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Fig. 4 — Visualisation |of musies-susie’s-previous findings oncerning music’s influence on
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Oakes (2000) argued that music pieks—choices ean-could be utilised-used to position a service

in-the mind-of consumers-as being-ofabesthaving the highest possible quality in the minds of
consumers. According_to Oakes (2000:;—pp—545)).; t5Customers’ monetary valuation of a

service may subsequently be influenced by the style of music played (e.g.. light popular or

classical music)-’ (p. 545).2 Tl"his theughtnotion is strongly supported in the writingsliterature.
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For example, Areni and Kim (1993) measured the affeet-cffect of playing pop music versus

classical music in F&i—ne—a—nd—a}eehe}ic—bevefages—stefesstores selling alcoholic beverages\t They .

see-noted that }me*aey&income\ increased and customers bay-bought more higher—eostexpensive
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mean price-quality or price/quality (for
consistency with the figure that follows)? )
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a service or product as being-very-having the best quality/ and priced. Furthermore, Baker et
al. (1994) found that the combination of ambient lighting and classical music give-makes

consumers-the-thoughts-believe-that-the-improves consumers’ perceptions of service quality

quality-of service-would-be-better-in-comparison-to-comparcd (o establishments-with-bright
lighting and pop music. Finally, North, Shilcock and Hargreaves (2003) say-stated-observed

that guests in a restaurant spent more money when classical rather than pop music was being

played-
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particular, itis-pessiblye-to-question-whetherthe demographics type-of those surveyed may not
showed-provided-an-sufficientlyn-accurately enoeugh-reflection ef-the wider-broader US and

UK customer populations (Tashakkori and Charles, 2003).
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These considerations reinforce what-a notion that is mueh-said-often stated in the literature: :

the importance of a ““fit’> between music selection, the -and-context of the service environment




Chapter 4

4.1 FPheﬂnﬂuence of music on consumer behaviour in the context of services marketing

4.-2 Music and consumer approach/ and avoidance behaviours

Base-upBased on the Mehrabian—/Russell model, all lresponsesph'es to an environment can be

classified as either an-approach or avoidance behaviours (Mehrabian and Russell, 1974). The
Mehrabian—/Russell This model can be appliedy to the service environment context [to eleverly

explain }the acffects of atmospherics on consumer behaviour (Mehrabian and Russell, 1974).
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Approach behaviour includes: ‘h)hysically moving toward something‘;—iafﬁliating with others
in the environment through verbal communication and eye contact, and performing a large

number of tasks within the environment’ KBooms and Bitner, 1980.; as cited in Milliman,

kphenomena induced by a stimulus.
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1986.: pp._286). Avoidance behaviour includes: ‘trying to get out of the environment,: a

tendency to remain inanimate in the environment.; and a tendency to ignore communication

attempts from others’ (Donovan and Rossiter 1982, p. 37).

kadverb is needed here.

L(Commented [PK24]: Please ensure

korlgmal quote.

(Commented [125]: Please see my

literature_that —hew—mMusical preferences are reported to be linked to demographics and

personality types (Mehrabian and Russell, 1974). Further-more, there-is—alot-eflargebody
ofextensive research which showinghas-showhas shown that hew-theseleetion-ofselecting the
speetfie-music styles thatare-deemed-mest-that are most popular amongst the target consumer

demographics can help-in-stimulateing approach behaviours jand attracting persens-consumers .-

" Commented [126]: ‘The literature’ is

into the-a services environment dMilliman and Bitnerb.

Hlapply-the lessons-of these-studiesysto-In the services marketing context, we-ean-see-these
findings suggest that hew-different genres of music can be applied in-the-service-environment

to help-promote approach er—aveidanee-behaviours in consumers. Streng—Rigorous studies
conducted invebving the Hisinthe Bbars-and Rrestaurantsservieeshospitality sector-thatHhave
seen-good-studies-which have mest-explicitly shown the influence of music style selection s

""[Commented [PK20]: Is this what you j

are referring to here? Please review.

responses?

""[Commented [PK21]: Do you mean j

seemed like the only option here, so |
made this correction. Note that ‘reply’ is
almost always used in the context of
discourse (i.e. a conversation or
correspondence), whereas ‘response’ has
a broader meaning covering any

I\

somewhat unusual for the academic
nature of your work. | don’t think an

DA

that this format is consistent with the

I\

comment above about direct quotes in
academic writing; it may be best to
paraphrase here and in the following

| quote.

DA

the best way to refer to the body of

academic work on a topic; ‘academic

books’ is problematic because it excludes
dournal articles.

English spelling, as requested.

publication year.

J
‘[Commented [PK27]: This is the UK j

. '[Commented [PK28]: Missing




on buyers’ approach and /avoidance behaviours GM&H%HHH,—L%&;Grayson and McNeill, 2009;
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