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Services are a special kind of product. They may
require special understanding and special
marketing efforts (Jobber, 2007:894)

e Lack of Ownership
e Inseparable
e Intangible

e Heterogeneous

e Produced and consumed simultaneously



&’ UNIVERSITY OF

Services Marketing Mix ) SURREY

People ‘

Physical evidena

Promoti

Place ‘
»

Price

Product

éo\,




UNIVERSITY OF

The Nature of Services SURREY

«Categories of Service Mix:
*Pure tangible good (e.g. toothpaste)

*Tangible good with accompanying services
(e.g. cars or computers)

*Hybrid (e.g. fast food)

*Major service with accompanying minor
goods and services (e.g. airlines)

*Pure service (e.g. hairdressing or beauty
treatment)

Kotler and Keller 2005 p403
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e — *Harder to evaluate
* Absence of inventories

*Relative importance of time
factors

e Structure and nature of
distribution channels

Q}i, - Greater difficulty maintaining
; quality

Source: Lovelock et al. (1999).

Implications? Requires a completely different
approach, or is it basically the same as marketing
products???
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....Every business is a service business (Kotler, 2003:443)

*Both the US & UK are moving increasingly towards a
service economy and beyond: marketers need to
know more about marketing services and services as
a key element in the marketing of products

*Services:

Account for 74% of U.S. gross domestic product.

Service industries include business

organizations, government, and private
not-for-profit organizations.

Kotler, P. & Armstrong, G. (2003) Principles of Marketing, Prentice Hall.
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Service Delivery in Action

A Marriott Hotels UK: Holiday packages, accommodations, and Marriott rewards - Microsoft Internet Explorer

File Edit View Favorites Tools Help

eBack - & ‘i] @ ‘h /- ) Search \jz/ Favorites w&} =2~ ;,. el - ﬁ 3

Address E.@_j http:f fwww . marriott . co.ukjChannels/globalSitesjdefault. mizcountry=UK
Y_' - P~ ‘ VISearch - B @-j* [ saveto My Web ~ (=3 ¥! Mail ~ @ Answers v 597 Personals ~ &3 ¥! Mobile ~ m: Sign in

V‘Go Lir

Home | Internati ac
Reservations: 00800 19271927 (freephone) in UK and 1 800 409929 (freephone) in Ireland

o \\arnott

UK &lreland
Find & Reserve | Specials & Packages | Destinations | Marriott Online Store | Meetings & Events | Marriott Rewards

FLUUEL DG BN Search by Keyword |Change/Cancel Reservations

Marriott’s Look No Further® Best Rate Guarantee »

City Chede¢in date

[ | | &N v B
State (USA only) Chedeout date

[ v | & v
‘COUMW No. of rooms Guestsfroom
l vl [+ ] [+ 1]

Need more rooms?
Marriott Rewards number

! |

Use Marriott Rewards points ™

Special Rates

[]senior [[Jeovernment& [ |Corporates [ | You've eamed more than points™
discount™ militans promotional
code Email/darriott Rewards No. P asamord Member Assistance
Rg\\v:r:l:gs [ J ‘ ’ Forgotten pasanword?
X . - = Setup online pasaword
More sesich options Selectabrand My Account Rememberme- Recommended for private computers only Join Marriott Rewards
Bill Marriott's Blog Meetings & Events Specials & Packages
Marriott on the move & DOUBLE POINTS Marriott Christmas celebrations, added sparkle,
: ’ Rewards Promotion for festive fun, Pure Magic™
Diversity events in January and = ' :
Corporate Social February 08 Escape!”" Packages - something for everyone!

