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Abstract

The literature on drivers of customer co creation intentions in services has generally looked
into firm productivity, operational efficiency, and means of enhancing customer motivations.
However customers’ objectives for co creation would be consumption experience and service
output. How can the firm motivate customers to participate effectively has been addressed,
but why do customers believe that they participate well has not been explored empirically in
the literature. The study investigates this issue with the use of critical incident technique. The
incidents were classified into three categories and eight sub categories. The study shows that
motivation to participate in service production and delivery is affected by customers’
perception of the role clarity of service employees, and the emotional connect that customers
have with a service.
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