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Analysis of the “Service Paradox” in Manufacturing
Industry from the Perspective of Corporate Customer Attitude

HU Chaping' ,YANG Yan', ZHANG Lina', HU Qinfang’
(1. Business School, Guizhou Minzu University , Guiyang 550025 , China;
(2. College of Business, Hunan University of Technology,Zhuzhou Hunan 412007 , China)

Abstract: Based on the perspective of enterprise customer attitude, 215 manufacturing enterprises with higher
service level in the Yangtze River Delta, Pearl River Delta and central China are studied, and the effect of
customer value attitude on the “service paradox” in manufacturing industry is analyzed. The research shows that
the service supply of manufacturing enterprises can improve the performance of manufacturing enterprises, but the
improvement and promotion of performance will be influenced and restricted by the attitude of manufacturing
enterprises to customers. In order words, the emergence of “service paradox” in manufacturing enterprises is
strongly related to customer value attitude in the process of service transformation of manufacturing enterprises. In

the process of service strategy transformation, if manufacturing enterprises can take customer emotional
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embeddedness into consideration, it will have a positive impact on manufacturing enterprises for building stable

customer relationships, creating customer loyalty, and touching the business behavior expectation of the customer

to the enterprise.

Key words : manufacturing servitization ; “ service paradox” ; customer emotional embeddedness ; customer loyalty ;

customer value creation
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