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Service Definition

A service is a time —
perishable, intangible
experience performed for
a Customer acting in the
role of a co-producer”

by James Fitzsimmons
M
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Product quality

VS.
Service Quality
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o Tangible

VS.
Intangible

o Non perishable

VS.
Perishable

o Standardized

VS.
Heterogeneous

o Inventoried

VS.

Simultaneous Consumption



Goods vs. Services

Goods Services Implications
Tangible Intangible * Services cannot be inventoried and patented.
* Services cannot be readily displayed or
communicated.
* Services are intangible. The intangibility of service
heightens customers’ sensitivity to fairness.
Standardized |Heterogeneous | ¢ Pricing the service is difficult.

* Service delivery and customer satisfaction depend
on employee and customer actions.

» Service quality depends on many uncontrollable
factors.

Production
separate from
consumption

Simultaneous
production and
consumption

» Customers participate in service and affect the
transaction.

» Employees affect the service outcome.

» Mass production of service is difficult.

Non-
perishable

Perishable

» Service cannot be returned or resold.
o It is difficult to synchronize supply and demand
with services.




Relationship with Customer

People Objects

Service directed at

Service directed at
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'Eﬂ peoples bodies.
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I Service directed at Service directed at
2 peoples mind intangible asset
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= E.g. Training E.g. Legal services
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ServQual Model for Achieving Service Excellence

Word of Personal Past External
Mouth Need Experience Communication
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Service Quality Expe(_:ted Perceived Service Quality:
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Service Quality Model is the industry standard for measuring service quality.
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Dimensions of Service Quality — RATER Model

4 Ability to perform the promised service dependably

1 Reliability & accurately.

4 Willingness to help customers, provide prompt
2 LGN T NEL S service and solve problems. If service failure occurs, need
to respond quickly

4 Employees knowledge and courtesy and their ability

3 to inspire trust and confidence. Competence, Politeness,
Respect, Effective communication

4 Caring, individualised attention given to customers.
4 4 Approachability, sensitivity & effort to understand
customer needs

4 Appearance of physical facilities, equipment,
personnel and communication material.

5 Tangibles




Challenges of Delivering Service — People Aspect

Inconsistency in service delivery
— Human beings deliver a more variable service.

— People differ from one another in their attitude,
personalities, and skills.

— Same service provider may provide varying levels
of service quality from one customer to the next.
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Service Challenges — People dimension

B 4 Service work is emotional.

4 Excellence in serving requires listening, helping, caring.

4 Service work can be demanding, exhaustive & repetitive.

4 Many service jobs are dead end, low wage and low skill.

4 Requires performing at a high level of discretionary
effort despite fatigue, inappropriate customer behavior.
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The Satisfaction Mirror

Customer Employee

More Repeat More Familiarity with
Purchases S Y AV > Customer Needs and
Ways of Meeting Them

Stronger Tendency
to Complain about
Service Errors

Greater Opportunity for
- Recovery from Errors

Higher Customer
Satisfaction

Higher Employee
Satisfaction

Lower Costs G mmmmmema - = = = = = o= = > Higher Productivity

Improved Quality of

Better Results €= === fmmmmmmm——— feee—————- > Service
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Concluding Thoughts

1.

Service qualijt

yis different than Produyct
quality,

Classify your S€rvices.
Design & deliver cu
Use ICT Where feasi
Inspire your Service
Adopt S€rvice excel|

Adopt multj
Iistening.

Stomer centric

2.
3. S€rvices.
4, ble,
5.
6.
/.

€nce framework.

ple channes of Customer
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