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Research on heterogeneous customer behavior and service provider
information strategy under additional services

Li Jihong, Wang Aozhuang

(Institute of Management and Decision; College of Economics and Management, Shanxi University, Taiyuan 030006, China)

Abstract: This paper introduces a strategy for offering additional services to divert customers "waiting anxiety. " Based
on the M/M/1 queuing system, two types of customers are considered: conventional one and technical one, further establish
customer utility models and strategy choices models under both information disclosure and information hiding scenarios. The
pricing strategies for bussiness are also analysed to examine the impact of consumer group size on the choice of information hid-
ing or disclosure. The results show that in the case of information disclosure, too high or too low cost of strategic service will
result in no customers willing to buy additional; In the case of information hiding, when the cost of strategic services is low, with
the increase of the size of the consumer group, technical customers will choose to buy strategic services, and the pricing will increase,
but when the size of the consumer group increases to a certain value, the increase of pricing will only bring negative effects.

Keywords: queuing; traditional customers; information disclosure; service strategy; enterprise pricing
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