoatrtbcessary and desired knowledge, the user
seems less relevant to ask for ideas concernirayation. In other words, both user involvement
and user ideas are systematically disregardedesut of staff space of living and the process of
othering. This means that there is a barrier to ig@vation in services in this type of situation:
user ideas are not turned into service innovategabse they are either regarded as substandard or

not regarded at all.
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Discussion

In this section we will discuss the phenomena atspof living and othering both in
general and how they have appeared in the casedtoere. We will also discuss what they mean
for user innovation through the service encounters.

In the case presented in this chapter we haveibdeddnow the phenomena of space
of living and othering may become a barrier forrusaovation. A space of living among
employees is not necessarily bad; in fact manyrosgéions spend a lot of money building
coherence and team spirit. A well-integrated teayprésumed to be a more efficient and well-
communicating one, and indeed observation showatdrtthis case the frontline staff members
were very fast and efficient. They were also goocbanmunicating internally. But there is more to
the space of living than group cohesion; in oraderaf workplace to be a space of living there must
be some ‘extra-curricular’ social life, and indegkdre was in this case. This, however, can
potentially create a managerial dilemma. On onellzaninwards looking team of employees is
often a coherent one; on the other hand frontlinpleyees must also be outwards looking as they
face the service users. And if a service provigmides to attempt user innovation this becomes
even more important, especially if this is donetigh the service encounters. In the café case, an
important attraction of the job for staff memberssvexactly the space of living and so this came to
play a major role in their mindset and perspecta®seen both in observed behaviour and as
emphasised in interview responses. But as stafflmeesrindulged in this, they were looking
inwards, amongst themselves. This is not to say,tttey did not also look outwards or were blind
to the opinions or feedback from guests, but theammativation still seemed to be looking inwards
as this is where the rewards of social life layolgh not a simple and unified blindness to guests,
nevertheless this was hardly inducive to user iation.

A similar statement could be made about the otgdonnd in the case. In its basic
sense, othering simply means to see somethingneeaae as different or other than oneself. It is
both a process of estrangement and the resuling st alienation. It has often had a negative
connotation of the other being undesirable or westh But it can also be the opposite, the other as
something desirable or even unobtainable. In aaldrscuss othering in general, in this case, and
what it means for user innovation, we must firgeta closer look at the concept itself and how it
has been used in other contexts. Othering hasdmeeptualised, illustrated and analysed in many

different ways and for a number of different pugsithin various academic traditions of social
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science, notably within anthropology, sociology aondial psychology. Already in the 1950s it was
used in feminist studies by authors such as emgose de Beauvoir (1952). Decades later, George
Herbert Mead (1970) wrote about the generalisedroilvithin anthropology it has been used by
the subaltern school (e.g. Spivak 1988, Prakash)lidts postcolonial criticism of Western
domination, especially how it was justified by caeeprs and missionaries who came to ‘liberate’
the poor and godless from their predicament. Wgitiithin social psychology, Mead (1970)
discussed the formation of the self and its retatmthe generalised other. His aim was to explain
the process of socialisation, how the self is di3ad into becoming part of society. Writing about
game and play, he illustrates how an individual musrge the knowledge, attitudes, indeed the
general existence of others into a common seteoestype called the generalised other. In order to
develop the self, the individual must then reheleseg the other. This can be seen done in various
ways such as children’s play which is a rehearkEbeng what they are not — adults. Likewise,
indigenous peoples rehearse through cultural stbaing representatives of wild nature or the
gods, temporarily taking on the role of the othgar.playing this role, the individual can understand
the other and rehearse becoming one with the gesetather. In other words, this is how the self
matures into being part of the world. Mead’s congalisation of othering as a process is thus not a
focus on differences which help the individual mgefully perceiving himself as different from the
other (and have different knowledge and insighi},rather a focus on differences which the self
must learn to overcome to become one with the ottevertheless the important focus is still on
differences.

Less concerned with the socialisation of the selftain anthropologists have analysed
othering in quite different terms. Focusing esplgcian colonial and post-colonial developments in
India, the subaltern studies have been concernttdamumber of issues including the process of
othering as a tool for domination. Various authgursh as Spivak (1988) and Prakash (1994) have
discussed how indigenous populations were subjdgatd dominated not only by militant force
but also through Western imperialist discourseak&sh 1994) which served to add hegemonic
mechanisms through the legalisation and naturaisaf domination. This consisted of a two-fold
process; first a separation of ‘us’ (i.e. Westeanirfrom ‘them’ (i.e. indigenous populations)
through a focus on the differences between thesgtaups; secondly the two groups were placed
on a normative scale and assigned different valadhis way, a cognitive landscape was
constructed in which the subalterns did not sHagekhowledge and insights of Western man, and

therefore had to be governed. This was of coussayaethnocentric world view.
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Othering has thus been conceptualised in quitergifit forms, as a process of
socialisation and formation of the self throughypig the role of the other, i.e. focusing on
differences in order to overcome them; and as ega®of emphasising differences between social
groups and using this emphasis to naturalise ddaromal' here are some important differences
between these conceptualisations, the former aetiighe generalised other whereas the latter is
rather grown out of encounters with what one maghitespondingly term the specific other —
concrete people and actions. Furthermore, onensidgered a natural and beneficial process
whereas another is considered unnatural and harBitth, however, share certain characteristics
such as an essentialist stereotypification of thie€r’ and a resulting bisection of the socialdief
interaction.

Returning to the café, a different process of mtigetook place, which shared certain
characteristics with the above conceptualisatibiese we are concerned with a less radical — yet
still related — form of othering, which links thbgnomena studied. As we have seen, in the field of
social interaction — the service encounters — plaees of living become reified units with a focus
on internal similarity. Not surprisingly, this isegn accompanied by a focus on external
dissimilarity; there is an awareness of the varicharacteristics of the guests, which are consitlere
different from those of the staff group. But thesenore to the othering found in this case than a
focus on differences. When asked during interviestedff members readily give a number of
examples of what characterises the guests. Tle l# thus to an extent seen monolithically as a
homogeneous mass. This is not to say that staffbeesybelieve all guests to be exactly the same,
but nevertheless, this tendency to stereotypimdsis part of the othering. On the other hand, one
could say that this is necessary in order to haslear target group to innovate for. Anyway, the
consequence is that guests and staff memberseandogehe latter as having different knowledge,
different insights, different agendas, and difféneerspectives. There is thus a focus on differgnce
but unlike the subaltern conceptualisation, thisasused to dominate but rather to overlook or
evade the opinions of the other. Also, while thaay be a certain need to synthesise the specific
others into a generalised other in order to be tbienovate for a general user base, unlike Mead'’s
conceptualisation (1970), the staff members daeet] to rehearse being the other — the guests — in
order to aim for becoming one of them. Rather thegd to put themselves in the guests’ place in
order to understand them, both as an overall ‘gdised other’ and as individual ‘specific others’.
In this way the othering could perhaps be overcdmether words, the frontline employee in the

service encounter needs neither to agree withrtiaiens nor share the emotions of the user, but
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simply to understand them; to understand bothdbla for innovation itself, and the context from
whence it sprung. Ideally, the frontline employesuld use the service encounter to gain a feel for
the user. But in the café case, there was a tegdenstaff to view guests as different from
themselves and thus unable to understand their ammtlkwhat would improve it. The othering at the
café was then a process of focusing on differentesle and characteristics and how this created
different insights. As a result, asking guestsifoovation ideas was either not considered or the
utility of this was directly questioned or even gaved as somewhat futile.

