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Emerging Trends in Consumer Behaviour in the Service Sector explores the cutting-edge trends and 
transformations that are redefining the way consumers interact with service providers across 
various industries. From the rise of digital platforms, to the growing emphasis on sustainability and 
personalization, understanding these emerging trends is essential for businesses seeking to stay 
ahead in an increasingly competitive marketplace. 

In the world of business today, it is essential to comprehend consumer behaviour, particularly for 
service industries that are impacted by factors such as artificial intelligence and sustainability. 
Consequently, the customer journey and decision-making processes have undergone significant 
changes. Emerging Trends in Consumer Behaviour in the Service Sector offers a fresh and 
comprehensive perspective on current and innovative topics related to consumer preferences, 
attitudes, perceptions and reactions in service industries and delves into the impact of contemporary 
trends and emerging technology, by providing a holistic view on the future of the trends and behaviour 
within the service sector. It examines consumer preferences and changes in their behaviour related 
to health and wellness, sustainability, cultural shifts, lifestyle and work style, and remote work. 
In addition, it explores future trends in service sectors by shedding light on evolving needs and 
understanding the impact of emerging technology on these industries. 

Written by a team of international experts and packed with case studies, this volume: 

• Traces the evolution of consumer preferences and expectations and their impact on
 service providers’ strategies and operations. 

• Explores the disruptive impact of digital platforms, mobile apps, and artificial intelligence
 on consumer behaviour, as well as the opportunities and challenges they present for businesses 
 across the service sector. 

• Delves into the importance of personalisation and customisation in the service sector, highlighting 
 how businesses can leverage data analytics, AI, and customer feedback to create bespoke 
 experiences that resonate with their target audience.

Essential reading for all those who want to understand the dynamics of consumer behaviour and 
the emerging trends, so that businesses can unlock new opportunities for growth, differentiation, 
and success in the dynamic marketplace of tomorrow. 

Edited by Saloomeh Tabari PhD, lecturer in Marketing and Strategy, Cardiff Business School, 
Cardiff University, UK, Nazan Colmekcioglu PhD is senior lecturer in Marketing and Strategy, Cardiff 
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Introduction
Welcome to the forefront of consumer behaviour in the service sector, 
where innovation, technology, and shifting societal values converge to 
shape the landscape of customer experiences. In this book, we embark 
on a journey to explore the cutting-edge trends and transformations that 
are redefining the way consumers interact with service providers across 
various industries. From the rise of digital platforms to the growing 
emphasis on sustainability and personalization, understanding these 
emerging trends is essential for businesses seeking to stay ahead in an 
increasingly competitive marketplace. In the world of business today, it 
is essential to comprehend consumer behaviour, particularly for service 
industries that are impacted by factors such as artificial intelligence and 
sustainability. Consequently, the customer journey and decision-mak-
ing processes have undergone significant changes. The recent pandemic 
has had a profound impact on consumers, altering their way of life and 
work (Milakovic, 2021), and making them increasingly mindful of the 
environment.

Consumer behaviour in the service sector has evolved significantly 
over time, driven by changes in technology, globalisation, and socio-
cultural dynamics. From traditional brick-and-mortar establishments 
to the digital age of e-commerce and virtual experiences, we trace the 
evolution of consumer preferences and expectations and their impact 
on service providers’ strategies and operations. The advent of digital 
technologies has revolutionised the way consumers interact with ser-
vice providers, from booking appointments to accessing on-demand 
services. This book explores the disruptive impact of digital platforms, 
mobile apps, and artificial intelligence on consumer behaviour, as well 
as the opportunities and challenges they present for businesses across 
the service sector. In an era of information overload and personalised 
experiences, consumers increasingly expect tailored services that cater 
to their individual needs and preferences. We delve into the importance 
of personalisation and customisation in the service sector, highlighting 
how businesses can leverage data analytics, AI, and customer feedback 
to create bespoke experiences that resonate with their target audience. 
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As we navigate the ever-changing landscape of consumer behaviour 
in the service sector, one point is clear: the future belongs to those who 
embrace innovation, adapt to shifting consumer preferences, and pri-
oritise the delivery of exceptional experiences. In this book, we have 
explored the emerging trends and transformations shaping the service 
sector, offering insights and strategies for businesses to thrive in an era 
of rapid change and disruption. By understanding the dynamics of con-
sumer behaviour and embracing these emerging trends, service provid-
ers can unlock new opportunities for growth, differentiation, and suc-
cess in the dynamic marketplace of tomorrow. This collection aims to 
delve into the impact of new trends and emerging technology in service 
sectors by shedding light on evolving needs and understanding con-
sumer behaviour. 

References 
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Preface
This collection has been developed by researchers with expertise in 
consumer behaviour, including early career researchers who research 
to understand the world of service sectors. The book is structured to 
discuss not only the changes in consumption behaviour but also the 
broader considerations of emerging trends within consumer behaviour 
within the service sector. All chapters have been prepared by active 
researchers in the field and together provide a holistic view of current 
literature, with the intention of stimulating robust discussion. 

This edited book has nine chapters covering a range of topics within 
the contemporary perspective and challenges within the service sector 
industry on emerging trends in consumer behaviour. 

The book begins with an exploration of the role of customer experi-
ence. In Chapter 1, Yukari Yamagishi discuss the impact of souvenirs 
on experiences and networking in consumer culture on Japanese craft 
tourism. In Chapter 2, Marina Abad Galzacorta, Asunción Fernández-
Villarán Ara, Ana Goytia Prat and Nagore Espinosa Uresandi discuss 
the role of residents’ perception in a sustainable community. 

In Chapter 3, Minhang Wang and Saloomeh Tabari delve into the topic 
of sustainable practices in luxury resort hotels and Chinese customers’ 
intention to pay. In Chapter 4, Rada Gutuleac, Alberto Ferraris and Cris-
tian Rizzo continue with sustainable luxury tourism and its interplay 
between cultural context and personality factors. 

In Chapter 5, Kumar, S.K. Gupta, Madhurima, & Neeraj Aggarwal 
look at the pattern of tourist resources after the Covid-19 pandemic. In 
Chapter 6, Micoli Mieli and Malin Zillinger introduce the concept of 
‘work from anywhere’ and the impact it has on developing sustainable 
tourist destinations, through a literature review system. 

In Chapter 7, Jonathan Wilson, Diana Tartakovska and Lika Bagh-
dasaryan explore the Millennial consumption habits in luxury airlines 
and how brands can improve their brand value. In Chapter 8, Monika 
Zaborowska, Aleksandra Borowicz and Joanna Kuczewska focus on 
the fashion industry and their marketing evaluation in an era of digital 
transformation and new technology. 
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In the final chapter of the book, Chapter 9, Poppy Herold and Saloomeh 
Tabari explore consumer behaviour buying intention through apps, by 
providing themes from existing literature. 

 Saloomeh Tabari, Wei Chen, and Nazan Colmekcioglu. 
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