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ABSTRACT 

 

The Information service sector e.g. utilities, telecommunications and banking has grown 

rapidly in recent years and is a significant contributor to the Gross Domestic Product 

(GDP) of the world’s leading economies. Though, the information service sector has 

grown significantly, there have been relatively few attempts by researchers to explore 

this sector. The lack of research in this sector has motivated my PhD research that aims 

to explore the pre-established relationships between dependability, quality and customer 

satisfaction (RQ1) within the context of information service sector. Literature looking at 

the interrelationship between the dependability and quality (RQ2a), and their further 

impact on customer satisfaction (RQ2b) is also limited. With the understanding that 

Business to Business (B2B) and Business to Customer (B2C) businesses are different, 

exploring these relationships in these two different types of information firms will 

further add to existing literature. This thesis also attempts to investigate the relative 

significance of dependability and quality in both B2B and B2C information service 

firms (RQ3a and RQ3b). To address these issues, this PhD research follows a theory 

testing approach and uses multiple case studies to address the research questions. In 

total five cases from different B2B and B2C information service firms are being 

investigated. To explore the causality, the time series data set of over 24 to 60 months 

time and the ‘Path Analysis’ method has been used. For the generalization of the 

findings, Cumulative Meta Analysis method has been applied.  

 

The findings of this thesis indicate that dependability significantly affects customer 

satisfaction and an interrelationship exists between dependability and quality that 

further impacts customer satisfaction. The findings from B2C cases challenges the 

traditional priority afforded to relational aspect of quality by showing that dependability 

is the key driver of customer satisfaction. However, B2B cases findings shows that both 

dependability and quality are key drivers of customer satisfaction. Therefore, the 

findings of this thesis add considerably to literature in B2B and B2C information 

services context.  

 

 

 

 

 



 3 

ACKNOWLEDGEMENTS 
 

 

Throughout the PhD journey a large number of individuals have supported me to 

complete this thesis, which has been so far the most enjoyable and intellectually 

challenging time of my life.  

 

Firstly, I would like to thank the almighty God, for providing me continuous courage, 

strength and support at each step during this journey. I would also like to express my 

deep appreciation and sincere gratitude to my supervisor Prof. Roger Maull for all his 

patience, invaluable guidance, and support throughout my PhD journey. Thank you for 

your encouragement and confidence to develop both my professional knowledge and 

career. I would like to extend my warmest thanks to my co-supervisor Dr. Andi Smart 

whose constructive ideas and suggestions have improved the quality of my thesis. I 

would also like to thanks XSPO Research Centre for providing me with the scholarship 

to pursue my doctoral research and to Francine Carter, PA to XSPO Research Centre for 

her generous help and support throughout the thesis writing process.        

 

I would like to give special thanks to my mentor from undergraduate studies Prof. M. K. 

Tiwari for his invaluable guidance and support. I am also grateful to my colleague Dr. 

Luciano Batista for helping me to get access to the data for my thesis and other 

colleagues and staff members at the Exeter Business School for their continuous support 

and encouragement. I am also thankful to my friends Niraj Kumar, Maneesh Kumar, 

Abhishek Thepade, Tatiana Fedyanina, Saptaparni Chaki and Rahul Midha who have 

helped me with their inspirational contributions and provided emotional support during 

this PhD journey.    

 

Finally, I am also indebted to all my family members, especially my parents – Dr. 

Satyendra Kumar Chaudhary, Dr. Neelam Chaudhary, my sister Nivedita, brother 

Navneet and uncle Sumnendra Kumar Suman for encouraging me to start and sustaining 

me on the PhD journey. This thesis would not have been possible without their 

continued patience, support, encouragement and understanding.  

I am eternally grateful to you all.  



 4 

TABLE OF CONTENT 

 

Title and Declaration.........................................................................................................1 

Abstract..............................................................................................................................2 

Acknowledgements...........................................................................................................3 

Table of Contents...............................................................................................................4 

List of Figures....................................................................................................................7 

List of Tables.....................................................................................................................8 

 

CHAPTER 1: INTRODUCTION..................................................................................... 9 

1.0  Introduction ............................................................................................... 10 

1.1 Context And Research Rationale............................................................... 11 

1.2 Theoretical Context ................................................................................... 13 

1.2.1  Information Services Context..................................................................... 13 

1.2.2  Service Operations Management Perspective ............................................ 14 

1.3  Research Aims And Objective .................................................................. 16 

1.4  Significance Of The Study ........................................................................ 18 

1.5  Organisation Of Thesis.............................................................................. 19 

1.5.1 Chapter 2: Information Economy Literature Review................................. 19 

1.5.2  Chapter 3: Service Operations Management Literature Review................ 21 

1.5.3  Chapter 4: Research Methodology ............................................................. 21 

1.5.4  Chapter 5: Phase I Of The Data Analysis................................................... 22 

1.5.5  Chapter 6: Phase II Of The Data Analysis ................................................. 23 

1.5.6.  Chapter 7: Phase III: Path Modeling And Cumulative Meta Analysis....... 23 

1.5.7  Chapter 8: Summary And Conclusions ...................................................... 23 

 

