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An Exploratory Study of the Effects of Psychological Ownership on
Relational Commitment in the Service Environment
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Abstract

Hyeon-Sook Shim, Sang-Lin Han

In this study, we tried to investigate the effects of ‘psychological ownership’ on customer’s purchase intention and
relational commitment in the service environment such as hotels and department stores. According to advanced
research, ‘psychological ownership’ is considered as a key factor which leads positive results such as job
performance and extra-role behavior in the relations between organization and employees. Most studies related to
psychological ownership has focused on the relations between company and employees and there have been very
few studies from the perspective of service marketing research. Therefore, this study introduces psychological
ownership for the long-term relationship between customers and service organizations such as hotels and
department stores and suggests customer participation as a major antecedent of psychological ownership. Even
though this research is an exploratory study of psychological ownership, the results of this study will be able to
provide service companies with a good direction for their marketing and customer relationship management

strategies. Finally, managerial implications and limitations of the study were also discussed.

Keywords Psychological ownership, Customer—company identification, Sense of belonging, Relational commitment,
Customer experience, Customer participation
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