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* [Spohrer 2006]®%E%§%€%fl:ﬁ¥5

m All economic activity whose output is not physical product or construction (Brian et
al, 1987)
m A service is the diametrically opposed non-material counterpiece of a physical good.

IBEDIE =

R, HRMZERALI-Y—EXAER

m Intangible and perishable... created and used simultaneously (Sasser et al, 1978)
m A time-perishable, intangible experience performed for a customer acting in the \/
role of co-producer (Fitzsimmons, 2001)

= HENDIEHICIMNE L THITDZ L

= Deed, act, or performance (Berry, 1980)

m Deeds, processes, performances (Zeithaml & Bitner, 1996)

= An activity or series of activities... provided as solution to customer problems
(Gronroos, 1990)

m A change in condition or state of an economic entity (or thing) caused by
another (Hill, 1977) \/
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» Unified Service Theory (Sampson 2006)
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1) Non-Service 1/O Model (e.g., make-to-stock manufacturing)

Supplier |nputs i PrOdUCtion Outputs -VYJ'CUStOl'ner
‘| process 9

2) Service |/0O Model

Supplier Inputs :Production Outputs ;"""'(Ajustomer»‘
‘| process
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