CHAPTER 2: INFORMATION SERVICES: LITERATURE REVIEW...................... 24 

2.0  Introduction ............................................................................................... 25 

2.1  Service Dominance.................................................................................... 25 

2.1.1 Services Vs Manufacturing Goods ............................................................. 30 

2.2  Service Classification ................................................................................ 33 

2.2.1 Service As An Experience.......................................................................... 35 

2.2.2 Service As A Process.................................................................................. 36 

2.3 Perspective Of The Information Service Sector ........................................ 38 

2.3.1 Material Versus Information Services........................................................ 39 

2.3.2 Importance Of Information Services .......................................................... 41 

2.3.3 B2B And B2C Services .............................................................................. 44 

2.4 Summary And Conclusions....................................................................... 46 

 

CHAPTER 3: SERVICE OPERATIONS MANAGEMENT ........................................ 48 

3.0 Introduction ............................................................................................... 49 

3.1 Overview Of Service Operations Management Literature ........................ 50 

3.1.1 History And Stages Of Service Operations Management .......................... 52 

3.1.2 Service Experience ..................................................................................... 54 

3.1.3 Service Product/Service Outcome.............................................................. 58 

3.2 Operations Performance Indicators ........................................................... 59 

3.2.1 Operations Performance, Customer Satisfaction And Customer Loyalty 

Link............................................................................................................ 62 

3.2.2 Service Concept.......................................................................................... 65 

3.2.3 Service Profit Chain ................................................................................... 66 

3.2.4 Service Profit Chain Framework ................................................................ 67 

3.2.5 Limitations Of Research In Service Profit Chain....................................... 71 



 5 

3.2.6 Return On Quality ...................................................................................... 72 

3.3 Research Questions ................................................................................... 73 

3.4 Summary And Conclusions....................................................................... 76 

 

CHAPTER 4: RESEARCH METHODOLOGY............................................................ 79 

4.0  Introduction ............................................................................................... 80 

4.1  Philosophical Thinking In Social And Management Sciences.................. 80 

4.1.1  Research Paradigms.................................................................................... 82 

4.1.2  Positivism And Phenomenology: Dominant Paradigms In Management 

Research..................................................................................................... 83 

4.1.3  Positivism Versus Phenomenology: A Critical Overview ......................... 84 

4.1.4  Philosophical Framework Adopted In This Research ................................ 87 

4.2  Research Process And Strategy ................................................................. 89 

4.2.1  Research Design ......................................................................................... 91 

4.2.2  Case Study Research .................................................................................. 93 

4.2.3  Data Type And Data Collection Methods .................................................. 97 

4.2.4  Case Study Data Analysis Methods ........................................................... 99 

4.2.5 Correlation And Regression Analysis ...................................................... 100 

4.2.6 Meta-Analysis........................................................................................... 101 

4.3 Summary And Conclusions..................................................................... 105 

 

CHAPTER 5: DATA ANALYSIS: PHASE I.............................................................. 107 

5.0 Introduction ............................................................................................. 108 

5.1 Case Study I............................................................................................. 110 

5.1.1 Overview Of The Firm: Retail Bank ........................................................ 110 

5.1.2 Research Objectives ................................................................................. 111 

5.1.3 Data Collection ......................................................................................... 113 

5.1.4 Operationalization Of Key Constructs ..................................................... 114 

5.1.5 Research Findings .................................................................................... 116 

5.2 Case Study II ........................................................................................... 119 

5.2.1 Overview Of B2C Network Utility Branch.............................................. 120 

5.2.2 Research Objective ................................................................................... 120 

5.2.3 Data Collection ......................................................................................... 122 

5.2.4 Operationalization Of Key Constructs ..................................................... 122 

5.2.5 Research Findings .................................................................................... 124 

5.3 Case Study III .......................................................................................... 127 

5.3.1 Overview Of The Firm: Telecommunication Firm .................................. 127 

5.3.2 Research Objective ................................................................................... 128 

5.3.3 Data Collection ......................................................................................... 130 

5.3.4 Operationalization Of Key Constructs ..................................................... 131 

5.3.5 Research Findings .................................................................................... 133 

5.4 Summary And Conclusions..................................................................... 137 

 

