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Research on "perceived control" of on-the—spot customers in business service scenario
Fang Ji
Hubei University of Economics
[Abstract] In the business service scenario, in the process of interaction between customers and service providers,
"perceived control" plays an important role in emotional transmission and behavioral response. Through
literature review, this study arranges and summarizes the basic concept of "perceived control ", "perceived
control" in different service environments, and the psychological mechanism of the influence of "perceived
control" on the on—site customers in business service scenarios, so as to provide reference for the relevant
research of business service scenarios.
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