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There has been increasing discussion about the link between
customer retention and profitability.  Customer retention is
proposed to be associated with the capability of a service company
to deliver consistent quality and to be able to recover well when
things do go wrong. The ability for a service firm to compete on
the promise of unconditional guarantees probably rests with
competence in the delivery of service quality and capable service
recovery. The role of front line personnel is perceived to be
integral in the process.

The paper presents the findings of a survey of UK service
managers across a spectrum of service sectors to investigate
current attitudes and approaches to service recovery. The findings
from the survey are discussed with reference to a model for
considering the empowerment of service front line staff.

Introduction

In service organisations the link has been made between customer retention over
a period of time and profitability based on the assumption that the costs of
maintaining customers are lower than the costs of recruiting new customers, and
that there are further opportunities to sell additional services to the retained
customer base and gain from their word of mouth advertising (Heskett et al
1990). Heskett (1992) has developed a proposition from the findings of customer
retention that customer retention links to customer satisfaction. This assertion is
supported by the work of Technical Assistance Research Programme Inc. TARP
(Lash 1989) who have demonstrated for a range of service organisations that the
propensity to re-purchase (ie to be retained) is linked to customer satisfaction.

The question arises as to what leads to customer satisfaction. The commonsense
supposition that a positive outcome of service is linked to the matching of
expectation and experience of the service provision has been demonstrated



quantitatively in the use of the SERVQUAL approach of Parasuraman, Ziethmal

and Berry (1988). The expression of satisfaction is though linked not only to the
provision of fault free service but also what happens when things go wrong.
Hart el al (1990), Zemke (1991) and Zemke and Bell (1990) argue that service
recovery (ie the ability to put things right for the customer in a meaningful way
when they go wrong) is an important element in customer satisfaction. Again the
work of TARP would lend support to the argument; they demonstrate that
customer satisfaction and willingness of customers to stay with the service
provider are strongly associated with the way in which complaints as dealt with.
Poor resolution of complaints or a perception on the part of the customer of
being mollified leads to greater ill feeling towards the service provider than if no
complaint had been made.

In the literature there is no consideration of differences which might arise in
business to business and business to consumer service provision, in both the need
for service recovery and the way in which service recovery is triggered and
carried out.

Another strand to the argument of what makes for customer satisfaction comes
from a consideration of service guarantees and services pledges. Hart (1988) and
Hart et al (1992) argue the case for unconditional guarantees as a powerful way
of gaining customer satisfaction by in effect saying "we will meet all of your
expectations”. It is acknowledged by these authors that while the benefits to
customers of unconditional guarantees which are meaningful may be self evident,
there are clearly risks associated with the cost of delivering on the promise.

The Service Profit Chain

The picture emerges of a chain of activities which are linked. Heskett (1992)
refers to this as the chain of profitability. Customer retention results from
customer satisfaction which is itself a consequence of unconditional guarantees (if
offered) and the ability to recover when things go wrong. It is perhaps a
reasonable proposition that if a service organisation is able to offer meaningful
service guarantees without "giving away the shop" it should be capable of
delivering consistent service for 80 - 90% of service encounters and only have to
put things right either through recovery or delivering the guarantee in the



remaining 10%. It has been argued elsewhere (Armistead and Clark 1992) that
the ability is recover is linked in part to the adoption of "coping" strategies in
managing capacity. Consistency of service delivery will arise from designing
delivery systems with capable structures, processes, people, and systems and
having effective operational control in the areas of quality management, capacity
management, and resource productivity management. The resulting chain to
customer retention is shown in Figure 1.

The Role of Empowerment

The writers (Hart el al 1990) on service recovery suggest that the empowerment
of front line staff is an important element in the ability to recover. The case for
empowerment has been discussed by Bowen and Lawler (1992). These authors
consider employees are empowered " if they:

get information about organisational performance

are rewarded for contributing to organisational performance

have the knowledge and skills to understand and contribute toorganisational
performance

have the power to make decisions that influence organisational direction and
performance”

Other authors (Thomas and Velthouse 1990) have discussed in detail the
relationship of empowerment to what they describe as the "intrinsic task
motivation" linking empowerment with motivation to successfully to complete a
task. The task for service providers is associated with four elements:

- impact ie the degree to which what the individual does is seen as making a
difference

- competence ie the extent to which an individual can perform a task with
confidence that the result will be satisfactory



- meaningfulness ie the extent to which the task of the individual leads to
commitment and involvement rather than apathy and feelings of
detachment

- choice ie the extent to which the individual can determine what is done and
when it is done

In the context of service delivery and service recovery the task is managing the
service encounter and effecting service recovery.