The process of othering found in this case is rsal@nt feature of the field of
interaction, it is not clearly signalled in servieecounters or the general manners and attitudes of
staff members, neither was it something of whiclsnstaff members were even aware. Instead, it
was a subtle everyday phenomenon which was inkediiin complex ways with all other everyday
processes taking place at the café. During visiteéas not only observed but also felt personajly b
the researcher as a subtle reluctance to engalgeheiguests; for example when prompted to
engage in conversation the staff would smilinglyegshort, precise, polite and non-engaging
answers. Likewise, it was reflected more or lesntpin some answers during the interviews.
Othering is a natural process as any person fagddwany specific others must necessarily
synthesize these into a manageable unified etitiéygeneralised other which becomes a
stereotype, in order to be able to relate andawctewith these persons as a group (Mead 1970,
Goffman 1959). Therefore it is neither undesiraie avoidable. However, it has some
consequences for user innovation. Several bag@rhinder user innovation; such as lack of ideas,
miscommunication or no communication of ideas,c& [af understanding of ideas or of users’
general needs, and a wrong implementation of id&atsnone of these barriers are even relevant if
the frontline employees do not see the purposeaibfeging ideas in the first place. As othering is
unavoidable, yet a barrier to user innovation, isererganisations wishing to innovate based on
user ideas must learn to overcome this barrieexample by training frontline employees to be
aware of this process and to gain an understarafitigeir users.

So far, we have ignored one important argument. dné ask to what extent
innovation is a natural part of the frontline emy@es’ job description. The answer to this question
cannot be simple. In most cases it is not includetie operational instructions for the job and so
any prevalence of employee space of living or atigewould not be a problem — with the
modifications that this is at least insofar asoésl not hinder a good quality in service delivand

at least in the short run. Another important maeifion is that in the long run, most service
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providers do need to improve or innovate, or ctassbnomic logic would dictate that they would
be outdone by more modern competitors. Grantetiercases where there is not a demand for
frontline employees to focus on innovation, thiksly to affect their attitude towards the users
and especially towards users’ ideas and input. Taayafford’ not to care, to consider them
irrelevant or even substandard. However, in caseserthere is a demand for innovation and
especially when the focus is on user innovatioan tmployee space of living and particularly
othering become important barriers. Again, howetreate are important modifications. There is a
certain tendency in both debates in society arsbime literature (especially in the so called
‘management self help’ literature often writtendmnsultants and found in every airport kiosk) to
consider innovation as intrinsically beneficial asaething to be sough after. This is far from true
as much innovation fails in either the idea orithplementation phase. It is often a huge
investment both money and timewise and often doepay off at least in the short run. The
answer to the question posed above must then beftea innovation is not part of the frontline
employee’s job; however when there is a demandéa ¢he smallest extent for user innovation
then othering does become a barrier. In the acasd, both Café Classy as overall service
organisation and the managers as service provili@rgant to be innovative. There was not an
explicit strategy for doing so through user innawat(although certain methods for systematically
gathering ideas were tried during the period ofigtubut there was at least an expectation of staff
members to keep an eye out for new ideas. In #se,aheir attitude and mindset towards the guests

were not affected optimally with regards to userowation.

Conclusion

So what effects do the professionalised staff rbbase on staff views of guests? From
both observation and interviews, it was clear thatas important to staff members to be and appear
professional. This was emphasised not just in hehabut also verbally, in fact being professional
was a source of work satisfaction. But as staff imens emphasise that they see themselves as
professionals, the concordant conclusion is inesiglap Guests are necessarily not professionals
and therefore different from the staff membersth&t café, the professionalised staff role thus had
an effect of othering or stressing the differenoetsveen staff and guests.
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And what consequences does this have for the plitysith sourcing innovation ideas
from users during service encounters? Otheringckadin consequences for user innovation:
following the hyperprofessional mindset, askingsiador ideas for innovation may be seen as
outside the job description, inappropriate or ewseless as guests according to some staff members
lack the knowledge, skills and insights which cletgases a professional with proper practical
insight in the service provision. Seen from thisspective, even if guests should be asked atall, t
ideas they would have risk being impracticabler@iévant. To this is added the importance of the
professional facade and the emphasis on not brgétkiwvhich (if focusing too much on asking
users) is a risk in the eyes of staff members,sanall interaction and communication between staff
members and guests is limited to a strictly protess level.

Of course, there is a normative value in this. Sssienay only want their beverage and
to be left in peace. The guest space of living khaot be intruded upon and one could argue that
this is exactly the reason why interaction is lediin this way. So, returning to the argument
discussed above, this begs the question of whetteshould risk imposing oneself on the guests
while providing the service, or whether the sengoeounter should indeed be kept to a
professional minimum. The answer to this is not@aror it depends on what one wants to achieve
as a service provider. If the aim is user innovatieing service encounters as an occasion for
sourcing ideas, then this may actually be hindésedrofessionalism. In its emphasised form,
hyperprofessionalism, it often encompasses othasngell as performing daily tasks in a
professional manner and perfecting that form tevallexpected by guests (according to the
perspective of staff members at least) rather kbaking for ideas for innovation. In other words,
the focus is on perfecting rather than changingsthrgice provision, which means that a too strong
focus on service quality can ironically hinder seevinnovation. The othering itself was in thiseas
linked to the hyperprofessional attitude and masmdrich staff members showed. The external
pressure to be professional which is put upon stafinbers results in this hyperprofessionalism,
which creates a division between the professiomadisthe non-professionals. As the latter are
different from the former and presumably do notéhthe same insights and knowledge, then it may
seem irrelevant or even futile to ask them for gdieat innovation. Thus professionalisation
becomes hyperprofessionalism, which results inrotgeand so a barrier to user innovation through
service encounters is created. All of these ardeselberyday processes which are easy to overlook
but quite relevant for service providers wantinghgage with their users in order to gain ideas for

innovation.
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The empirical findings of this case have also ghdwan increased understanding of
othering on a more theoretical level, especiallgannection with service provision and service
innovation. As we have seen, othering has in teedliure been characterised as a way of
dominating others, as a process whereby the domdaanestrange — and thereby legalise their
power over — the subordinates. And like every dgmiacess which takes places between two
different persons or groups of persons, the procas$e seen from the perspective of both ‘ends’,
the dominant othering person and the subordin&iered person. Interestingly, however, the
process can also be reversed by the subserviesrirggithe dominant, or at least it can be a two-
way process. In the café case, the frontline eng@synay play one or more roles which are more
or less tightly defined. But no matter how they deéned, a key element in what they are expected
to do and indeed the behaviour they are displaigisgrving the guests; they are in the business of
providing service. Per definition, then, the emjgley are the subservient immediate service
providers and the guests are the dominant onegpajand expect service in return. Yet in this
case it is the frontline employees, the staff mamb&ho to an extent are othering the guests. So
from a power relation point of view, othering camlgpth ways.

To sum up, seen from inside any socially coheremtigor a space of living, anyone
outside can be seen as other, so othering is a corpnactice which intentionally or
unintentionally happens. And when you define yolfils® ‘professional’, then others must
necessarily be the ‘unprofessionals’. This meaasttie latter know less or have less insight and
experience than you do. Therefore you must be e jof asking them for advice and ideas. So a
too strong focus on professional service quality loa a barrier to service innovation, if this i:ido
through user innovation — and especially throughkise encounters.

Like all case studies, this empirical study hasedimitations. As it is only building
on observations from one café, the scope of reBesaitonited to multiple social situations within a
single social institution (Spradley 1980). Furthere) the researcher only did participant
observation as a guest, not as an employee. Therafambservations are seen from a researcher-
guest perspective, though this perspective has figgpiemented with various in-depth interviews
with staff members. Any conclusions drawn from ¢hse study can therefore only be claimed to be
valid for this particular case during the time tafdy, and only as a result of the researcher’s own
analysis and interpretations. It is reasonablessnme, however, that certain fundamental elements
of service encounters as well as staff perspectindsattitudes may be valid more generally — thus

some results have been extrapolated and inferretbes general patterns. Furthermore the methods
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also have some benefits. For one thing, to thasestudies field, participant observation is aglov
approach which has not been utilised much in shglgervices and especially service innovation,
service encounters and user innovation througtetbesounters. Also, anthropological methods
such as participant observation allow the reseatcheome close to the data, both in the sense of
being immersed in the environment studied and byeegperiencing the data first hand, and also
through extensive analysis and interpretation efdata. All analysis and interpretation including
any misinterpretations are therefore solely thpaasibility of the researcher, not the respondents.
Neither data collection nor analysis and intergretacan therefore be claimed to be objective in a
positivistic sense, but then again this is notaime within the anthropological paradigm either.
Rather, an acknowledgement of the subjectivityllocdrapirical study is combined with search for
underlying perspectives, patterns of behaviouredaohents of cultural meaning. This study, then,
was a search for how the demand for professionadiféacted the behaviours and processes going
on in service encounters and it found the behawbarstaff space of living and the process of
othering. It was also a study of how possibilitésiser innovation were affected, and although a
clear and short answer is hard to produce, it weakn that it is not precisely made easier by the

findings.
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Reciprocity, hyperprofessionalism and

Innovation

- Concluding thoughts

So far, topics have been addressed, researchapugebtive been posed, data has been
analysed and some conclusions have been reachesk Tihdings must be tied together and related
to the overall topic of whether and how ideas foravation can be sourced from the users during
service encounters. This section will do exactbt.tht consists of three parts. Since every article
has presented many findings and conclusions, tsigpart will summarise these for each article.
The second part will then tie these together irsaugsion of how they relate to each other, and
some implications of these will also be addresbethe third part, the three kinds of contributions
made in this project will briefly be outlined. Bwe will start with briefly summarising the findings

before they can be discussed.

