
DefineService

OneofthefirsttodefineserviceswastheAmericanMarketingAssociation,which,as

earlyasin1960,definedservicesasactivities,benefits,orsatisfactionswhichare

offeredforsale,orprovidedinconnectionwiththesaleofgoods.Thisdefinitiontooka

verylimitedviewonservicesasitproposedthatservicesareofferedonlyinconnection

withthesaleofgoods.Theotherdefinitionwhichwasproposed,in1963,byRegan

suggestedthatservicesrepresenteitherintangiblesyieldingsatisfactiondirectly

(transportation,housing),orintangiblesyieldingsatisfactionjointlywhenpurchased

eitherwithcommoditiesorotherservices(credit,delivery).Forthefirsttimeservices

wereconsideredaspureintangiblescapableofprovidingsatisfactiontothecustomer

whichcouldbemarketedliketangibleproducts.RobertJudddefinedserviceasa

markettransactionbyanenterpriseorentrepreneurwheretheobjectofthemarket

transactionisotherthanthetransferofownershipofatangiblecommodity.Lehtinen,in

1983,definedservicesasanactivityoraseriesofactivitieswhichtakeplacein

interactionswithacontactpersonoraphysicalmachineandwhichprovidesconsumer

satisfaction.KotlerandBloom,in1984,definedservicesasanyactivityorbenefitthat

onepartycanoffertoanotherthatisessentiallyintangibleanddoesnotresultinthe

ownershipofanything.Itsproductionmayormaynotbetiedtoaphysicalproduct.

Gummessonhighlightingtheintangiblenatureofservicesdefinedservicesas

somethingwhichcanbeboughtandsoldbutwhichyoucannotdroponyourfoot.This

definitionalsopointedoutonebasiccharacteristicthattheservicescanbeexchanged

eventhoughtheyarenottangible.AccordingtoGronross,aserviceisanactivityor

seriesofactivitiesofmoreorlessintangiblenaturethatnormally,notnecessarily,take

placeininteractionsbetweenthecustomerandserviceemployeesand/orphysical

resourcesorgoodsand/orsystemoftheserviceprovider,whichareprovidedas

solutiontocustomerproblems.

Theincreasinginterestinservicessectorhasdrawntheconsiderableattentiontothe

discussionsoverwhatconstitutesaserviceandwhetherservicesmarketingisa

distinctivesubjecttostudy.Manyauthorsdevelopeddefinitionsofaservice;however,

giventhediversityofservices,itishardtofindanyconsistentdefinitionwhichcouldbe

appliedtoallservices.Mostdefinitionsfocusonthefactthataserviceisintangiblein

natureanddoesnotresultintheownershipofanything.AccordingtoA.Payne“a

serviceisanactivitywhichhassomeelementofintangibilityassociatedwithit,which

involvessomeinteractionwithcustomersorwithpropertyintheirpossession,anddoes

notresultinatransferofownership.Achangeinconditionmayoccurandproductionof

theservicemayormaynotbecloselyassociatedwithaphysicalproduct”3.Ch.

LovelockandJ.Wirtzstatedthat“servicesareeconomicactivitiesofferedbyoneparty
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