
DesigningServiceProcess

Fromthecustomer’sperspectiveaserviceisanexperience,butfromtheservice

company’sperspectiveaserviceisaprocesswhichshouldbedesignedandmanaged

tocreateadesiredcustomer’sexperience.Additionally,itcanbeanimportant

componentofacompany’scompetitivestrategyandawaytodifferentiateitfrom

competitors.Serviceprocessisalsolinkedwithservicequalityevaluationsandservice

outcomeislinkedwithcustomersatisfactionevaluations.Forallofthesereasons,a

serviceprocessshouldbeexaminedindetailaswellasthetechniquesusedtodisplay

allelementsofservicedelivery.Averysimpleformofdescribingaserviceprocessisa

flowchart.Itisatool,whichshowsasequenceofencountersthatcustomershavewith

aservicecompany.Flowchartinghelpstodistinguishserviceelementslikethecore

productandsupplementaryservicesandenablestoassessthelevelofcustomer

involvementintheservicedeliveryprocess.Amoresophisticatedformthanaflowchart

andoneofthemostcommontechniquesusedtodesignnewservicesorredesign

existingonesisblueprinting,blueprintspecifieshowaserviceprocessshouldbe

constructedandincludesdetaileddescriptionofallactivitiesvisibleandinvisibleto

customersshowingthelinkagesbetweenthem.Whendevelopingablueprint,firstit’s

necessarytoidentifykeyactivitiesinvolvedinaserviceprocess,distinguishingthose

whichareexperiencedbycustomersandthosewhichareotheractionsandsupport

processesessentialforservicedelivery.Betweenthefront-stageandback-stage

activitiesthereisalineofvisibility.Forcompanieswhichtakeintoaccountthe

customers’perspective,averyimportantaspectofdesigningablueprintisidentifying

theinteractionsbetweencustomersandemployees.Operationallyorientedbusinesses

wouldratherfocusonmanagingthebackstageactivities.However,twoperspectives

areimportantandblueprintingmightbeausefultoolforoperationsmanagersaswell

asmarketingmanagers.

Ablueprintenablesmanagerstoidentifypotentialfailpointsintheserviceprocessand

modifytheprocedurestoenhancethecustomers’experienceandincreaseproductivity.

Itisusuallypresentedasasequenceofactionsinvolvingseveralstagesandissimilar

toatheatricalscript.Whendesigningablueprintitisalsoimportanttoconsiderthetype

ofaserviceencounterthatacustomerhaswithaservicecompany,sinceitcauses

severalimplicationsfortheservicedeliveryprocess.Theserviceencounterisaperiod

duringwhichaconsumerdirectlyinteractswithaservice,includingitspersonnel,

tangibleelementsandotheraspectsoftheserviceenvironment.Fromthecustomer’s

perspective,theencounterdiffersdependingontwofactors:theleveloftangibilityof

theserviceandtherecipientoftheservicewhomightbeeitheracustomerorhisorher

possessions.High-contactencounters,suchashairdressing,healthcare,fitnessand
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