Alpander (1991) has suggested empowerment is concerned with meeting the
needs of individuals in five areas that are relevant to the work situation. These
are economic security, belonginess, recognition, control and self worth.
Alpander's research indicated that need to control was the highest need.

These expressions of empowerment around the task of the individual suggest the
importance of the individual's perception of empowerment rather than any intent
on the part of an organisation to be an empowered organisation. A recognition
of this potential inconsistency between the organisation's intent and the
individual's needs and motivation has led us to propose the following model for
considering the implications of changes caused either by the organisations
movement along a scale between being driven by procedures and systems, ie an
imposed organisation and a freer empowered organisation. Against this there is
the individual's need and motivation to have discretion over the task in terms of
what is done, how it is done, and when it is done; this discretion can be
expressed on a scale of low to high. Bringing the two scales together produces a
matrix in Figure 2 with the following four characteristics:

Case 1 : Compliant (Low Discretion - Imposed System)

In this case the organisation runs on imposed systems and the level of discretion
expected of the employee is low. It relates to routine services which are often
cost sensitive or where quality consistency is important. Here the system drives
service delivery although attempts should be made to humanize it through
involvement and communication.



Case 2: Adaptive (High Discretion - Empowered Organisation)

In this case the organisation's employees are given a high degree of discretion in
their roles. It relates to professional services where there is considerable freedom
to shape the service delivery to needs of clients and customers.

In cases 1 and 2 there is a match between the type of organisation and the
expectation of the degree of discretion expected of the employees by managers
and by the employees of themselves. Both cases are acceptable alternatives.
However in some circumstances an organisation may wish to move from one
state to another and here the problems arise because it is very improbable that a
move can be made instantaneously between the compliant and the adaptive states.
Instead any movement tends to be into the other two boxes in the matrix, ie the
anxiety state or the frustration state.

Case 3: Anxiety (Low Discretion - Empowered Organisation)

In this case the organisation may be seeking to empower employees but the
perception either real or imagined on the part of employees is that they have a
low level of discretion. This leads to people feeling anxious about their role. If
the movement has been from the compliant state people are uneasy with the lack
of a strong guiding system. If the movement is from the adaptive state people
are confused by the loss of discretion.

Case 4: Frustration (High Discretion - Imposed Systems)

In this case employees are frustrated by the constraints imposed by the systems
when there is the expectation of a high degree of discretion. This is especially
true when there is movement from the adaptive box into the frustration box or
when employees are told and trained to have greater discretion but find that
formal systems still constrain and dictate what happens.

A proposition is that any movement from either empowered to imposed by an
organisation will lead to frustration or anxiety in some or all of its employees.

The model has implications for service recovery performed by front line service
staff and would lead to the propositions that:



Proposition 1. In the compliant state service recovery could only be delivered
successfully within clear guidelines on what employees could do and when.

Proposition 2: 1In the adaptive state service recovery relies on individuals
responding to the needs of customers with the assurance that the organisation will

support their actions.

Proposition 3: In the anxiety or frustration states it is unlikely that service
recovery could be successfully achieved.

Research Questions and Methodology

The present study investigated service recovery across a range of organisations in
the service sector. The aims of the study were to find out:

* The perception of managers of the importance of service recovery to
maintaining customer satisfaction

*  The actions being taken to build recovery into the service delivery system

* How recovery is triggered, either by formal measurement systems or by
informal means

Research Propositions
In association with the research questions a number of propositions were
established on the basis of the literature and anecdotal dealings with service

organisations.

1. Service managers perceive a link between service recovery and customer
retention.

2. Few organisations measure customer loss rates.

3. Most recovery is initiated by customer complaint.



4. Front line staff can act to recover when the problem is seen as minor

5. Service recovery is more likely to involve refunds and replacement where
this is possible (ie when a product is involved)

6. There are differences in recovery behaviour for service encounters which
are business to business relationships compared to business to consumer

The research was based on a postal survey which was sent to 2000 service
managers across the services sector. In the preface to the survey service recovery
was defined as follows:

" It is said that one of the marks of a good service organisation is the ability to
recover effectively from problems and mistakes.