Findings and conclusions of the articles

In this section, the main points of the articlel ke briefly summarised. This will not
only include the main conclusions but also someresting points that have been raised during the
theoretical sections, analyses and discussions.Wiliform the basis of the discussion which will

follow this section.

Article 1: Reciprocity in Service Encounters

The first article addressed how users and providdase and interact though

processes of reciprocity taking place in servicsoenters. These encounters are complex and
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involve many different processes of reciprocity.idsovation is important for long-term survival

of an organisation, it was suggested to ask thes#s®a motivate them to state ideas during the
encounters. Therefore the question was pd3adng service encounters, which kinds of
reciprocity take place and how do they affect wlettieas for innovation are stated by the users?
First a theoretical typology was made of three sypieinterchanges; exchange, relationship
marketing and reciprocity. Exchange consists dflsiexchanges or chains of exchanges, not
necessarily involving a relationship or any furtbentact. Relationship marketing implies
mutuality between user and provider involving sbi@#ations often characterised by commitment
and trust. Reciprocity is concerned with how inb@rges create a mutual debt and thereby lasting
bonds; it is contractual in the sense that it imgslan obligation to reciprocate and thus makes
partners of the interchanging parties. Reciprasiiy some ways different from both exchange and
relationship, but in other ways it could be vieveesdencompassing the two other concepts into a
continuum — and reciprocity also adds somethingemothis continuum than the other concepts,
namely the obligation and expectations of reciptiageor giving back. As mentioned this creates a
debt and after a while it becomes impossible ttestite score. Reciprocity is often delayed,
whereas exchange is often seen as a simultaneeushange.

The empirical analysis showed that in the casia¥el Tours, the processes of
reciprocity often followed a network pattern, ansleavice delivery can rely on many such
networks. Some of these networks followed a paténedistribution where one player, in this case
Travel Tours, becomes a central hub gatheringaures, such as for example information in the
case studied, and then redistributing it. Travalr§@layed this role in several networks, and
intentionally strived to have such a role in evasremnetworks. A main point of the article was that
there are different kinds of reciprocity. We mad#asion of these, but not according to which
pattern it follows, nor what specifically is recjmated; instead the processes were categorised
according to the meaning of what was exchangedt thleamplications were and what was
signalled or symbolised. In other words we wereceoned not with the (economic) value but the
(social and moral) values of the interchange it3&then analysing the role of the processes of
reciprocity, three “levels” of interchange were ol

The first wadormal reciprocitywhich is typically an interchange of more or less
concrete things such as objects or services imrétu value (usually money) and it constitutes
what is formally offered the user. There are twadki of formal reciprocity: official formal

reciprocity which is the most explicit as it is timain (service) product or value offering; and
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unofficial formal reciprocity, the “services-on-tisede” which were less explicit. Travel Tours was
looking to increase the unofficial formal recipriycas they either generated money, supported the
main offering or provided the user with “somethagra” and thus gave Travel Tours a
competitive advantage. In this way they functioasdeparate add-ons or additions to the core
offering (the official formal reciprocity). In adn to the formal reciprocity, two additional (and
informal) kinds of reciprocity were found in theseaSocial reciprocityconsists of interpersonal
statements and social interaction. It can expresgpgbelonging, status, social relation and so on,
and can convey a social image of oneself or somelseevia expression and impression. It was
found in chit-chat or small talk, and in work- aslixas spare time social activities which served to
create social bonds between those involved. Itealess concrete than formal reciprocity and take
on a more intangible and indefinable form of synbstatements and social interrelations, but it is
no less real than formal reciprocity. In fact, therere often clear reciprocity elements in the
observed social interaction in the sense that é&pens, obligation and immediate sanctions
seemed more salient. Social reciprocity inducesesmaommunication between the frontline
employees and the users, and it provides integrainoa systemic level; in this case the travelling
business. Unlike social reciprocity which is primhacollective, the third kind of reciprocity found
personal reciprocityoccurred primarily between individual personsefehwas often emotion in its
content, and it was mostly symbolic in an individpsychological (not social) way. It was seen in
various ways from politenesses, over signs of tiship, to marriages, implying a mutual trust and
respect and feelings of acceptance and satisfadttoa kind of reciprocity provided integration on
a personal level.

It was also found in the case that there was aaouns use of reciprocity by Travel
Tours. They were using the reciprocity intentiopalhd strategically to gain an advantage or create
closer ties to their users. The process consigidudf attempting to get more of all three kinds a
of reifying and thereby “capturing” the sometimeste loose and “aethereal” reciprocity taking
place during service encounters; and sometimeseawery tried to institutionalise it to ensure that i
would last. Another interesting finding was thatrén often was a combination of reciprocity. The
different kinds of reciprocity could take place sitaneously. They could either be separate
processes and activities, or different aspecthe@same processes and activities. Sometimes the
different kinds were combined intentionally (foraemple when using social reciprocity to support
and “lubricate” formal reciprocity such as in these of promotion parties), and sometimes one kind

of reciprocity was cast as another to make it npadatable or attractive to the users.
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The reciprocity processes had several effectslwativer the users would state ideas
for innovation during service encounters and whatdonsequences of them doing so were. Ideally
the process would consist of the users providipgtino which the Travel Tours employees would
respond with some feedback in the form of commurtinaand possibly also action such as
implementation (and if so then the user statingotiginal idea should of course be provided
feedback about its implementation as well). Seemfthe users’ perspective, however, the close
connection and frequent communication did promeirtiio state their wishes and ideas, but the
response was far from always ideal. Seen from g@spective, the wishes and ideas were met, not
with a rejection or negative attitudes, but ratigh a structurainertia, an inability by the complex
system to respond adequately to the input of tkesu3 he inertia consisted of two elements: a lack
of response to the user stating the idea (in otloeds a failure to live up to the obligation to
receive); and a lack of consequences or explarsaiothe form of inadequate information and
inadequate action by Travel Tours (which is a failio live up to the obligation to reciprocate)eTh
result was a sense fuitility in the users, and this futility consisted of tveactions corresponding
to the two elements of inertia: the lack of resgolesd to a state of resigned passivity in whieh th
users simply gave up mentioning their wishes apdsdand the lack of consequences lead to
outright frustrations. These two reactions alstectéd failed obligations of reciprocity; lack of
proper reception was met with passivity and lackroper reciprocation was met with frustration.

