








Herzberg's motivators and hygiene factors
(achievement through to personal growth are motivators; the others are hygiene factors)

E % frequency cause of satisfaction

B % frequency cause of dissatisfaction
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Service Process Stages

* The Pre-transaction stage
* The Transaction stage

 The Post-transaction stage




Blue Printing — Process Map Strategy

Physical Evidence
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Ling of interactions

Onstage contact
Employee Actions

Line of Visibility

Backstage contact
Employee Actions

Line of internal interaction

Support Processes




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.




When design the systems should
consider the followings:

— Clear, Easy Procedures

— Cover the busy periods

— Flexibility

— Handling objections

— Consistency

— Control and evaluation system
— Automation

— Communication

— Upgrade continuously \\ﬁﬁfy




Physical Evidence

e The environment in which the service is
delivered this includes:

— Décor

— Color Schemes

— Furnishings

— Uniforms for Staff
— Layout of Premises
— Paper Work

— Equipment (Computers, Cash Reg.) &




Definition of Physical Evidence

e Servicescape: the environment in
which the service is delivered
and where the firm and the
customer interact

e Any tangible commodities that
facilitate performance or

communication of the service




Servicescape

e Facility exterior: Should look same and have
identity and easy to reach:

— Exterior design

— Color

— Signage

— Location

— Surrounding environment



Servicescape

e Facility interior: should be comfortable to the
employees and the customers:

— Interior design

— Equipment

— Signage

— Layout

— Air quality/temperature

— Reception




Other Tangibles (Image Identity)

e Business cards
e Stationery

e Reports

e Employee dress
* Employee Tags
* Flyers
 Brochures

e Web pages




Benefits of meeting customer

expectations

e Quality Image

e Efficient Service Cycle

e (Qualified Staff

 Motivated to Serve Employees
* Lower Turn Over

e Satisfied Customers

e Better Service Offering

e Good Reputation

e Sustainable Growth