We define "recovery” as specific actions required to ensure that the customer
receives a reasonable level of service after problems have occurred to disrupt
"normal” service. These problems may be as a direct result of problems or
errors in the service organisation itself, or may be to some extent outside its
control. These may be customer induced or the result of the actions of other
associated organisations. The three groups of situations requiring recovery are
illustrated below, using the example of an airline:

Service Provider Error: The airline fails to have aircraft ready on time or loses
luggage in transit.

Customer Error: A customer forgets his or her passport or fails to meet the
check-in time.

Associated organisation error: Immigration is overloaded, or air traffic
controllers are on strike.

Many service organisations are able to tell stories about specific occasions when
employees have worked exceptionally hard, beyond the call of duty to keep
customers happy. The problem is that these examples of exceptional service may
not be the norm, customers experiencing on average rather more indifferent
service.



We are interested in your organisation's experience of the following:
a) Avoiding the need for recovery by "doing it right first time".
b) Developing techniques and procedures for dealing with problems.

¢) Changing attitudes throughout the organisation to increase the degree of
responsiveness of employees to customer needs.

d) Establishing the importance of recovery to the customers’ perception of
the service you provide."

The survey instrument contained a mix of open ended and specific questions.
Results

Replies were received from 157 managers with a distribution across the service
sector as shown in Table 1. The category Customer Service, includes service
activities associated with manufacturing organisations. One of the reasons for a
relatively low response rate might be that some manufacturing organisations do
not recognise the Service aspects of their task.

Sector Percentage
Professional Services 17.5
Banking and Finance 9.5

Retail and Hotels 8.0
Customer Service 48.9
Distribution 9.5

Public Sector 6.6
Spread of Respondents

Table 1



Respondents were asked to indicate the importance of service recovery to their
business on a scale of not important (1) to vital (§). The weighted result of 4.5
indicates the strength of the perceived importance.

Respondents were asked the extent to which they linked service recovery and
customer retention. The response were not quantified but fell into four categories
characterised by the following quotes:

- "We perceive there is a strong link"
- "It is difficult to prove the link"
- "We are trying to measure the link"

- "There is no link!"

An attempt was made to explore the extent to which the respondents measured
either the cost of a lost customer or make measurements of customer retention.
The cost of a lost customer was claimed to be measured by 40% of respondents.
However the way in which measurement occurs was in most cases on the basis of
the perception of lost business rather than detailed measurement. There was only
one respondent who has a system for tracking customer satisfaction.

Only 43% of respondents measure customer retention with repeat business or
renewal of service contracts or market research information being the indicators
of retention. There was no clear evidence of service organisations tracking the
retention of specific customers over a period of years.

Respondents were asked to identify the need for recovery in a typical operating
unit and the replies are shown in Table 2.



Timing % of Sample

Continuously 25.6
Daily 19.5
Weekly 13.4
Fortnightly 7.3
Monthly 6.1
Quarterly 6.1
Every two years 1.2
Not known 20.7

Frequency of the need for recovery in a typical operating
unit
Table 2

Respondents were asked to state the factor which caused the need for service
recovery on a scale between, it never occurs (1) and very frequently (5). The
results are shown in Table 3.

Cause Weighting 1-5
Customers 3.2
Other service organisations 3.0
Front line staff 3.3
Information system faults 3.0
Equipment faults 2.9
Back room support 3.0
Communication 35

Most common causes of problems
Table 3

The means by which a judgement of the causes was made was either on the basis
of the perception of managers (64% of replies) or measurement (44 % of replies).
There was no attempt to reconcile which factors were assessed by measurement
and which by perception.



Respondents were asked the extent to which service recovery was initiated by
staff or management monitoring, formal measuring systems, customer
complaints, or on the initiative of front line staff. The extent of the responses
was on a scale of, it never occurs (1) and very frequently (5). The results are
shown in Table 4. Perhaps not surprisingly customer complaint was the most
frequent trigger for recovery.

Action Weighting 1-§
Staff/management monitoring 35
Formal measurement systems 3.0
Customer complaint 4.1
Front line initiative 3.5
How service recovery is triggered

Table 4

Respondents were asked how quickly they needed to initiate service recovery.
The results were within minutes for 30% of respondents, within hours for 46%
of respondents, and within days for 24 % of respondents. Associated with time to
initiate recovery is the time to complete service recovery. Respondents reported
times within minutes (13% of replies), within hours (35% of replies), within days
(44% of replies). Only 47% of respondents reported having escalation
procedures for service recovery (for when front line staff need assistance).

Respondents were asked the extent to which front line staff take éxtraordinary
action to resolve problems when there is a minor problem, a major problem, and
when the problem is clearly caused by the customer on a scale between never (1)
and always (5). The results are shown in Table 5. There is a greater tendency
for front line staff to deal with minor problems and to seek additional advice or
support for major problems.



