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Defining Service for the Contribution of Industrial Engineering to Service Science

Abstract

As the service industry continues to grow in
importance, a new research field called service
science has formed so as to conduct more
comprehensive and scientific analysis of service.
However, much further research is required until
we can develop the common terminology and
methodology for service design and improvement.
A foundational step toward this is giving a lucid
definition to service which reflects the intrinsic
qualities of it. Many of the service definitions
mentioned in existing studies had the limitation
that they considered service as the residual from
physical products, or tried to conceptualize
service based on some characteristics. In this
paper we compare and analyze existing studies,
discuss about the essential nature of services,
and suggest a more comprehensive investigation
into service.

(Key Word: Service Science, Service Definition)

QoM A 24

_23_

2 o]%3a itk OECD #7719 AMu]2Aatq] H
gaol 70%E 43lstn lom, = FAA
Aulzgde] 2005 VFoE I FAYNY
%a A gt ol wet I FeH Alwdoew
A" Mulx A9, Auls wA", Mula F
%4 Bots T Hsted FEHoln HTHA A
oz Aulzel 2dg wAsn, AAs A7
, BE FobrE: wAAIEE HA T Aulx
to] i F=H vk [1]
olg{g AMulx #E} ?4_?94 ol 7]0d 3}y
1 Al Eeto] 7o & F2% AT EE F

o u’E: _L
_Hl

o ute Ee Aulx H°k°ﬂ TEHoR HE
I e AAH M2 A HHES AT
24 AL JHEE 84 EEIT AH 2 R

zm&&&&WﬁMWMLﬁ LAl & Hrel fo

z2 A28 883 v ot 1gm o E
T A7 AW A= Mulze EAHA
A4 2 74 a4 sebs 7hEstA o}b 5 &3k
o7} Mg ojok g} 1L 7114 1o AF
AE 1, 22 Adez BEHFE F g AAEE
él?}% 24 AuAE A3AY, BE AMuls
Heh 5 Yge EAI H£AHE5L F3to Mulx
Ads el T AU AATG. B =8
1€ ATFES v, FES & Z2YY AF
I gEEHE Aujae Edd &£AdEe] FA
ghetsla, olE uiglom AL ABjxe AHAEZE
| A &k
2. 71 d3Ad 4
71Z9] Ao Ag® g Mulxd HAE
[E 1. 71& dFEde] Mulx Ho] of AYes



A=

A}

9]

1937

Smith, A.

There is one sort of labour, which adds to the value of the subject upon
which it is bestowed: there is another, which has no such effect. The
former, as it produces a value, may be called productive; the latter,
unproductive labour. Thus the labour of a manufacturer adds, generally, to
the value of the materials which he works upon, that of his own
maintenance, and of his master’”’s profit. The labour of a menial servant,

on the contrary, adds to the value of nothing. [10]

1977

Hill, T.P.

A service is a change in the condition of a person, or a good belonging
to some economic entity, brought about as the result of the activity of
some other economic entity, with the approval of the first person or

economic entity. [4]

1978

Sasser, et al.

A precise definition of goods and services should distinguish them on the
basis of their attributes. A good is a tangible physical object or product
that can be created and transferred; it has an existence over time and
thus can be created and used later. A service is intangible and perishable.
It is an occurrence or process that is created and used simultaneously or
nearly simultaneously. While the consumer cannot retain the actual service
after it is produced, the effect of the service can be retained. [8]

1988

Quinn, J.B.

Most authorities consider the service sector to include all economic
activity whose output is not physical product or construction, is generally
consumed at the time it is produced, and provides added value in forms
(such as convenience, amusement, timeliness, comfort, or health) that are

essentially intangible concerns of its first purchaser. [7]

2001

Fitsimmons

A service 1s a time-perishable, intangible experience performed for a
customer acting in the role of co-producer. {2]

2007

Lovelock &
Wirtz

Services are economic activities offered by one party to another, most
commonly employing time-based performances to bring about desired
results in recipients themselves or in objects or other assets for which
purchasers have responsibility. In exchange for their money, time, and
effort, service customers expect to obtain value from access to goods,
labor, professional skills, facilities, networks, and systems; but they do not

normally take ownership of any of the physical elements involved. [5]
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