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ABSTRACT

This research aims to understand the meaning and scope of customer citizenship behavior
from the viewpoints of all elements of a service encounter including first-line service providers,
other customers, physical environment, and service organization. This research first proposes a
conceptualization of customer citizenship behavior, then uses health care industry and tourism
industry as examples and employs Q-sort technique to develop a scale to measure this construct.
A 6-dimension 21-item scale for health care industry and a 5-dimension 16-item scale for
tourism industry are obtained. As the result demonstrated, the basic content of customer
citizenship behavior remains the same across different industries; however, the “charity”
character of an industry does make critical differences. By providing a conceptualization
composing the viewpoints of all elements of a service encounter and developing a measurement
with good validity and reliability, this research builds a foundation for further research on this
topic.
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