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Figure 1 - Initial Conceptual Framework (CV = Contingency Variable)
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Figure 2 = Strategy Typology for Market and Environmental Uncertainty
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Figure 3 - Lifecycle Stage Model for organisational Growth (adapted from

Greiner, 1972)
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Figure 4 = Customer Focus Typology in Relation to Customer
Contact and Volume of Customers

Customer Contact
(more relational)

Professional

Senices

Service Shops

Mass Serdces

Volume of Customers
(more transactional)




Figure 5 = Culture Typology in Relation to Empowerment and Task
Definition
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Figure & — Revised conceptual framework
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