Seen from the provider’s perspective, they digmfirovide feedback on the input
received. Sometimes they would reply right awalgegithanking for the ideas or saying it would be
passed on. But then the user would hear no mateantl the idea would essentially be lost. In
other cases, the reception of the ideas and wisheproperly acknowledged and so the obligation
to receive was fulfilled. However, the consequenodsrms of careful deliberation and decision or
even implementation were either absent or, in cakastual implementation, not communicated
thus leaving the users to find out for themsel¥#asally, there were also cases in which the ideas
would be properly acknowledged and even implemebésagd on the processes of reciprocity.
These were the success stories on which the ftriagle of Travel Tours was based. However, often
when an idea was received and acknowledged, ithesisby considered reciprocated by the
employee — but in fact it was not. And in such sasethe employee there was no reason for them
to pursue the idea further. So reciprocity mighiuice many ideas which may also be stated by the
users during service encounters, but this doesean that the ideas are all adequately received or

implemented.
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Contributions

In relation to user innovation theory, a reciptpgerspective adds new insights to
what motivates the users to state ideas for inmavsias well as some different kinds of motivation.
It also elucidates how such motivation throughpeagity is a mutual commitment and that a
business must therefore be careful when engagisgdh processes and be conscious that they take
on a series of obligations to the user when domg s

With regard to service theory, a reciprocity pectppe encompasses and spans the
division between exchange marketing and relatignstarketing. In relation to exchange
marketing, the reciprocity perspective takes thmosoultural context in which exchanges occur
into account, and in comparison to relationshipkating, it emphasises mutuality in the service
relation to an even higher extent and divides #i&ion into three levels (formal, social and
personal). In addition to both perspectives, gorecity view adds the moral dimension of
obligation (to receive and reciprocate) to the gsialof the processes of interaction, and it exglai
how the service relation itself is created and aamed. It also contributes to the service encaunte
literature by pointing out, that reciprocity is adic condition of human interaction and therefore
also of service encounters.

Finally, in relation to anthropological theoryrexiprocity perspective supports and
further elaborates the theory on reciprocity, bsib @dds a new empirical field to the classical
analyses, namely the business relations betweertasg@roviders and users in modern Western
service society. Furthermore, it adds three distawels of reciprocity to the literature, which

means that specific forms of reciprocity are adubetthe general basic reciprocity of humans.

Article 2: Taming Professionalism

The second article further explored the precoodgifor service innovation involving
users as a source of ideas. It was suggestechthaetvice encounters might be used consistently as

an occasion for sourcing these ideas from the usars places the frontline employees with direct
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user contact in a central role and therefore tbéepsional role of these was the main focus of the
article. These employees face increasing demanpotédssionalism and therefore the question
was asked What consequences does professionalisation oflifteremployees have for user
innovation through service encountefsiPst four characteristics of the traditional opational
professions were identified, namely the possessi@complex special knowledge which is
inaccessible to outsiders, a moral service commmtritg the common good of society, autonomy
from intrusive regulations from outsides meaninaf tccountability was mainly to the professional
peers, and a community consisting of mutually sufpp®collegiality, a shared work identity and a
similarity as result of the long socialisation pgeses. It was also shown how the ideals of the
professions have been transformed into an ideaddgyofessionalism which has been applied to
vocations that are not traditionally considered péthe professions. This has then been used as a
managerial tool of governing the employees at tadee by instilling the ideals of professionalism
into them, but this appeal to professionalism [gdement by the appeal of professionalism to the
employees themselves because of the positive dbasdics this signals.

Taking an enactment perspective on roles, thep@tormances and statements of the
employees at a café were then analysed as meahirggfaviour within the frame of a
professionalised role. It was found that the emgésyput emphasis on the good quality of the food
served and of their own service delivery. Not agily they take great pride in this, they shared the
ideals of organic food and high quality set by nggament and identified with these. The
collegiality or social aspects and successful doattbn of their work further contributed in
creating what the employees felt was a professifvoat towards the users. They also stated that
there were many rules for behaviour, but they endatdhese rules as they provided guidance in
their role performance and thereby provided a sefsecurity. The employees also welcomed how
the rules aided in creating an idealisation ofrtbehaviour towards the users, and helped them
keep an expressive control so that they would appehis particular idealised way towards them.
Furthermore, the rules provided a structure of igla which created uniformity and also
contributed to the professional front of the empley. Their emphasis and embrace of
professionalism thus relied on the many rules aedekisting structure which they created.

There were also rules of behaviour for the userdh s1s the seating system, which the
staff members expected them to follow. Just as where controlled by the managers, the staff
members could in this way control the users, whingly felt was important and beneficial. Not only

does doing so make the role of the staff membesiget perform, it also creates further structural
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choreography of behaviour at the café. This furtmatributes to what the staff members saw as
being professional, namely a professional front @applearance. The emphasis put on this front is so
great, that user complaints over being controlkea lze ignored as the professional front takes
precedence. This adversity to changing the prajaasiront also meant that it is difficult for the

staff members to ask the users for ideas for inthmvaThis was because doing so might jeopardise
their professional appearance, but also becausgddehe might not work along the existing lines of
structure. In this way, as far as the innovatiaagirisk changing the structure of the professional
rules and exiting ways of performing their workksisthe staff members reject them.

The adherence to professionalism as ideologyalyspl in the case of the café
frontline employees is in various ways differemrir the ideals of the classic professions. The
professionalism of the staff members was not baseasl special knowledge resulting from years of
education, but instead rested on their role beh&aaad front. Their role understanding was then
that they had to perform in such a way that thgyeaped professional, which is supported by the
demands from management that they behave in capaiific ways. The role expectations which
the managers have of them are then expressed mahg rules which the staff members
themselves adhered to in order to be professiorgbpearance. In turn, these rules are passed on to
the users who must also comply with general statsdair behaviour — despite protests. In this way,
the staff members have role expectations of thespaad this is again done to ensure a professional
front of the café overall.

This professionalisnn formwas a primary source of validation of their work
performance, and therefore it functioned as anladgoin this case. But it is very different from
professionalisnin content Professionalism as the ideals of privileged msi@ns with a special
knowledge, moral service commitment to a greatedgand autonomy becomes transformed into a
prescriptive and controlling ideology as it is apglto the neoprofessionals who are not part of the
occupational professions and do not possess aasjraowledge of autonomy. The unprofessional
employees at the café have, however, not only nehtglive up to neoprofessionalism in form,
they have even managed to appropriate it and tumtoi a source of validation of their role
performance. In fact, they have come to rely da guch an extent that neither users nor ideas for
innovation can be allowed to change the structtitbesr professionalism in form; they have
become hyperprofessionals. This entails havingxaggerated emphasis on appearing professional.
As the employees faced demands of being profeddiama both managers and users or society in

general, and did not have a professional spec@lledge, professionalism was cast in form only,
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as front, manner and attitude, and this createdjia bf appearance-as-substance to the
hyperprofessional employees.

This has several consequences for service andatioav It tends to standardise role
performances as they must (and willingly do) adhertde many rules. In the café case, it also
ensured a high service quality in terms of the it(paf what was served and attentive service
delivery. However, it prevented flexibility in hothie service was delivered. Users had to follow the
rules and individual wishes such as sitting atréiqdar table are not accommodated to if this
conflicts with the professional front. Furthermasach adherence to a particular way of doing
things as a source of validation of work perforneaantails an adversity to change. Therefore, user
wishes were overlooked or ignored and asking Useligeas for innovation was problematic for
the staff members. As far as it conflicted with éxésting system of work tasks and the professional
front, asking users for ideas was rejected by tHerfact, if ideas aimed at changing the concept
which ensures a professional front, they were segatively as disruptive and destructive. So the
effect of a hyperprofessional role on user basedcgeinnovation is negative.

Contributions

The case shows that sourcing ideas for innovditam the users during service
encounters can be a problematic process as it deanthe role of the frontline employees. It is
important that these are open to such a procesiseloase of neoprofessionalism one must be
cautious as there is a risk that the employeesradbexisting rules to become overly professional
in their expression, in other words that they beedyperprofessional. They will then either
unintentionally overlook ideas for innovation whitte users might express in various forms, or
they will intentionally oppose these ideas ins@®mthey change the source of their validation.

Hyperprofessionalism can be seen as having bptsiéive and a negative effect on
service provision. It tends to standardise roléguarance and in the case of the café it ensured a
high level of service quality. On the other han@lso means that flexibility and customisation in
service provision is not allowed for.

The article contributes to role theory by provglan analysis of a particular type of
role. It supports and further elaborates the tlesoasind concepts of Erwing Goffman as it illustrates

how the elements of a role performance come toesgpwn in concrete situations. It also expands
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some of these concepts as for example expressitemtoan be extended from expressive control
over oneself to expressive control over others.