Problem type Weighting
When there is a minor problem 4.4
When there is a major problem 3.5
When the customer has caused the problem 3.9

The extent to which front line staff take action to solve
problems
Table 5

Respondents were asked to identify if they were empowering staff; 75% claimed
to be doing so. Critical factors in the process of empowerment included:
training, support, communication and information availability, delegation and
partnership.

As recovery is often associated with a spend on resources the authority given to
front line staff to spend up to a given amount may be important. Respondents
were asked the extent of this authority given to front line staff and the results are
shown in Table 6.

Extent % of Sample
Nil 27.4%
Less than £50 12.4%
Less than £100 6.2%
Over £100 49.6%
No Limit 4.4%

Extent of authority of front line staff
Table 6

The value of the spend allowed to front line staff as a percentage of the average
customer spend is shown in Table 7.



Value % of Sample

Less than 25% 61%
25% to 50% 6%
50% to 75% 4%
More than 75% 29%

Value of average customer spend front line staff can use for
recovery
Table 7

The actions taken to recover can be grouped in the categories of replacement
(particularly if a product is involved), financial reparation or other gifts, refunds,
or reparation and refunds. It was not possible from the survey data to establish
the extent to which each was viewed as the most important. However there are
some indications that replacement was the more likely mode of recovery when a
product is part of the service package; if not some reparation and partial refund
was preferred. Full refunds or financial reparation are the less likely actions.

When recovery is clearly initiated by customer complaints the following
comments summarise the statements given by respondents:

- there is little evidence of statements which indicate finding out exactly
what customers want.

- there were few statements of apologising to customers.
- there is a recognition of the need to respond honestly and with a personal
contact which may involve more senior staff if the problem is perceived to

be major.

- refunds and doing work free of charge where appropriate are common
approaches.

- relating to recovery more generally, some respondents made the point of
the need to balance recompense and resolution of problems.



Finally, respondents were asked to reflect on the future importance of service
recovery. Some saw it becoming more important especially with respect to
increasing the speed of response. Others talked of quality programmes removing
the need for service recovery through a right first time approach.

Discussion and Analysis

The results from the survey go some way to providing answers to the questions
raised earlier. Service managers do perceive that service recovery is important to
their business and many feel there is a link with customer retention. However
others would hold that there is no link or that it is difficult to measure. The issue
of measurement corresponds with the lack of evidence of many service
organisations having formal methods of measuring customer retention, and no
stated cases from the sample of measuring customer perceptions of service
recovery as an indicator of customer retention.

The need to recover can be caused by many different factors associated with
service delivery by front line staff and no one factor emerged as significantly
more prone to cause things to go wrong. The ability of managers to give a view
of causes on the basis of measurement rather than perception was encouragingly
high, suggesting that many have formal measurement of when things go wrong.
This is substantiated by the responses to the question on their need to recover;
80% of the respondents were able to identify the frequency. The 20% who
claimed not to know how often recovery occurs may be delivering highly
consistent service or more likely, may be in a constant state of recovery.

The ways in which service recovery is initiated tends to be as a result of
customers complaining rather than by the action of staff and management. If
service firms were to be more proactive in anticipating when recovery is
necessary, future surveys of this type would perhaps see a greater emphasis on
front line initiative or formal measuring systems.

What happens when service recovery occurs depends on whether it is perceived
by the front line staff to be a minor or a major problem. This is not surprising,
although it would be interesting to know more about how front line staff make a
decision to deal with the matter themselves or to call for assistance. What would



have been expected would be that in all cases front line staff start the process of
recovery, if only by acknowledging the fact either to colleagues or supervisors or
customers. The fact that only 30% of respondents said that recovery is started
within minutes is disturbing, if it is a true reflection of what happens.

The extent of the authority given to front line staff to make reparation, give
refunds of replacements, or financial gifts, and the value related to the cost of the
service show two zones. Over 50% of the sample reported that front line staff
have the authority to spend over £100 and about 30% say that this amounts to
more than 75% of the value of the service. This suggests that for 30% front line
staff are providing a straight replacement or refund for a product and or service
as the means of recovery.

Some of the responses appear to blame frontline staff for lack of responsiveness.
It would be interesting to repeat this research from the perspective of the
employee rather than that of the manager.

