








Process StrategyProcess Strategy



Service Process Stagesg

• The Pre‐transaction stage

• The Transaction stage

• The Post‐transaction stage• The Post‐transaction stage



Blue Printing – Process Map Strategy
Physical Evidence
Customer Actions

Line of interactionsLine of  interactions

Onstage contact
Employee Actions

Line of  Visibility

Line of  internal interaction

Backstage contact
Employee Actions

Support Processes



Service Process Policy

Do you have Service Policy in Dealing with

Service Process Policy

Do you have Service Policy in Dealing with 
transaction and customer?! 
Complain system, Delivery, installation, warranty, return of sales, trial period, etc.Complain system, Delivery, installation, warranty, return of sales, trial period, etc.

Delay



When design the systems should 
id th f ll iconsider the followings:

– Clear, Easy Procedures

– Cover the busy periods

– Flexibilityy

– Handling objections

– ConsistencyConsistency

– Control and evaluation system

Automation– Automation

– Communication

U d ti l– Upgrade continuously



Physical Evidencey
• The environment in which the service is 
d li d thi i l ddelivered this includes:
– Décor

– Color Schemes

– Furnishings

– Uniforms for Staff

– Layout of Premises

– Paper Work

– Equipment (Computers, Cash Reg.)Equipment (Computers, Cash Reg.)



Definition of Physical Evidencey

• Servicescape:  the environment in p

which the service is delivered 

and where the firm and theand where the firm and the 

customer interact

• Any tangible commodities that 

facilitate performance orfacilitate performance or 

communication of the service



Servicescapep

• Facility exterior: Should look same and have y
identity and easy to reach:
– Exterior designte o des g

– Color

– SignageSignage

– Location

Surrounding environment– Surrounding environment



Servicescapep

• Facility interior: should be comfortable to the y
employees and the customers:
– Interior designte o des g

– Equipment

– SignageSignage

– Layout

Air quality/temperature– Air quality/temperature

– Reception



Other Tangibles (Image Identity)g ( g y)
• Business cards
St ti• Stationery

• Reports
• Employee dress
• Employee Tags
• Flyers
• BrochuresBrochures
• Web pages



Benefits of meeting customer 
t tiexpectations

• Quality Image

• Efficient Service Cycle

• Qualified Staff

• Motivated to Serve Employees

• Lower Turn Over

• Satisfied Customers

• Better Service OfferingBetter Service Offering

• Good Reputation

• Sustainable GrowthSustainable Growth




