
Appendix A. Measurement items and response anchors
Table A1 reports the exact wording of every item used in this study, as it appeared in the original survey instrument, together with the question stems and response anchors. All multi-item constructs were rated on five-point scales and averaged to form composite scores.
Table A1 Measurement items, question stems and response anchors
	Code
	Item wording

	Service diversity (independent variable; 4 items; α = .886)
Question: What level of service diversity has your business unit provided for each of the following areas?
Anchors: 1 = Not at all; 2 = Small level; 3 = Medium level; 4 = High level; 5 = Very high level

	SD1
	Our business unit requires different processes to design services.

	SD2
	Our business unit requires different processes to provide services.

	SD3
	Our business unit has differences in the volume of services provided across different services.

	SD4
	Our business unit has differences in the volumes of services provided across different service segments.

	Differentiation strategy (moderator; 3 items; α = .870)
Question: To what extent does your business unit emphasise each of the following strategies?
Anchors: 1 = Not at all; 2 = Small extent; 3 = Medium extent; 4 = High extent; 5 = Very high extent

	DS1
	We seek to maintain brand identification.

	DS2
	We seek to be unique in our industry and find that buyers are willing to pay a premium price for that uniqueness.

	DS3
	We invest in technology to develop unique service designs.

	Service quality (dependent variable; 8 items; α = .956)
Question: Please indicate your level of agreement about the level of service quality in your business unit.
Anchors: 1 = Not at all; 2 = Small level; 3 = Medium level; 4 = High level; 5 = Very high level

	SQ1
	Our business unit has the required skills and knowledge to perform services.

	SQ2
	Our business unit performs services properly first time and honours its promises.

	SQ3
	Our business unit aims to keep our customers informed about when services will be performed.

	SQ4
	Our business unit provides easily accessible services.

	SQ5
	Our business unit has convenient locations for service facilities.

	SQ6
	Our business has convenient operating hours.

	SQ7
	Our business unit's customers feel safe with their transactions with our business unit.

	SQ8
	Our business unit readily responds to customers' requests.

	Cost-leadership strategy (control; 3 items; α = .852)
Question: To what extent does your business unit emphasise each of the following strategies?
Anchors: 1 = Not at all; 2 = Small extent; 3 = Medium extent; 4 = High extent; 5 = Very high extent

	CL1
	We seek to be the lowest cost service provider in our industry.

	CL2
	We place considerable emphasis on reaping cost advantages from all services.

	CL3
	We invest in technology to develop low-cost service designs.

	Competitive intensity (control; 4 items; α = .875)
Question: What level of competition does your business unit face in each of the following areas?
Anchors: 1 = None or not at all; 2 = Small level; 3 = Medium level; 4 = High level; 5 = Very high level

	CI1
	The intensity of competition for the major services provided.

	CI2
	Our suppliers have the ability to negotiate higher prices with our business unit.

	CI3
	Our customers have the ability to negotiate lower prices with our business unit.

	CI4
	The degree to which our business unit is threatened by substitute services.

	Other control variables
Question: Questions in the company-information section of the questionnaire.
Anchors: Not applicable (numeric or categorical responses)

	Size
	What is the approximate number of employees in your business unit? (Analysed as the natural logarithm of the number of employees.)

	Industry
	The business unit’s main activity, classified by UK SIC 2007 section. (Dummy-coded, with wholesale and retail trade as the reference category.)


Note: Service-quality items capture the determinants of service quality identified by Parasuraman et al. (1985); differentiation and cost-leadership items reflect Porter's (1980) generic strategies. Cronbach's alphas are those reported in Section 4.2.
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