For the 25% of respondents who give no authority to front line staff to spend to
recover, it suggests either they must refer all cases to managers or other groups,
or that the respondents were only considering the authority to spend money rather
than to consume resources in the service recovery process.

Business to Business versus Business to Consumer

The business to business relationship is likely to be different to the business to
consumer. In business to business relationships the buyer and user are often
different individuals or groups and the overall value of services bought are
greater. The consequence is that the expectations of service delivery and the
need for recovery may be different.

The sample was split into two categories, business to business and business to
consumer, using data on the nature of their business. Separate analyses for each
group were undertaken.

The results showed significant differences in some areas for the sample. The
business to consumer firms are more likely to be part of a network rather than



single site and consequently employ more staff. They are more likely to need to
recover continuously or daily or not know how frequently. In consequence, they
are more likely to initiate service recovery within minutes rather than the hours
for business to business service firms. Also business to consumer firms are more
likely to authorise front line staff to spend more than 50% of the value of the
average customer spend on service recovery. In other respects there are no
significant differences.

These results correspond with the business to consumer service organisation
which has a high number of service encounters; hence the need to recover
continuously. The service package is more likely to be fairly standard; hence the
authority given to staff to spend a high proportion of the average customer spend
on service recovery, as the costs of what is being given is known and the risks of
giving away too much can be assessed.

Implications for Empowerment

The present study was focussed on service recovery and not empowerment of
service workers. However 75% of the respondents claimed to be empowering
staff through training, delegation with authority, involvement in procedures,
communication of policy. There was also considerable mention of formal
measurement systems including the quality standard BS5750.

These findings would suggest that the service organisations represented in the
sample perceive themselves to be moving upwards on the imposed empowered
scale of the empowerment matrix. What is not known is the perceptions of staff
of these changes. Talk of formal procedures would suggest that in reality the
modus operandi is more imposed. Hence it is likely that staff are often frustrated
unless the extent of the empowerment for service recovery is clearly defined.

There are indications of a realisation of the dangers of moving staff into the
anxiety quadrant of the matrix as instanced by one comment:



"Empowerment must mean something to the staff themselves. 1
believe front line staff do not necessarily want to be empowered at
all times. It needs to be handled with care and gradually
implemented so it becomes part of the culture of the organisation”.

Conclusions

Service managers perceived service recovery to be important to their business and
likely to increase in the future with the need to meet service pledges associated
with Service Charters. They also generally perceive a link between service
recovery and customer retention.

Less than half the service organisations currently measure the cost of a lost or
dissatisfied customer and customer retention.

Service recovery is still most likely to be triggered by customer complaint and if
it is a business to consumer service, it will be initiated within minutes and be
resolved by front line staff having the authority to use over 50% of the average
customer spend to put things right, mainly by replacement or refund. Business to
business services take longer to activate service recovery (hours or longer) and
the front line staff have less authority to use a high proportion of the average
spend, although there may be no difference in the actual amounts involved
between the classes of services.

Overall the service organisations in the sample are taking steps to bring about
service recovery. However the indications are that it could be improved by
better measurement and triggering and by a consideration of the most appropriate
strategies for recovery (for instance a wider use of escalation procedures).
Whether a true reflection or not, the impression given by respondents is of a lack
of checking with the customers of what is needed.

Over 75% of the service organisations claim to be empowering service staff.
However doubts remain as to the overall effectiveness of the changes. In some
cases the front line staff do not wish for the change or are not adequately
prepared and consequently fail to fulfil their new expected roles. In other cases



the intention to empower is blocked by in appropriate systems and frustrated
staff.
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the Job Change Experience”

SWP 39/91 Yochanan Altman
"On Managing Volunteers - Absence of
Monetary Compensation and its Implication on
Managing Voluntary Organisations: The Issues
of Motivation, Control and Organisational
Structure.”

SWP 40/91 David Parker
"Privatisation Ten Years On: A Critical
Analysis of its Rationale and Results. "

SWP 41/91 Ian Oram
"Implications of an IS Strategic Model for IS
Development”

SWP 42/91 Shaun Tyson
"1992: An Investigation of Strategies for
Management Development”

SWP 43/91 Malcolm McDonald
"The Changing Face of Marketing”

SWP 44/91 Malcolm McDonald
"Teaching by Degrees”

SWP 45/91 Malcolm McDonald & John Leppard
"Marketing Planning and Corporate Culture”

SWP 46/91 Colin Barrow & Andy Burnett
"The Single Market and Small Growing
Companies in the UK: A Survey by Cranfield
School of Management"

