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Abstract

Service researchers have employed routine dynamics theory to examine the practices on value co-creation
routines. Prior research suggested that the manuals and work role behaviors of employees interact to enhance
the effectiveness of routines. To facilitate comprehension of this phenomenon, our study investigated the complex
interrelationship between the utility of manuals, the work role behaviors in the context of home visiting
rehabilitation services. To conduct the fuzzy-set qualitative comparative analysis, questionnaires and monthly
sales data were collected from 52 professionals in charge of rehabilitation at company A. The results showed
three pathways that led to high sales and four pathways that led to low sales. The findings suggest that manuals
contribute to high sales only when employees use them adaptively and take initiative to improve their work. Simply
creating and distributing manuals is not enough to achieve high sales.
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TIT 4 TITEEN—T 4>« XA F I 7 RBEGG &L &
MAA DTSN TT AR RE S, AfED R
B & BEEATHT B 729, LI CIESEITE OITENCER T
A, ZUDIT, RETENL, V—T 4 2 @miolE
ICEITTHZEZHMET DD, V=T 4 O
EALICHMRT % (Gilstrap and Hart, 2020) . ¥XIiZ, i@



WA TENE, Carpinietal. (2017) 23Griffin etal. (2007)
ZEIH L, MEEBNEBEOEIICHEELZY, L
JECTH LWAF L ZEZH LI §5Z L EERSN
7o, WISITENE, MRNTEENH LWTEI Y —
VERDANDZ ETIA—T 4 VICEEELTL L,
BREZ DA R U CTH LUWMTE Y — o TxfLd 5 Z
LT —TF 4 VB E 7257 (Gilstrap and Hart,
2020) . E#®%IZ, TuT T 4 TITENE,  EAR
HFEORN, HFLOBRBELIIBTEHFEEZ DT
DIZH AT, KRG AREY A (Griffin et al.,
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BRZ ST DT NEPITFEATE OB TENKAE L T
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JVOEFTITRE LT, M LRV, BN sT 5,
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B E NFEHRCHIECET 52T, 7T—7+«
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HeEEZOND., EITHEIL, ~=a T VAR L
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2007) .
fSQCAITEATRMIGTETH Y, BHEHD Z L &4
B, HEHOZ L ERBAEMEERES (X1,
2023) . HEEWMTFIEOREIE, & DR LIS
L OBREEABERLE LTHMTEDHTHD (Fiss,
2007) . BlZIX, BOETEIN CE HMEBOER L,
FEEOEMWVEEBDEREEX L X, [EGETEIN
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TWbHZ ETHD (A1m,2023) . 2F D, fSQCA
X, AR ETASEOBREMBE IR, EAREE
LT 2, FURERICE D SEHRLERAEDED
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