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Abstract Recently, servicizing economy is getting increasingly important all over the world. Consumers as well as
providers in this economy need to have more appropriate measurements of evaluation for goods and services. Such
measurements would be quality, brand value, confidence, etc, and all of them need to require customer satisfaction as a
basis of the evaluation. However, there is no adequate model to formulate the dynamic aspects of customer satisfaction.
This paper proposes a dynamic model of customer satisfaction considering pre-experience user expectation and its ad-
justments. Implications through this study contributes to creating values for customers in each industry.
Key words customer satisfaction, expectation, dynamic model, absolute evaluation, relative evaluation, novelty, famil-
iarity
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