SWP 47/91 Colin Barrow
"Key Staff Recruitment in Small Firms in the
UK: A Survey by Cranfield School of
Management"

SWP 48/91 Yochanan Altman
"Organisational Consultancy and Clinical
Psychology - The Meeting of Two Worlds"

SWP 49/91 John Hailey & Jon Westborg
"A New Role for Development Agencies:
Non-Government Organisations and Enterprise
Development”

SWP 50/91 Paul Burns & Christine Choisne
"The Attitudes of Small and Medium-Sized
Companies in Britain and France to the
Business Environment in the First Half of
1991

SWP 51/91 Paul Burns
"The European Market"

SWP 52/91 Shailendra Vyakarnam
"The Mismatch between Academic and
Practitioner Constructs of Ethics : Implications
for Business Schools"

SWP 53/91 Cliff Bowman
"Managerial Perceptions of Porter's Generic
Strategies”

" SWP 54/91 Adrian Payne and Flemming Poufelt

"Increasing the Effectiveness of Mergers and
Acquisitions within the Management
Consulting Industry”

SWP 55/91 John Hailey
"The Small Business Sector in Developing
Economies”



SWP 56/91 Colin Armistead & Graham Clark
"Capacity Management in Services and the
Influence on Quality and Productivity
Performance”

SWP 57/91 Colin New
"World Class Manufacturing versus Strategic
Trade Offs"

SWP 58/91 Colin Armistead & John Mapes
"Supply Networks and the Changing Role of
Operations Managers"

SWP 59/91 Brett Collins & Adrian Payne
"Internal Services Marketing"

SWP 60/91 Andrew Myers, Mairi Bryce & Andrew
Kakabadse
"Business Success and 1992: The Need for
Effective Top Teams"

SWP 61/91 Malcolm McDonald
"Strategic Marketing Planning: A State of the
Art Review"

SWP 62/91 Malcolm McDonald
"Excellent Selling can Seriously Damage a
Company's Health"

SWP 63/91 Graham Clark & Colin Armistead
"After Sales Support Strategy: A Research
Agenda”

SWP 64/91 Graham Clark & Colin Armistead
"Barriers to Service Quality: The Capacity,
Quality, Productivity Balance”

SWP 65/91 Ariane Hegewisch
"European Comparisons in Rewards Policies:
The Findings of the First Price
Waterhouse/Cranfield Survey”

SWP 66/91 Andy Bailey & Gerry Johnson
"Perspectives of the Process of Strategic
Decision-Making”

SWP 67/91 Collin Randiesome
"East German Managers - From Karl Marx to
Adam Smith?"

SWP 68/91 Paul Burns & Christine Choisne
"High Performance SMEs: A Two Country
Study”

SWP 69/91 David Parker
"Ownership, Managerial Changes and
Performance”

SWP 70/91 Graham Elkin (Visiting Fellow)
"Socialisation and Executive MBA
Programmes”

SWP 71/91 Shai Vyakarnam
"The New Europe from the Third World"

SWP 72/91 John Hailey
"Small Business Development in the
Developing World: An Overview of
Contemporary Issues in Enterprise
Development”

SWP 73/91 Paul Burns
"Training Within Small Firms"

SWP 74/91 Paul Bumns & Christine Choisne
"High Performance SMEs in Britain and
France: Strategies and Structures”

SWP 75/91 Robert Brown et al
"UK Tax Implications for the Small Business"

SCHOOL WORKING PAPERS
LIST NO 6, 1992

SWP 1/92 Mike Sweeney
"How to perform simultaneous process
engineering"

SWP 2/92 Paul Burns
"The Management of General Practice”

SWP 3/92 Paul Burns
"Management in General Practice: A Selection
of Articles"

SWP 4/92 Simon Knox & David Walker
"Consumer involvement with grocery brands”

SWP 5/92 Deborah Helman and Adrian Payne
"Internal marketing: myth versus reality?"