For contributions to the profession literatures & summary of the next article.

Article 3: Othering in Service Encounters

Like article two, article three was also basecthm ¢ase study of a café here named
Café Classy. Whereas article two addressed a hygdegsional role in service encounters, article
three was concerned with the hyperprofessional seihcesulting from that role, and especially how
this mindset views the users from a particular persve — as different from the employees in

important ways.

Hyperprofessionalism

“Traditional” professions had a special status bheeaheir job was based on a special knowledge
which only they had, but as professionalism hasediinto a prescriptive ideology, it has become
an externally imposed demand on service employ#bsut access to such knowledge rather than
a motivation and job pride coming from within tlaks of the professionals. Lacking this special
knowledge, the newly professionalised frontline &yees in services must rely solely on
professional appearance, manners and attitudefoamnsl on correct formal processes of service
delivery in order to live up to this new demandeTuestion was posed/hat effects do the
professionalised staff roles have on staff viewguelsts, and what consequences does this have for
the possibility of sourcing innovation ideas frosers during service encounterg?®as found that
the staff members took great pride in displayinginthey saw as a professional attitude, which to
the observer appeared as an impenetrable frorging lvery professional and “in the know”,
despite not being based on special knowledge haratvords, it was hyperprofessionattitude.
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Space of living

The staff members shared a working space whichalgasthe scene of a part of their social life and
an important attraction of the job for them. Thigsma social sphere in which they chatted privately
and interacted with each other both during andideitsf working hours. This was in the article
conceptualised asspace of livingMore than a social group, the staff space ohguvivas a private
(meaning relatively closed off to outsiders suclhasguests) field of social interaction, integrati
and reciprocity also extending outside working Ispand which was an important source of their
role identity. Though many perspectives and expedaes were common to its members, they also
had individual and differing perspectives, experas) opinions and viewpoints; so the mindsets of
the members of this space were not identical lisbare a commonality in important ways. These
commonalities included, as mentioned, a strong esipton appearing professional and a strong
coherence of this space of living with the two intpat results that, firstly, those outside thiscgpa
such as the guests at the café, were externaligbdesen as different in that they did not have the
same knowledge about the job as the staff memaedssecondly interaction with the guests was
limited to certain formal kinds related only to thervice delivery itself. More social and personal

interaction was reserved for the staff space afdiynternally.

Othering

An important result of this was a process of otiggwhich was defined as “a mental emphasis on
the differences between oneself and the other’s Tbnceptualisation of othering is different from
other conceptualisation in that it is a more subtleryday form. It consists of two elements, fast
stereotypification of the others which to an exi@m@ seen as homogenous, and secondly a focus on
the dissimilarity between oneself and these othgrart from the obvious role difference between
staff and guests, the differences mentioned by stambers included class, age, personality and
lifestyle (and in some cases also language andmadiiy). Importantly, the differences in

knowledge and insight about the job were seen esygaunt. Meanwhile, similarities were to an
extent purposefully ignored to allow staff membterselate to the guests in standardised and formal
ways which were seen as important parts of thggehyrofessional role. This othering, which was

an effect of the salient staff space of living, mehat those outside this space, such as the gusts
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and competitors, were seen as different in waysvileee very important to the staff members. In
other words, as role performance relied on beinggpearing) professional, the resulting mindset

saw theothers,the unprofessional guests, as lacking importasigiris.

Innovation consequences

While the staff space of living meant a well-intagd, well communicating and efficient team and
SO can be seen as beneficial in important waydsa@ meant that the staff members were primarily
looking inwards to their own space of living foe#s for innovation. Also, the hyperprofessional
mindset of the members was limiting communicatiod eateraction with the users to certain

formal kinds related to the performance of thelr jasks. The resulting othering was a barrier to
users stating ideas during service encountersvieraeways. First, there was a reluctance to engage
with the guests during service encounters beyastdcly work-related level. Secondly, when

faced during interviews and observation with thggastion that they should ask the guests for
ideas for innovations, reactions varied from hawvieger thought of it, over slight puzzlement and
this falling outside their normal job function,aadegree of scepticism, a sense that this would be
inappropriate, or a dismissal of this as useledatie since the guests did not have the same
insights into the work as the staff members didbthrer words, ideas stated would be either ignored
or seen as inadequate. Without a special knowledgeacterising the classic professions, the staff
hyperprofessional role focused on maintaining tteégssional front and therefore perfecting the
existing rather than changing it. The results veelack of motivation for the users to state ideas f
innovation and a certain lack of motivation for 8taff members to receive these ideas and take
them seriously. To sum up, as emphasis on appearrafigssional (hyperprofessionalism) is
combined with a strong group coherence among #feraembers (space of living), the ways in
which the users are different from the staff isnsag important and is focused upon (othering)
which hinders user innovation by demotivating themstate ideas and viewing the ideas as less

relevant if they do so.
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Contributions

This article contributes to the literature on usased innovation by showing how the
mindset of the frontline employees is crucial taremng ideas for innovation from the users during
service encounters. It shows how patterns of intema and a strong group coherence, while having
positive effects on mutual support and collegialifgn exist at the expense of orientation towards
outsiders, namely the users.

Both this and the previous article contributehte profession literature. It elucidates
the effects of professionalism as ideology on ufgasional employees. It also further elaborates on
the forms this process can take by showing how#oprofessionalised employees are not
necessarily helpless subjects of demands of priofesgsm but can actively appropriate these

demands and turn them into a source of validatfdhedr role performance.

A discussion of reciprocity, the hyperprofessionatole and othering

In the three articles that have been summed upave analysed and discussed
various elements and mechanisms of the three rapiostwhich were reciprocity, the
hyperprofessional role and othering as a consegueina hyperprofessional mindset. In this section
these overall topics will be discussed and intateel, and the implications of them for service in
general and for sourcing ideas for innovation tlgfoservice encounters in particular will also be
addressed. This section will in this way attempanswer the following discussion question: How
do these findings relate to each other and whatharenplications of them both in general and
specifically regarding the possibility of sourciligas for innovation from the users through service
encounters? It will be structured as follows. Tingt section will discuss the nature and
implications of reciprocity and what is means fengces and service encounters, and the second
section will address the hyperprofessional role layjerprofessionalism in general. This leads to a
section discussing the interrelation of the hypefessional role and the mindset of othering and a
section discussing the relations between recipr@eitl hyperprofessionalism. Finally the
consequences of these for sourcing ideas for inmmyvérough service encounters will be
addressed, and some contributions of the projdtveny briefly be outlined.
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Hyperprofessional Role Hyperprofessional Mindset; Qthering

~

Hyperprofessional Role and Othering Reciprocity

~

Reciprocity and Hyperprofessionalism

Caonsequences For Innovation

Figure 1: Structure of the conclusion.

The structure is as outlined in the below figuréhwhe exception that the hyperprofessional minseot
discussed in a separate section but instead foam®fthe section on hyperprofessional role ameiang.
However, as a model of the conceptual structuttisfPhD project, the hyperprofessional mindseitbéring

merits its own branch in the model.

Reciprocity

Reciprocity has been analysed in the field of ajhblogy as a basic human condition
(Malinowski 1922, Mauss 1925). One might say thatdocial nature of mankind consists of
exactly that; the exchange pdssessionandphenomenaWhether land, money, objects or other
material items are being exchanged, they must betolgive away in the first place; in other

words, they must be possessions. Similarly with aterial phenomena which can include not only
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physical (service) acts and words, but also bodguage, signs, signals and symbols of various
things such as relations, emotions or evaluatibesich other; these too must be owned in the sense
that they must be created by someone before thegiga them away. This is what persons
exchange in service encounters and in generalepsissis and phenomena. But reciprocity is
something other and more than exchange, becaumsudes theobligationsto give, receive and
reciprocate as stated by Mauss (1925). As seentfieriiravel Tours case, it also includes the
expectation®f reciprocity partners that the person enterimig reciprocity will fulfil these
obligations, and lastly it includesanctiondf they are not fulfilled (which theoretically cdoe
anything from refusal of reciprocity and breakif§aontact over voiced frustration to passive
resignation; in the cases of the travel agency eyes interviewed the latter two were found). But
what do these three elements — obligation, expentand sanction — mean for services in general
and for service encounters in particular?

