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Experiential Service Design – Empirical Evidence 

 

Past researchers have found empirical evidence that customers consider the sequence of event 
utility when evaluating past and future service experiences. Dixon and Verma (2013) provide a 
thorough review of the psychology and behavioral economics literatures concerned with sequence 
effects and cite four main effects that emerge as relevant to sequencing service encounters: (i) the 
impact of the highest point, most intense, or highest utility part of an experience (Peak Effect); (ii) 
the impact of the last point of an experience (End Effect); (iii) the impact of the timing of the peak 
(Spread Effect); (iv) and the overall trend of the experience over time (Trend Effect). Dixon et al. 
(2017) investigate the design of peak events in a service sequence by testing how anticipated and 
surprised peaks influence customer perceptions. 

Based on the empirical results by Dixon and Verma (2013), Dixon & Thomson (2016) formulate an 
optimization problem with a focus on optimizing schedule sequence characteristics in order to 
maximize customer experiences. Other researchers (e.g., Das Gupta et al. 2016, Roels 2019) have 
developed mathematical models to optimize the service experience by incorporating selected psy-
chological constructs like memory decay or acclimation and thereby mapping the underlying men-
tal processes in the consumer’s brain. 

 
The objective of the master thesis is to  

 review and classify current empirical knowledge on sequence effects (descrip-
tive/predictive analytics) as well as state-of-the-art approaches to service experience de-
sign (prescriptive analytics); 

 compare different empirical studies and discuss their limitations; 

 discuss the empirical study by Dixon et al. (2017) in detail; 

 perform an empirical study testing various sequence effects similar to Dixon and Verma 
(2013) or Dixon et al. (2017). 
 

 

Requirements 

 OPM 781  

 Profound knowledge in Operations Research and Revenue Management 

 Excellent analytical skills and an ability to transform real-world business problems into Opera-
tions Research models 

Administrative information for writing a master thesis at the Chair of Service Operations Manage-
ment can be found here. 

https://www.bwl.uni-mannheim.de/en/operations/chairs/chair-professor-schoen/teaching/thesis/master-thesis/
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