SWP 6/92 Leslie de Chernatony and Simon Knox
"Brand price recall and the implications for
pricing research”

SWP 7/92 Shai Vyakarnam
"Social Responsibility in the UK Top 100
Companies"”

SWP 8/92 Susan Baker, Dr Simon Knox and Dr Leslie
de Chernatony
"Product Attributes and Personal Values: A
Review of Means-End Theory and Consumer
Behaviour”

)



SWP 9/92 Mark Jenkins

AL Q. L

Making Sense of Mark

Research Agenda”

st A T
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SWP 10/92 Michael T Sweeney and Jan Oram
"Information Technology for Management
Education: The Benefits and Barriers”

SWP 11/92 Keith E Thompson (Silsoe College)
"International Competitiveness and British
Industry post-1992. With Special Reference to
the Food Industry”

SWP 12/92 Keith Thompson (Silsoe College)
"The Response of British Supermarket
Companies to the Internationalisation of the
Retail Grocery Industry”

SWP 13/92 Richard Kay
"The Metaphors of the Voluntary/Non-Profit
Sector Organising”

SWP 14/92 Robert Brown and Philip Poh
"Aniko Jewellers Private Limited - Case Study
and Teaching Notes"

SWP 15/92 Mark Jenkins and Gerry Johnson
"Representing Managerial Cognition: The
Case for an Integrated Approach”

SWP 16/92 Paul Burns
"Training across Europe: A Survey of Small
and Medium-Sized Companies in Five
European Countries”

SWP 17/92 Chris Brewster and Henrik Holt Larsen
"Human Resource Management in Europe -
Evidence from Ten Countries”

SWP 18/92 Lawrence Cummings
"Customer Demand for 'Total Logistics
Management' - Myth or Reality?"

SWP 19/92 Ariane Hegewisch and Irene Bruegel
"Flexibilisation and Part-time Work in
Europe”

SWP 20/92 Kevin Daniels and Andrew Guppy
"Control, Information Seeking Preference,

Occupational Stressors and Psychological
Well-being"

SWP 21/92 Kevin Daniels and Andrew Guppy

"Stress and Well-Being in British University
Staff”

SWP 22/92 Colin Armistead and Graham Clark
"The Value Chain in Service Operations
Strategy”

SWP 23/92 David Parker
"Nationalisation, Privatisation, and Agency

Status within Government: Testing for the
Importance of Ownership”

SWP 24/92 John Ward
" Assessing and Managing the Risks of IS/IT

ta®
Investments

SWP 25/92 Robert Brown
"Stapleford Park: Case Study and Teaching
Notes™

SWP 26/92 Paul Burns & Jean Harrison
"Management in General Practice - 2"

SWP 27/92 Paul Burns & Jean Harrison
"Management in General Practice - 3"

SWP 28/92 Kevin Daniels, Leslie de Chernatony &
Gerry Johnson
"Theoretical and Methodological Issues
concerning Managers’' Mental Models of
Competitive Industry Structures”

SWP 29/92 Malcolm Harper and Alison Rieple
"Ex-Offenders and Enterprise"

SWP 30/92 Colin Armistead and Graham Clark
"Service Quality: The Role of Capacity
Management"

SWP 31/92 Kevin Daniels and Andrew Guppy
"Stress, Social Support and Psychological
Well-Being in British Chartered Accountants”

SWP 32/92 Kevin Daniels and Andrew Guppy
"The  Dimensionality and  Well-Being
Correlates of Work Locus of Control”

SWP 33/92 David Ballantyne, Martin Christopher,
Adrian Payne and Moira Clark
"The Changing Face of Service Quality
Management"

SWP 34/92 Chris Brewster
"Choosing to Adjust: UK and Swedish
Expatriates in Sweden and the UK"

SWP 35/92 Robert Brown, with Peter Cook et al
"Goldsmiths Fine Foods - Case Study and
Teaching Notes"

SWP 36/92 Mike Sweeney
"Strategic Manufacturing Management:
Restructuring Wasteful Production to World
Class”



SWP 37/92 Andy Bailey & Gerry Johnson
"An Integrated Exploration of Strategic
Decision-Making”

SWP 38/92 Chris Brewster
"European Human Resource Management:
Reflection of, or Challenge to, the American
Concept”

SWP 39/92 Ute Hanel, Kurt Volker, Ariane Hegewisch
and Chris Brewster
"Personnel Management in East Germany"

SWP 40/92 Lawrence Cummings
"Logistics goes Global - The Role of Providers
and Users™

SWP 41/91 Roger Seaton & Martin Cordey-Hayes
"Interactive Models of Industrial Technology
Transfer: A Process Approach”

SWP 42/92 Susan Segal-Horn
"The Logic of International Growth for
Service Firms"

SWP 43/92 Mike Sweeney
"Benchmarking for Strategic Manufacturing
Management"

SWP 44/92 Paul Burns
"Financing SMEs in Europe: A Five Country
Study”

SWP 45/92 Robert Brown
"The Graduate Enterprise Programme - Has it
been Worthwhile?"