The importance to the users of these often unwardted implicit rules of reciprocity
being complied with can be seen in the statememtseactions of the employees of both Travel
Tours and the travel agencies. To the extent theisuccessful, close bonds both businesswise and
otherwise are formed, and descriptions of theati@hs by both groups use the metaphor of family.
Through service encounters and otherwise, ideashowvation are stated by the users who are
engaged with the service provider continuouslytieextent that it is unsuccessful, lack of
response to such ideas and lack of consequenct®e (farm of implementation of these ideas) are
met with reactions of futility ranging from pasgivio open frustration, and with reactions of
disbelief in the lack of change. Although the enwairmaterial did not show clearly to what extent
users were motivated to state ideas for innovatilumsg the service encounters when the
reciprocity was successful, it did show that theegrggly felt discouraged from doing so when it
was unsuccessful.

The importance of reciprocity to the service pdaviis equally relevant as it is to the
users. Seen from a managerial prescriptive perispetie reciprocity mechanisms might be used
actively during service encounters to “indebt” tiser to state ideas for innovation. However, it has
not been the aim of this project to be instrumesital such a way; rather, it aims to provide a
further understanding of the fundamental procestasich service encounters consist, and
thereby further the general understanding of tleeseunters. The case of Travel Tours did show
conscious use of reciprocity by Travel Tours empbs/to gain contacts and turnover, but this did

not necessarily reflect a conscious and expliciteustanding of the complex mechanisms of
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reciprocity. Interestingly, though these mechanismght have been used to increase business, they
were not used specifically to motivate users ttesteas for innovations. One can speculate
whether, perhaps, a certain kind of focus on recipy during service encounters is needed for such
an endeavour, one which specifically motives usestate ideas for innovation rather than buying
something. Nevertheless, as stated the analysesngemtended to enhance an instrumental use of
reciprocity. Rather, if follows from the insightaiged that frontline employees, managers and
service providing organisations overall must uniers the mechanisms of reciprocity in order to

be able to act accordingly, to live up to themcasepgeak. In the case of Travel Tours, it is
interesting to note that despite the more or lesscious attempts to gain further reciprocity and
despite the explicit intentions of becoming mongovative and listening more to the ideas of their
users, in many cases they still somehow managedttiive up to their reciprocal obligations. In
many cases they did live up to both voiced and ioeebexpectations of the users. However, the
many reciprocal ties and mechanisms in which thesevinvolved made up quite complex
circumstances. And it is paramount that a serviogiger understands the mechanisms of
reciprocity in order to be able to work “by theeasil so to speak.

The many ties with which Travel Tours was involwedild also be seen in the
networks which they formed. This shows two thingew reciprocity as found in the case. First,
there is an exclusion as not everyone is includellireciprocity; one reciprocates with some and
others not. And secondly, the reciprocity that dad&e place follows a network pattern. Having a
central position in this pattern is beneficial besmit provides customers, contacts and information
Therefore a service provider might want to engagaany reciprocity processes (as was the case
with Travel Tours), but that also means having msgryice encounters, and thereby entangling
them in a multitudinous and complexeb of obligationsin order to be successful in its reciprocal
endeavours, it is then paramount that the serviceéger keeps a balance between on one hand
actively reciprocating, creating contacts and naithg users, and on the other hand having skills,
knowledge and resources to fulfil the obligatiortsch they are committed to by the users whether
explicitly or subtly. In the case of Travel Toutisey were overwhelmed by the obligations and the
multifariousness and sheer amount of wishes fasvation stated by their many users, and so they
were unable to respond adequately. Also, some gmgsohad not fully understood the implications
of such obligations, that they were expected td lgpte more than immediate response and ensure
that action was taken regarding the issues raigédebusers. Any service provider with many users

will invariably find themselves wrapped in this webobligation and due to its complexity may
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find it an insurmountable task to respond adequatedll processes. However, understanding the
underlying mechanisms of reciprocity might be adyetarting point.

One final point on reciprocity must be addres$iedas found in the case that there
are three kinds of reciprocitfgrmal, social and persondlased on the empirical material. This is
of course not the only way in which reciprocity danclassified, but it was a relevant classifigatio
in this case as the different kinds influenced eztbler and suffused the working environment at
Travel Tours. Formal exchange has traditionallynbegfocus in economic literature. Service
studies and especially literature on service entramave emphasised relational aspects and
therefore social exchange has received some atteintithis strand of theory. And certain topics
within business studies, such as emotional lakmasically address personal exchange. However,
none of these strands of literature have addrabsebpics from a reciprocity perspective including
the above discussed mechanisms.

As with many empirically founded concepts, preclsenarcations and definitions
covering every possible example are difficult togmint, nor are they necessarily helpful in an
analysis. Rather, focus should be on the use anohplications of these three kinds of reciprocity
for services. In the Travel Tours case, the difiekends were used in various ways; sometimes one
kind would be combined with another, at other tirmmes kind would be masked as another. But
more than this, there ishaerarchyin the three kinds of reciprocity which, like a&tmometer,
might indicate how close the user-provider relaiogally are (Gronroos 2007). Mere formal
reciprocity is then at the bottom of this hierarcbgcial reciprocity is in the middle and personal
reciprocity is the top of the scale of relationl@lseness. This should not be based on a surfaek lev
analysis of what informants say; one must dig degpsee how much reciprocity is actually taking
place and of which kinds and with whom. In someiserencounters, social and even personal
reciprocity can be obtained, whereas in otherddbes might be on (failed) formal reciprocity.

This depends on how successful the encounteraseating closeness with the user. Sometimes, as
seen in some examples from the helpdesk at TrauaisT employees will pretend that there are
more successful relations of reciprocity than vthatcase really is. This is related to the frord of
role performance (see the chapter on roles for mi@@ission on this). In this way reciprocity can
be used in various ways during role performance®imice encounters. A particular role or kind of
role performance during service encounters wasyperprofessional role which will now be

discussed.
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Hyperprofessional Role

A hyperprofessional role is a role in which therfiiime employee seems extremely
professional to the users, to the point where geefectly polished” fagade does allow any
statements, opinions or ideas of the user to pateetinis front. However, as found in the case of
Café Classy, this role performance was not basguafessionalism in the sense of having access
to important and complex knowledge which the unggsionals do not have. The staff members did
not have a formal education in being café waiteus were still met with increasing demands of
professionalism, so the result was an emphasippeasing professional rather than being so.
Hyperprofessionalism, then, is not necessarily thasea professional knowledge but rather on
professional manners; and this to a very strongesed his role might seem undesirable and
something to be avoided for a service provider. eNm@v, one cannot say that it is inherently “good”
or “bad”, this depends on the purpose of the roléact, the hyperprofessional role could be
claimed to be good for service quality. It is aagn@astrument for capturing and maintaining the
loose, unspecific and “aethereal” processes of mupehaviour and interrelation during service
encounters, and provides a certain model of interaevith the users through the service encounter.
It can be used to standardise service encountawimlr, but not in the sense of scripting as seen i
some service encounters (often used by telemaskater fast food chains). Rather, this allows the
employees to think for themselves and independéigilye out a way to react to any event during
encounters, although such a reaction follows aetaderlying principles or guidelines of the role
performance which should be followed. The frontlemeployees had not only learned these, but
accepted them and therefore internalised thentlaole they were playing during encounters. In
this regard hyperprofessionalism is unlike scrigtaimd more like the Gramscian concept of
hegemony (Gramsci 1975) in the sense that the, nibems and values have been internalised,
accepted or legalised, and thereby naturalisedimsaole. Hyperprofessionalism thus provides an
instrument to concretise a pattern for these aegth@rocesses of reciprocity. Just like in the cdse
formal reciprocity, how much is offered and for winiprice is generally agreed upon. However,
there is still room for some negotiation. The hypefessional role ensures that what and how much
social and personal reciprocity is allowed to tpkeee through service encounters is mentally
regulated and controlled according to certain stesh&l and through these standards therefore made

