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Customer
Experience
Management

Services
Science

Human-Computer
Interaction

Service
Fascination

Experiential
traditional services

Traditional self-
service technologies

Experiential
physical products/goods

Experiential self-
service technologies
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Potential Orientation Process Orientation Result Orientation

Service Dimensions

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

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

Service as the immaterial
result of the development
process
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