CHAPTER 6: DATA ANALYSIS: PHASE II............................................................. 140 

6.0 Introduction ............................................................................................. 141 

6.1 Overview Of The Firm: Utility................................................................ 142 

6.2 Research Objective .................................................................................. 143 

6.3 Data Collection ........................................................................................ 144 

6.4 B2B Case Studies .................................................................................... 145 

6.4.1 Case Study IV: Overview Of B2B Network Utility Branch .................... 145 

6.4.1.1 Operationalization Of Key Constructs ................................................. 146 

6.4.1.2 Research Findings ................................................................................ 147 



 6 

6.4.2 Case Study V: Utility B2B Customer Branch .......................................... 150 

6.4.2.1 Operationalization Of Key Constructs ................................................. 150 

6.4.2.2 Research Findings ................................................................................ 152 

6.5 Summary And Conclusions..................................................................... 155 

 

CHAPTER 7: DATA ANALYSIS: PHASE III ........................................................... 156 

7.0 Introduction ............................................................................................. 157 

7.1 Introduction To Path Analysis Method ................................................... 157 

7.2 Path Analysis Of Case Studies (I-V) ....................................................... 159 

7.2.1 Case Study I: Retail Banking ................................................................... 159 

7.2.2 Case Study II: Utility Firm ....................................................................... 161 

7.2.3 Case Study III: Telecommunications Firm............................................... 162 

7.2.4 Case Study IV: B2B Network Utility Branch .......................................... 164 

7.2.5 Case Study V: B2B Customer Utility Branch .......................................... 166 

7.2.6 Summary................................................................................................... 167 

7.3 Meta Analysis .......................................................................................... 168 

7.3.1 Meta Analysis Findings ............................................................................ 170 

7.4 Summary And Conclusions..................................................................... 174 

 

CHAPTER 8: CONTRIBUTIONS............................................................................... 177 

8.0 Introduction ............................................................................................. 178 

8.1 Re-Visiting Research Objectives............................................................. 178 

8.2 Discussion Of Empirical Research Findings ........................................... 179 

8.2.1 Phase I Of The Data Analysis: B2C Case Studies I-III Findings............. 180 

8.2.2 Phase II Of Data Analysis: B2B Case Study IV-V Findings ................... 181 

8.2.3 Phase III Of Data Analysis: Path Analysis And Meta Analysis............... 181 

8.2.4 Summary Of The Discussions .................................................................. 183 

8.3 Reflections On The Research Process And Findings .............................. 185 

8.4 Contributions ........................................................................................... 188 

8.4.1 Theoretical Contributions ......................................................................... 188 

8.4.2 Managerial Implications ........................................................................... 190 

8.4.3 Summary Of Contributions ...................................................................... 192 

8.5 Limitations............................................................................................... 193 

8.6 Future Research Directions ..................................................................... 195 

 

APPENDICES:............................................................................................................. 198 

APPENDIX A: Application of SERVQUAL in Service Settings.................................198 

APPENDIX B: Researchers Favouring Relational/FSQ Dimension............................199 

APPENDIX C: Researchers Favouring Core Quality/TSQ Dimension........................200 

APPENDIX D: Sample of Customer satisfaction and Quality data for Case Study   

I......................................................................................................................................201 

APPENDIX E: Dependability Data for Case Study I....................................................202  

APPENDIX F: Data Set for Case Study II (B2C).........................................................202 

APPENDIX G: Snap Shot of the Data for Case Study III (B2C)..................................203 

APPENDIX H: Quality Data for Case Study III...........................................................204 

APPENDIX I: Snap Shot of the Data Set from the Utility Firm..................................205 

APPENDIX J: Data Set for Case Study IV (B2B)........................................................205 

APPENDIX K: Data Set for Case Study V (B2B)........................................................206 

APPENDIX L: List of Publications...............................................................................207 

 

BIBLIOGRAPHY ........................................................................................................ 208 

 



 7 

LIST OF FIGURES 
 

Figure 1.1:  Structure of the Thesis…………………………………………….………20       

Figure 2.1: Estimated Size of Service Sectors as Percentage of GDP in 2010…….…..27 