concrete.
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However, when a service is to be innovated, therset of guidelines or principles
need to be changed. And this is counterintuitivéh&hyperprofessional mindset which has
internalised and naturalised the current set. fit@ans that despite clear communications by a
manager that the frontline employees should nowdan collecting ideas from the users through
the service encounters, despite any structurahthaesystems such as a reward for the best idea or
getting the most ideas, and even despite any hartestions by the frontline employees to engage
in such a process, as long as a hyperprofessiandket is internalised and naturalised into the
service providing role, it is likely to hinder orlaast impede this process. Gathering ideas iplgim
not seen as a main task of this role as it is edamh a daily basis, and due to time constrairds an
being busy the employee is struggling to juggle(the importance of) the many tasks which are
part of this role. Instead, the hyperprofessionaldset is focused on doing things in a certain way.
It is not that it is closed to any change, butltggc behind such changes should not break the
underlying logic of the role. Therefore it would perfectly in tune with the role to optimise vargou
tasks in small ways, to move something closernapstwo things around, and so on. But only as
long as it improves the status quo and does naigeha. In other words: as long as this provides
more of the same and not something else. Devagdpobfessional knowledge, the
hyperprofessional role rather relies on a fragidpemrance and manner of doing things. To the
extent that such changes provide something diffeteay must be met with scepticism and a
certain amount of resistance, whether intentionahtoitive. And so, the user is met with an overly
of hypeiprofessional front. And despite clear communicajarwards or honest intentions, as long
as the hyperprofessional role remains intact, bwtprocess of getting ideas for innovation from
the users and the ideas themselves are likely todiavith a certain amount of intuitive resistance.
One important aspect of the hyperprofessionalisolee hyperprofessional mindset or perspective
and how it creates a mental process of otherirdisbancing. This will now be discussed in relation

to the hyperprofessional role.

Hyperprofessional Role And Othering

Another important reason the ideas and the pradfegathering them is met with
resistance has to do with a particular part oftyygerprofessional role. This is the concomitant

mindset and how it regards the users. When th@sgngl a certain role (the frontline employees)
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are importantly and conspicuously defined as tioéagsionals, then the others (the users and to a
certain extent also the competitors) must necdgsmidefined — equally importantly and
conspicuously — as thenprofessionals, those lacking the knowledge andjimisieeded to
understand the underlying mechanisms of the seprméded. The employees and the users are
thereby mentally divided into differing spheredrderaction, differenspaces of livingo to speak.

To the hyperprofessional frontline employees, tlekers are in this way different from them; and
so they and their ideas are less insightful antetbee less relevant or important. This is a preces
or mindset of “othering”, of emphasising the diéfiaces rather than the similarities between on one
hand themselves as “professional” employees artleother the users. As the hyperprofessional
frontline employees become engulfed in their owe pday (as indeed any convincing role player
must), certain ways of relating to others becometagrated part of this; in this case the relatgon
one of othering. This othering becomes an impomgtancing mechanism which is both defining
the employee space of living and setting it aparfothers. And the basis of this cognitive
separation is found in the hyperprofessional role itss paramount emphasis on acting and
appearing professional. In other words, if beingfgssional is characterised by having a specific
insight and knowledge, then the result is a creatioa mental border between those supposedly in-
the-know and those supposedly not in-the-know.

As the role performance is based on relativelgifeaelements of appearance and
manner, the concomitant hyperprofessional mindsetlzecomes focused on stability. Therefore it
is not only in actual behaviour, in role enactméunit, also in the attitudes of the staff members tha
a resistance to change is to be found. It is reitthat the hyperprofessionals are not open to too
much or too radical innovation, they are not at@lsed on change, it is not part of — and in fact
contrary to — their understanding of their own réler this exact reason, as stated, the
hyperprofessionals are skilled at maintaining iratmns, but not gathering ideas for them or
implementing them. In other words, any innovatiests on both processes of stability and of
change, and it is the former processes with whehhyperprofessional role is concerned. Othering
is but one expression or aspect of the hyperprimiessmindset. Comparing the hyperprofessional
role performance and mindset, they are two sidéseofame coin so to speak. The behaviour
analysed in article two is the front appearanceraadner of the hyperprofessional role, and the
attitudes and perspectives reflected in articledlare the concomitant mindset which in this case
was expressed (among other things) as otheringstangting. In other words, the former is the

external part and the latter the internal parhefltyperprofessional role. In order for a role¢o b
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successful and convincing, the performance musbhsistent and the performer must at least
pretend to believe in the role. In this case, thff smembers did seem to believe in the role they
were enacting. Together, then, these externalraediial elements made up a very convincing role
performance by the staff as being very professjara only by further analysis was this revealed

as resting on an unprofessional foundation; it imgserprofessionalism.

Reciprocity And Hyperprofessionalism

Hyperprofessionalism entails a strong emphasisitat is seen as correct
performance and manners of relating to the usérs. Means that it has a focus on the formal
processes going on in service encounters. It ishadtthere was no friendly small talk by the staff
members at Café Classy, the users were alway®lyaisked how the food was and any questions
would be answered. Other elements of conversation 8s comments on being busy, the weather
and other “safe” topics were also observed. Butdidenot have to dig deep in the conversation to
find that this chit-chat was not open and heargthRr, it was a formal friendliness rehearsed as
part of the role performance, and which stayedopics which were expected not to offend any
guests; they were safe. Despite several attenfygtgliserver found it impossible to include less
safe topics such as tipping, if the working houesemoo long, or elicit any truly personal views
which did not seem rehearsed and safe. In othedsytinere was a strong emphasis on formal
reciprocity. There was also social reciprocity takplace in the service encounters at Café Classy,
but not of the same kind as was observed at Tiemels. Instead, it seemed official and rehearsed.
Perhaps, then, social reciprocity can by subdividetie same way as formal reciprocity into an
official and an unofficial variety; but since thea kinds did not appear in the same context, such
subdivision could only be based on a decontext@ic®omparison without empirical examples to
elucidate the border between the two, and therefaye would hold very different meaning to the
two groups of service employees. In other words two versions of social reciprocity are not
easily and directly comparable in an anthropoldgease without losing the connotations and
context out of which they have grown. In any caseteal personal reciprocity was observed
between users and the hyperprofessional frontlimgl@yees at the café. Using the framework of
the three kinds of reciprocity, hyperprofessiomalis then a too strong focus on formal reciprocity
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by which spontaneous social reciprocity is belitéad actively discouraged, and personal
reciprocity was lacking altogether.

However, inside the staff space of living, all #atends of reciprocity were observed;
in fact, social and personal reciprocity seemedrbjedominant here. This is what makes a space of
living coherent and limits it from others: With wincone reciprocates in a social and personal way.
Other groups might have only formal reciprocityitakplace inside them or have all three kinds of
reciprocity with individuals outside the group, laitthe café the space of living between the staff
members was characterised by being the only ptaadiich they would engage in social and
personal reciprocity. Similarly in the case of thierent groups of guests observed, they would
also share a space of living with all three kinfisegiprocity; but between these spaces, mainly
formal reciprocity with the outside others was aled.

In this way, “the other” becomes an important catgdor distancing between “us”
and “them”. Applying a reciprocity perspective, throcess of othering or distancing entails two
elements: first, a view of “the others” as someldifferent in important ways; and secondly, the
result of this view which was a withholding of @rt kinds of reciprocity with them because of
this. The staff members at Café Classy did noprecate with the guests on a personal level (nor
on a social level in some ways, see above), anahwhampted to do so by the observer, this was
politely and subtly denied. As long as certain kiofi reciprocity are withheld, the image of the
other as different can be maintained and the digtgrwill continue. The antithesis to othering
would therefore be not withholding, but to engaggvaly in all three kinds of reciprocity during
the service encounters. This opposite process wisccould then term “sameing” meaning an
emphasis on commonalities with another personaugrcould be observed in the personal
greetings and small talk used by the helpdesk eyeplat Travel Tours, and in the family
metaphor which was found repeatedly not only thhautg the organisation of Travel Tours but also
at the travel agencies that were studied. Throogltakand personal reciprocity, the role partners
become more familiar with each other (although timay not ever meet each other in real life as
was the case with some helpdesk employees andusess). In this way, a broad spectre of
reciprocity functions as an antidote to othering.overcome hyperprofessionalism as role and as
mindset, one would then have to thoroughly changedefine the role and its resulting mindset by
proactively using all three kinds of reciprocityndto create and maintain a hyperprofessional role
and mindset, the frontline employees should beadised into a modified and simplified view of
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the processes of reciprocity emphasising the foampécts and a professional appearance
regardless of user behaviour.