Responsibility &

Meetings & Events in UK More UK & Ireland Specials
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2} IKEA | Services: How can we help you? - Microsoft Internet Explorer

File Edit View Favorites Tools Help

y - ‘o A = - P | A - “ I+
@ Back ~ <5 x ‘,: ;h 7 Search \‘,/i( Favorites &7 = &= d] * o) ﬁ 4 &
f@‘] http: fjwww . ikea.com/msjen_GBfcomplete_kitchen_guidefservicesfindex.html v] Go L
Y_’ - P~ \ vlSearch - B @' [ Save to My Web ~ (3 ¥! Mail ~ @ Answers ~ 77 Personals ~ &3 ! Mobile ~ m: Sign in

Address

2 Login lSear-:h Go!
< Your local IKEA store
> IKEA FAMILY

cormne to IKEA United Kingdom My shopping trolley My account <+ Mewsletter sign up

» All products

Kitchen guide

Need help? = Ask Anna

IKEA News Bathroom Bedroom children's room Dining Kitchen Living room Workspace » More rooms

Get inspired! Kitchen knoww-how Services Planner tool

INTRODUCTION
TRANSPORT SERVICE
INSTALLATION SERVICE
FINANCING

Services

RELATED LINKS

Kitchen products

L, 7

6 easy steps

olutely eveything for
vour kitchen

Download the Planner

Do as much or as little as you want!

We have developed a unique approach to service that allovwws you to decide whether you want to save time & kitchen before v
or save money. You decide the level of services you want to buy. There are no hidden costs. What's more,
you can choose to finance the cost of services along with the cost of your kitchen.

sSee your

Plan and =
ou buy.

2ot inenivadl

#&] Done  Internet
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EA | Service levels - Microsoft Internet Explorer E]

Edit Wiew Favorites Tools Help

Back ~ \_) @ @ :b /':j Search *Favorites @ Li;v k:\; ] ~ L;J ﬁ 3

ss !éf] http:fjwww.ikea.comfmsfen_GBjcomplete_kitchen_guidefservicesja_la_cartefindex.html vl Go Link
.' - &~ I vISearch - B @' ‘ [ Saveto My Web ~ (3 ¥! Mail ~ @ Answers ~ 597 Personals ~ &3 ¥! Mobile ~ &Sign in

Service options

SERVICES MEMNU
INTRODUCTION
K'I‘I‘KEA TRANSPORT SERVICE
ncnens INSTALLATION SERVICE
easier to buy FINANCING
than ever!
RELATED LINKS
Servi
R Kitchen products
com olutely eveything for
YOURSELF (_gi F your kitchen
WE DO IT
TOGETHER 6 easy steps
WE DO IT '
FOR YOU
Download the Planner
A Plan and :
‘« kitchen befi
Getinspired!
Lots and lots of sty
Oour services menu of the day — every day! d ideas!
If you're handy, you'll be happy and proud to save money by installing your new kitchen yourself. On the
other hand, you might be looking for expert help to ensure your kitchen is done in a professional, timely Child safety
WWEY .
.

IKEA has a full menu of options, so you can order what you want, from measuring, to delivery, to assembly
and installation, to all the finishing touches. =S

rn

ne & Internet
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Inadequat

Misconceptions esources

.

Inadequate
delivery

Exaggerated‘
\ promises

Brassington and Pettit, 2006
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How much of your supermarket shopping
experience is evaluated by the level of service
you get?

How much of your choice of mobile phone is
determined by which network it works on and
your evaluation of the service?




login | my account | store locator | order tracking | help

Welcome! login here.

More great news from

WOOLWORTHS

o

STOVLSOaTN. \m Yy, (L, | o WRR—T < T '_ G
Home: l CD & ! D¥D [ Yideo [ Electrical l Books ’ Toys l Baby Shop ’ Garden & l Home [ Gifts &
Downloads Games & Mobiles | & Clothing | Outdoor | & DIY Flowers

» "'IOP "y
Christmas~
toys" . ¥

* Woolworth’s: low price, poor service?

* How did you define service? Queues at tills, staff that
don’t know anything, store layout, store atmospherics?

* How important is this compared to the quality of the
products that you buy there?
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*Berry et al., 1990 identified the principal dimensions
customers use to judge a company's service:

Tangibles. The appearance of physical facilities,
equipment, personnel, and communication materials.

Reliability. The ability to perform the promised service
dependably and accurately.

Responsiveness. The willingness to help customers
and to provide prompt service.

