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ABSTRACT

In service encounter settings, many viewpoints frequently involve including customer, employee and manager. This study explores

and compares with differences of these three perceptions. Previous researches had completely defined the groups and categories of

customer and employee. The collected data of this study in the hotel industries of Taiwan added to the categorization scheme as new

definitions and new categories. Using the critical incident technique, the authors collected 281 incidents from customers of hotels,

215 incidents from employees of hotels and deeply interviewed 10 managers about the sources of customer’s satisfaction and

dissatisfaction. These incidents could be distinguished very satisfactory service encounters from very dissatisfactory ones, and the

results would compare with managers’ view. Except for exploring the new definitions in the culture of Taiwan“student”and

“customer of requesting price cutting”, we could consider the role of nonhuman elements to gain the new category 

“multifunction” because new facilitating goods have entered the hotel industries. Drawing on insights from role and attribution

theories, these incidents are analyzed and explained. Therefore we fine implications for managing and researchers.
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