Conseguences For Innovation

The consequences of the above for innovation blready been described in some
detail. However, in this section some overall casins will be made. Hyperprofessionalism is the
result of various factors relating to three phenoaénnovation, service and professionalism.
Regarding innovation, the Western business wortires ever more competitive and demands for
innovation increase. Regarding services, they afteolve service encounters where a frontline
employee is faced directly with the users. And rémgg professionalism, the demands and
expectations by the users, managers and sociggnieral of professional behaviour in the
employees seems ever increasing; however, in masgsathese employees do not have a relevant
education, training or similar. The result is thedfessionalism becomes hyperprofessionalism
which is a superficial non-knowledge based verdgut.that means that it must place its claims to
legitimacy in certain rules and structure, and scomes a rigid and in fact less flexible version.
Ironically the transformation of professionalisnbariprofessionalism light” intended to aid along
flexibility and innovation can become a hinder floait very innovation process. One can speculate
whether, in order to change or innovate somethiaging an in-depth comprehension and
experience is a deciding prerogative. In that casmyvation becomes something very different
from how it is often used in society today. Curhgitthas become a ubiquitous “fix-it” word, by
which is meant that there is a tendency to segat solution to all problems. But according to the
above insight, it could take years of experienad gpecial knowledge in order to be able to
innovate things meaningfully, and innovation becsmae extensive and elaborate process.
Nevertheless, as mentioned, hyperprofessionalignsiability-oriented role and mindset, and
therefore it can grasp and maintain the subtleidstantial and aethereal processes of reciprocity
which take place during service encounters antigwtay be helpful in service standardisation. In
short, hyperprofessionalism can be helpful in naimibg a certain service quality, but it provides
an obstacle when it comes to service innovation.

A similar statement can be made for othering.tAsews the user as different and

lacking the necessary insights, ideas are rejemtatl least received with great scepticism and
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therefore othering has negative consequences bergagd ideas for innovation from the users.
Regarding service quality, the consequences arednthering is perhaps helpful in service
standardisation as it simplifies the process a@rauttion with the users which are seen as of one
specific kind. However, it is has negative effemtsservice delivery, especially when it comes to
customisation and customer experience. In faid, thie antithesis of relationship marketing, a
rejection of the mutuality.

As for reciprocity, it increases contact with theers and motivates them to state ideas
for innovation. It is not necessary to have alethkinds of reciprocity in order to provide a well
functioning service. If the sole goal is to sek gervice product, then formal reciprocity may
suffice (depending on circumstances). But if onatao innovate this service, then it would be
advisable to also engage in social or even persengdrocity in order to motivate the users toestat
ideas for innovation. However, as reciprocity inelsistatement of innovation ideas, another issue
may arise. This new obstacle is the necessary &&dnd action — or lack thereof — and consists of
three elements which are idea constipation, atitutt the nature of feedback. As a stream of user
ideas is flowing at the service provider, the latigks getting idea constipation which means
getting more ideas than they can cope with. Oneafagducing this is to be careful to not just
receive error corrections (though they are impartan), but to make sure that the users come with
new ideas. The second element has to do with titeds of the provider. As multi-faceted
reciprocal relations between the provider and gersumotivate communication and a feeling of
being connected to each other, it is easy to fedigps too relaxed about the demands, wishes and
ideas stated — after all, relations are alreadlyfpbsitive. In this way, the service provider
employees risk feeling too confident or relaxed mghkmplementation seems unnecessary or at
least less pressing. There is no ill intent from filontline employees; the result is simply a too
relaxed attitude towards the input given. The tleleiment is the nature of the feedback given to the
users. Immediate, short and one-time feedbacktigead for continued reciprocity as it ends the
reciprocal process and turns it into a simple sifigdnsaction. Delay, lengthy and repeated
feedback, on the other hand, induces reciprocilyo femployees must be careful not to confuse
reception with reciprocation. More than acknowledgihe reception of the input, they also have to
do something, to consider the input, perhaps imptdrthe new ideas, and in either case give some
final feedback to the user regarding the decisiaderto reject, postpone or implement the idea.
The result of this obstacle is that too many idsasnot implemented and even if they are, theae is

lack of feedback to the user. This means that tisane motivation for the users to state ideas, but
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also that there is no motivation for the employteeske the ideas further if they consider them
already replied to and thereby reciprocated ane dath. In other words, the ideas are often stated
as something extra on top of the regular businedsterefore not seen as part of the reciprocity
processes and their concomitant obligations, egpieas and sanctions. Therefore, in order to be
successfully received and processed, the ideasbeusitade part of a genuine reciprocity process.
So reciprocity may motivate, but in no way guaraste successful user-based innovation process.
The cases and issues analysed in this projectditeoxen that the service users do
have ideas for innovations of the services they aisé that it is possible to gather these ideas fro
the users during service encounters. But it hasskiswn two important barriers to this process.
First, hyperprofessionalism does not motivate #ersito state their ideas. Hyperprofessionalism as
external role behaviour and an internal perspedivaindset of othering can, however, be
dissolved or changed via reciprocity. Having batinfal, social and personal reciprocity breaks
down the imagined distance between user and frendmployee and motivates statement of ideas.
But then the provider is faced with the next baynwenat to do with the ideas. While reciprocity
does motivate the users to state ideas, it can mhakerovider feel too relaxed and so provides a
new obstacle to user-baser innovation: The idease@trimplemented as it does not seem necessary,
or if they are, then feedback is not given. Sodtweclusion is that sourcing ideas from servicesiser
during encounters is possible, but there are twodya of which one should be aware, and they are
placed at two different places in the journey ofdaa from the user to the provider; first getting
user to state the ideas and accepting them, aoddiggprocessing the ideas and providing

adequate feedback.

Contributions

Having concluded the project, the contributionsaht provides will now be briefly
outlined. This project has provided three kindsaftributions: A methodological, an empirical and
a theoretical. The former was discussed in the otkesection; suffice it here to mention that if
detailed everyday processes of service encourgdndre studied, then they should be studied with
a method which is suited for this. Ethnographitdiieork and especially participant observation has
not been a common method of studying servicesmeige and service encounters in particular.

This project has applied these methods in the gi#ttaering and analysis of the topics and shown
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what types of results they can provide, and thetbbyroject has provided a methodological
contribution.

An empirical contribution has also been made. TWwedase studies have provided
new empirical findings in the form of observed babar and statements. They show what the
everyday lived experience of service provisionks for the frontline employees and to some
extent the users; what is valued and found impgrthair attitudes; they priorities; the possilég
in terms of sourcing ideas for innovation duringvgee encounter and so on. Furthermore, the three
kinds of reciprocity were as much an empirical iimgdas a theoretical one, for they are heavily
based on the empirical observations of the prosgsgeng place during the encounters. Perhaps the
most important empirical finding is how complex\see encounters are and how many elements
and processes are involved in them. Too oftenrigtygand multiplicity sacrificed for simple
measurements.

Finally a theoretical contribution has been made effects of professionalisation on
frontline service employees has been investigasgecially on their role, perspectives and
mindset, and on sourcing ideas for innovation ftbeusers. Through Goffman’s
conceptualisations of role and through various amblogical conceptualisations of reciprocity, we
have analysed service relations in general andcgeencounters in particular from a different
perspective and with a different aim than whabisfd in much marketing literature. Our focus is
less instrumental but more fundamentally descrpitivaiming at a deeper and more detailed
comprehension of the processes and attitudes aktivice encounters. This lead to the formation

of the concepts described in the articles.
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