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Utilization of Customer In-Role Behavior for Commitment
in PR Strategy of Classical Music Hall in Japan: Munetsugu
Hall Case Study

Makiko KAWAKITA

(Nanzan University)

The aim of this paper is to clarify the change process in customer commitment by a
volunteer system in a classical-music concert hall in Japan. As a result of reviewing existing
literature and analyzing qualitative research results, the authors found that there was a
cause-and-effect relationship between customer commitment and behavior, but also reversal
casualty between the two. Activity-oriented behaviors, unable to explain in relationship with
the concerned organization, were also observed. A conceptual model is presented showing
feedback-process where activity-oriented motivation and/or commitment drive behavior and
these factors would again impact commitment.

Keywords: Calculative commitment, Affective commitment, Activity-oriented motivation,

Customer in-role behavior, Customer extra-role behavior
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