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SCIENGE :
Applicability of “Unique Characteristics of Services” % "‘
to Different Types of Services

Service Category Involving

Physical Acts Physical Acts Nonphysical Processing
to Customers’ to Owned Acts to of Information
Bodies Objects Customers’
Minds
Intangibility Misleading Misleading Yes Yes
Heterogeneity Yes Numerous Numerous Numerous
exceptions exceptions exceptions
Inszpa:_ablllty C(j)f Only when y
production an Yes No performance is any
consumption delivered “live” exceptions
Perishability —
cannot be Yes Yes Numerous Many
inventoried after exceptions exceptions
production

Ref 1: Principles of Service Marketing and Management by Christopher H. Lovelock 13
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Ref 2: Stephen L. Vargo, Robert F. Lusch, “Evolving to a New Dominant Logic for Marketing”, Journal of

Marketing, 68, January, 2004, 1-17.
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e Service is the application of competences (knowledge and

Service, Service Systems, Service Science

skills) by one entity for the benefit of another

* Service systems is value-creation configurations (an
arrangement of resources connected to other systems by
value propositions)

* Service science is the study of service systems and of the co-
creation of value within complex constellations of integrated
resources

Ref 3: Vargo, Stephen L. Paul P. Maglio and Melissa Archpru Akaka (2008), "On value and value co-creation: A service
systems and service logic perspective" European Management Journal 26, pp.145-152

15



Service Science related disciplines

Business & Organization

International Trade Information
Engineering economics and management, Supply chain management
Cognitive science and psychology (I;/Iathema‘ucs and non-linear
Complex adaptive systems theory ynaml‘cs Computer
Computer supported cooperative Operat!ons management (OM) science and
K Operational research (OR)
Human wor Organization theory and learnin Al/web
resource Financial and value engineering o g. A yt g services Software
. . . roject managemen .
manage | Economics Industrial engineering (IE) and J _ g metrics
Queuing theory .
ment and law systems Simulation, modelin Statistical and
Industrial and process automation ~, lizati ’ & control developm
visualization
Political Knowledge management Sociol - | theory ent
Science Management of information Oclology an .an ropology
Strategy and finance :
systems Svst d ics th d System design
Management of technology & dys .ems ynamics theory an and software
. . esign .
innovation & architecture

Marketing and customer knowledge

Total quality management, lean,
Six sigma

/

Behavioral sciences and education, Game theory and mechanism design

Experience design, theatre and arts

Technology

Ref 4: “Succeeding through service innovation” http://www.ifm.eng.cam.ac.uk/ssme/

16
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Ref 5: Yuriko Sawatani, and Y. Fujigaki, “Service Research Model for Value Co-Creation”, PICMET, 2011 21
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Thank you for listening!

http://www.ristex.jp/servicescience/index.html



5
22 3 HR B

Christopher H. Lovelock, Principles of Service Marketing and
Management

Stephen L. Vargo, Robert F. Lusch, “Evolving to a New Dominant
Logic for Marketing”, Journal of Marketing, 68, January, 2004, pp.
1-17.

Stephen L. Vargo, Paul P. Maglio and Melissa Archpru Akaka, "On
value and value co-creation: A service systems and service logic
perspective" European Management Journal 26, 2008, pp.145-152

H—E ARIFHE “Succeeding through service innovation”
—  http://www.ifm.eng.cam.ac.uk/ssme/

Yuriko Sawatani, and Y. Fujigaki, “Service Research Model for
Value Co-Creation”, Proceeding of PICMET Conference, 2011.

26



