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® Materials

Equipment
® Customers

® Staffs

Technology
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® Products

Functional output of the service provided

Benefits

Gain from service provide, customer perceives

® Fmotions

Experiencing a service, customer feeling emotions

¢ Judgements

Fairness, importantly, perceived value of the service received

Intentions

Repurchase, compliment, complain
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Service provided

OPERATION

INPUTS

materials

equipment

customers PROCESS OU‘TCOMES,

staff » ‘products

technology EXPERIENCE benefits

facilities emotions
judgements

intentions

CUSTOMER

Service received

AN 1.2 Service provided and received

11 Johnson et al. (2005)
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Service provided

OPERATION

—_—
—

|_INPUTS
materials
~£@ipment
custo PROCESS : OUTCOMES
staff = ‘products’
technology EXPERIENCE benefits
facilities emotions
judgements
_intentions

CUSTOMER

Service received

Inside-out versus outside-in
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® Degree of personal interaction

® Responsiveness of the service organization

® Flexibility of customer-facing staff

® Customer intimacy

® Ease of access to service personnel or information systems

® Extent to which the customer feels valued by the organization
® Courtesy and competence of customer-facing staff

® |nteractions with other customers

9
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Table 2.1 The operation’s and customer’s perspectives

Service

Surgery

Education

Consultancy

Service

Surgery

Education

Consultancy

The operation’s and customer perspectives
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The operation’s (inside-out) perspective

Inputs

GP, nurses, surgeon, bed,
operating theatre

Lectures, library, computers,
seminar rooms

Consultants, information,
skills, knowledge

Processes

Diagnosis, operation, aftercare

Timetabling, lectures, exams,
marking

Data collection and analysis

Outputs

Hip replacement

Information, slide packs,
degrees

Presentations, reports

The customer’s (outside-in) perspective

Experience

Empathetic and pain-free
treatment

Memorable and useful
lecturers/seminars

Helpful and timely discussions
and advice

‘Products’

A working hip

Knowledge, confidence
and skills

Solutions

Benefits

Greater mobility

Better job prospects/
capability

Reduced costs and greater
commercial success
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¢ B2B

Providing high-quality services to business customers who frequently have
high purchasing power

¢ B2C

Providing consistent service to a wide variety and high volume of customers

® |nternal services

Demonstrating value for money against possible external alternatives

® Public services (G2C)

Balancing the various political pressures and providing acceptable public services

® Not-for-profit services

Dealing with differences between volunteers, donors and beneficiaries
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Types of service and their key challenges

Table 2.2 Types of service and their key challenges

Description

Examples

Customers

Key challenges

Business-to-
business (B2B)
services

Services
provided for
businesses

Maintenance
Consultancy
Training
Catering

Professionals,
who are not
necessarily the
end users

Providing high-
quality services
to business
customers who
frequently have
high purchasing
power

Business-
to-consumer
(B2C) services

Services
provided for
individuals

Shops
Hotels
Banks
Food

Individual
CONSUmers

Providing
consistent
service to a
wide variety and
high volume of
customers

Internal
services

Services
provided

by internal
functions within
organisations

Finance
Purchasing
IT
Personnel

Users who
have little or
no choice

of provider;
frequenthy
funded by
central budget

Demonstrating
value for

money against
possible external
alternatives

Public services
(G2C)

Services
provided by
central or local
govermnment

Prisons
Hospitals
Schools
Leisure

Citizens who
may hawve
little day-to-
day choice;
funded through
tawation with
the allocation
of resources
influenced
by political
processes

Balancing the
various political
pressures

and providing
acceptable
public services
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MNot-for-profit
services

Services
provided by
non-government
organisations
(NGOs) or
charities

Hospices
Counselling

Faith organisations
Aid agencies

Beneficiaries are
self-selecting or
chosan recipients;
funded through
individual and
organisational

giving

Dealing with
differences
between
volunteers, donors
and beneficiaries;
dealing with
emotional and
sometimes
overwhelming
neads
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fndrunAuSN15 b GDP

neusuinaseligs B &gy Modern Services lu GDP nauUsemATelAuunatg
@ USA 38% 1% : ) PhiLippiﬂE 1994 60%
S &
E .
Singapore 70% ' [ Thailand 149 599
| e
0 Japan 69% : £ Indonesia 44%
e 7 54% | |
e, South Korea gD | Vietnam 1300

ﬁ&ﬂ ‘Emm’SLLﬁdﬁigmﬂVLWEJ https://www.bot.or.th/Thai/MonetaryPolicy/ArticleAndResearch/Pages/FAQ167.aspx
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* nszualamAdend (Globalization)

o mavanamalulad (Technology development)

* wnlifmepsna (Business trends)
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