CRANFIELD WORKING PAPERS
List No 7, 1993

SWP 1/93 John Mapes
"The Effect of Limited Production Capacity on
Safety Stock Requirements for Periodic
Review Inventory Systems”

SWP 2/93 Shai Vyakarnam & Alison Rieple
"Corporate Entrepreneurship: A Review”

SWP 3/93 Cliff Bowman & David Faulkner
"Pushing on a String: Uncertain Outcomes
from Intended Competitive Strategies”

SWP 4/93 Susan Baker & Mark Jenkins
"The Role of Values in the Design and
Conduct of Management Research:
Perspectives on Managerial and Consumer
Cognition”

SWP 5/93 Kevin Daniels, Leslie de Chernatony &
Gerry Johnson
"Validating a Method for Mapping Managers'
Mental Models of Competitive Industry
Structures”

SWP 6/93 Kevin Daniels & Andrew Guppy
"Occupational Stress, Social Support, Job
Control and Psychological Well-Being"

SWP 7/93 Colin Fletcher, Ruth Higginbotham and
Peter Norris '
"The Inter-Relationships of Managers' Work
Time and Personal Time"

SWP 8/93 Mike Sweeney
"A Framework for the Strategic Management
of both Service and Manufacturing

Operations”

SWP 9/93 Colin Armistead and Graham Clark
"The 'Coping' Capacity Management Strategy
in Services and the Influence on Quality
Performance”

SWP 10/93 Ariane Hegewisch
"Equal Opportunities Policies and
Developments in Human Resource
Management: A Comparative European
Analysis"

SWP 11/93 Paula Stanley
"Service to the Courts: The Offender's
Perspective”

SWP 12/93 Mark Jenkins
"Thinking about Growth: A Cognitive
Mapping Approach to Understanding Small
Business Development”

SWP 13/93 Mike Clarke
"Metro-Freight: The Automation of Freight
Transportation”

SWP 14/93 John Hailey
"Growing Competitiveness of Corporations
from the Developing World: Evidence from
the South"

SWP 15/93 Noeleen Doherty, Shaun Tyson and Claire
Viney
" A Positive Policy? Corporate Perspectives on
Redundancy and Outplacement”

SWP 16/93 Shailendra Vyakarnam
"Business Plans or Plans for Business”



SWP 17/93 Mark Jenkins, Eric le Cerf & Thomas Cole
"Defining the Market: An Exploration of
Marketing Managers’ Cognitive Frameworks"

SWP 18/93 John Hailey
"Localisation and Expatriation: The
Continuing Role of Expatriates in Developing
Countries”

SWP 19/93 Kevin Daniels & Andrew Guppy
"Reversing the Occupational Stress Process:
Some Consequences of Employee
Psychological Well-Being"

SWP 20/93 Paul Burns, Andrew Myers and Andy
Bailey
"Cultural Stereotypes and Barriers to the
Single Market"

SWP 21/93 Terry Lockhart and Andrew Myers
"The Social Charter: Implications for
Personnel Managers"®

SWP 22/93 Kevin Daniels, Gerry Johnson & Leslie de
Chernatony

"Differences in Cognitive Models of Buyers
and Sellers”

SWP 23/93 Peter Boey & Richard Saw
"Evaluation of Automated Warehousing
Policies: Total Systems Approach"”

SWP 24/93 John Hailey
"Training for Entrepreneurs: International
Perspectives on the Design of Enterprise
Development Programmes”

SWP 25/93 Tim Denison & Simon Knox
"Pocketing the Change from Loyal Shoppers:
The Double Indemnity Effect”

SWP 26/93 Simon Knox
"Consumers and Grocery Brands: Searching

for Attitudes - Behaviour Correspondence at
the Category Level”

SWP 27/93 Simon Knox
"Processing Ideas for Innovation: The Benefits
of a Market-Facing Approach”

SWP 28/93 Joe Nellis
"The Changing Structure and Role of Building
Societies in the UK Financial Services Sector”

SWP 29/93 Kevin Daniels, Gerry Johnson & Leslie de
Chernatony
"Similarity or Understanding: Differences in
the Cognitive Models of Buyers and Sellers. A
Paper outlining Issues in Mapping and
Homogeneitv"

SWP 30/93 Habte Selassie & Roy Hill
*The Joint Venture Formation Environment in
a Sub-Saharan African Country: A Case of
Government Policy and Host Partner
Capability”

SWP 31/93 Colin Armistead, Graham Clark and Paula
Stanley
"Managing Service Recovery”