Figure 2.2: GDP by Economic Activity and Expenditure…….………………………..28 

Figure 2.3: Late rise of Service Economy in US……………….………………………28 

Figure 2.4: Distribution of GDP in the US Economy in 1997.………………………...42 

Figure 2.5: Share of ICT Manufacturing and ICT Service Value Added, 2006…….….43 

Figure 2.6: World Trade in ICT and Non ICT goods……………………………….….43 

Figure 3.1: Service Operation Model…………………….…………………………….51 

Figure 3.2: Service Performance Indicators …………………….……………………..60 

Figure 3.3: The Service Concept Model………………...……………………………...65 

Figure 3.4: Service Profit Chain Framework…………...……………………………....67 

Figure 3.5: The Service Profit Chain…………………...……………………………....67 

Figure 3.6: Return on Quality Framework…………...………………………………...72 

Figure 4.1: The Research Process ‘Onion’……………...……………………………...89 

Figure 4.2: The Research Process……………………………………………...…….....90 

Figure 4.3: The Research Design Adopted in this Thesis...............................................92 

Figure 5.1: Research Framework for Case Study I.......................................................112 

Figure 5.2: Correlation Analysis Result of Case Study I..............................................117 

Figure 5.3: Research Framework for Case Study II......................................................121 

Figure 5.4: Correlation Analysis Result of Case Study II.............................................125 

Figure 5.5: Theoretical Research Framework for Case Study III..................................128 

Figure 5.6: Correlation Analysis Result of Case Study III............................................134 

Figure 6.1: Theoretical Research Framework for Case Study IV-V.............................143  

Figure 6.2: Correlation Analysis Result of Case Study IV............................................148 

Figure 6.3: Correlation Analysis Result of Case Study V.............................................153 

Figure 7.1 : Best Fit Path Model for Case Study I........................................................160 

Figure 7.2: Best Fit Path Model for Case Study II........................................................161 

Figure 7.3: Best Fit Path Model for Case Study III.......................................................163 

Figure 7.4: Best Fit Path Model for Case Study IV.......................................................165 

Figure 7.5: Best Fit Path Model for Case Study V........................................................166 

Figure 7.6: Graphical Representation of Forest Plot.....................................................169 

Figure 7.7: Input Summary of the Cumulative Meta Analysis Data.............................171 

Figure 7.8: Snapshot of the Cumulative Meta Analysis Outcome................................172 

Figure 7.9: Standard Forest Plot for all Cases...............................................................172 

Figure 7.10: Annotated Forest Plot................................................................................173 

Figure 7.11: Cumulative Forest Plot for all Five Cases................................................174 



 8 

LIST OF TABLES 
Table 2.1: Illustrative List of Services............................................................................ 29 

Table 2.2: An overview of the IHIP characteristics and its associated criticisms in 

services ........................................................................................................................... 31 

Table 2.3: Summary of Previously Proposed Schemes for Classifying Services .......... 34 

Table 2.4: Service classification from different researchers viewpoint ......................... 35 

Table 2.5: A framework for categorizing major industry sectors in the information 

economy, combining the product-service and material-information dichotomies ......... 40 

Table 5.1: Research questions, research objectives and propositions tested in the first 

phase of data analysis ................................................................................................... 108 

Table 5.2: Descriptive Statistics for case study I.......................................................... 116 

Table 5.3: Quarterly Data Set from 2000Q1 – 2004 Q4 .............................................. 116 

Table 5.4: Regression analysis result for Quality, Dependability and Customer 

Satisfaction ................................................................................................................... 119 

Table 5.5: Regression coefficient for Customer Satisfaction and Dependability......... 119 

Table 5.6: Descriptive Statistics for Case Study II....................................................... 124 

Table 5.7: Regression result for Quality, Dependability and Customer Satisfaction... 126 

Table 5.8: Descriptive Statistics for Case Study II....................................................... 134 

Table 5.9:  Regression Equation for Customer Loyalty and Dependability................. 136 

Table 5.10: Regression Equation for Dependability and Speed................................... 137 

Table 6.1: Research objectives and propositions tested in the second phase of the data 

analysis ......................................................................................................................... 141 

Table 6.2: Descriptive Statistics for Case Study IV ..................................................... 147 

Table 6.3: Regression analysis result for Quality, Dependability and Customer 

Satisfaction ................................................................................................................... 148 

Table 6.4: Regression analysis result for Dependability and Customer Satisfaction... 149 

Table 6.5: Regression analysis result for Quality and Customer Satisfaction.............. 149 

Table 6.6: Descriptive Statistics for Case Study V ...................................................... 152 

Table 6.7: Regression analysis for customer satisfaction and dependability ............... 154 

Table 6.8: Regression analysis for customer satisfaction and quality.......................... 154 

Table 7.1: Fitness indices for the best fit model of Case Study III...............................164 

Table 7.2: Summary of Path Analysis findings for Cases I-V......................................167 

Table 7.3: Input data for Cumulative Meta Analysis....................................................171 

Table 8.1: Revisiting Research Objectives....................................................................179 

Table 8.2: Summary of the case studies and their corresponding empirical research 

findings..........................................................................................................................184 


