T INrOdUCION ... s e s e e s s e s e e nmn s nn s 1
2 The Service-to-Business Market...........cccoeeeerrmsrcnnccennsennneeesscerssesssessseesesesssaes 1
3 Customer CONfUSION.......coiccrceirc e s sme s e e s 2
4 Consideration Set THEOIY......ccccivercirirircmirrs s s e sesessssesssaneees 3
5  HYPOINESES ... s ana e e s a s nannas 7
6  Methodology ...t e 10
A (- ¥ ] 1 O 12
8  DiSCUSSION ciiicseciriiiceicr st st s s s sma s s e mm e s e s smme e s s s s s smens s e s enmnaeesssmnnnsssnnnanens 14

8.1 Theoretical impliCatioONS...........coooiiiiiiiieiiee e 14

8.2  Managerial implications............oooi i 15

8.3  Limitations and extensionS ...........coouiiiiiiiiiiiiciie e 16

2Ly (=S = £ 1 = 17