Assurance. The knowledge and courtesy of employees
and their ability to convey trust and confidence.

Empathy. The provision of,
attention to customers

Berry, L. L., Zeitbaml, V. A., Parasuraman, A., ‘Five Imperatives For Improving Se
Vol. 31, Issue 4.



UNIVERSITY OF

Managing Service Quality = SURREY

* What are the Key Terms for Quality?

Quality is the totality of relationships between
service providers (functional aspects) and the
features of retailing (technical aspects) which are
related to the delivery of satisfaction (Gilert, 2003 p101)

Total quality management (TQM) is a holistic
organisational approach which systematically
attempts to improve customer satisfaction by
focusing on continuous quality improvements

without incurring unacceptable cost increases
(Gilbert, 2003 p101).
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*Five gaps that cause unsuccessful delivery:

Gap between consumer expectation and management
perception

Gap between management perception and
service-quality specification

Gap between service-quality specification and service
delivery

Gap between service delivery and external
communications

Gap between perceived service and expected service

(Palmer, 1998)
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» The Parasuraman, Zeithaml and Berry model (PZB)
(1985):

Gap 1: Ignorance of the customer’s expectations
Gap 2: Requirement for service design standards
Gap 3: Not delivering to service standards

Gap 4: Inconsistency between performance and
promises

Gap 5: The service shortfalls k
(Palmer, 1998)
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« Ambiguous “expectations”

Low reliability of constructs, especially when measuring
"gaps’

*VVery complex psychological constructs involved but the
measure is simplistic

«Correlations are merely self-perceptions
*Serious validity and measurement problems

« Caution should be used when making claims about
SERVQUAL

Source: Van Dyke, T., Prybutok, V. & Kappelman, L., (1999) ‘Cautions on the Use of SERVQUAL: Measure
to assess the quality of information systems services, Decision Sciences, Vol. 30, No. 3 pp 1-15



Y
>

UNIVERSITY OF

il

* Berry, Leonard L.; Zeithaml, Valarie A. & Parasuraman, A.. (1985). Quality Counts
in Services, Too.; Business Horizons, May/Jun85, Vol. 28 Issue 3, p44.

* Berry, Leonard L.; Zeithaml, V. A. & Parasuraman, A.. (1990) Five Imperatives for
me;ogving Service Quality. Sloan Management Review, Summer90, Vol. 31 Issue
, P£I.

« Carman, James M. (1990) Consumer Perceptions of Service Quality: An
Assessment of the SERVQUAL Dimensions.. Journal of Retailing, Spring90, Vol.
66 Issue 1, p33.

« Parasuraman, A.; Zeithaml, Valerie A.; Berry, & Leonard L.. (1985) A Conceptual
Model of Service Quality and Its Implications for Future Research. Journal of
Marketing, Fall85, Vol. 49 Issue 4, 1.

« Parasuraman, A.; Zeithaml, Valarie A.; Berry, & Leonard L. (1988) SERVQUAL: A
Multiple-ltem Scale for Measuring Consumer Perceptions of Service Quality.
Journal of Retailing, Spring88, Vol. 64 Issue 1, p5.

« Parasuraman, A. Berry, Leonard L. & Zeithaml, Valarie A. (1991) Refinement and
Reassessment of the SERVQUAL Scale.. Journal of Retailing, Winter91, Vol. 67
Issue 4, p420.

« Parasuraman, A. Berry, Leonard L. & Zeithaml, Valarie A.(1999) Guidelines for
Conducting Service Quality Research. Marketing Research, Dec90, Vol. 2 Issue 4,
p34.

» Saleh, Farouk & Ryan, Chris. (1991) Analysing Service Quality in the Hospitality
:ndustgy U?)sglg the SERVQUAL Model. Service Industries Journal, Jul91, Vol. 11
ssue 3, p324.

References: SERVQUAL
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Reading and follow-up acti

«Kotler and Keller, chapter 13

*On ULearn, discuss how you would measure the
performance of the School of Management using the
SERVQUAL model as the framework. Then, evaluate
the usefulness of SERVQUAL for measuring high
value services like education.




