








Queuing models

System dynamics models









Blueprint or touchpoint models

Value chain models

Business Model / Organizational Perspective

Process Perspective

Information Flow / Document Exchange Perspective



Every encounter is an opportunity for the firm to satisfy the customer, to reinforce the

value of its offerings, and to sell the customer on the benefits of a long-term relationship

Encounters immediately impact customer satisfaction and also shape longer-term factors

like intention to return, likelihood of communicating positively about the service, and

customer loyalty



































There are service providers and service consumers… but these are roles, not intrinsic

properties

A service provider (role) has an interface through which the service consumer (role)

interacts to request or obtain the service

Value or quality is created/co-created by the interactions and information interchanges

between the provider and consumer

Because many of these interactions and information exchanges reflect or result from

"back stage" services, the service encounter can't fully determine quality, only preserve

or reveal it



















replacing or augmenting a person-to-person service with self-service

substituting one service provider for another in the same role (e.g, through outsourcing)

eliminating a person-to-person interaction with automation or stored information





























"Source" (or "procure") raw materials (chemicals, ores, grains, ...) or components

Transform the materials or assemble the components into products

Deliver the products to customers (indirectly through distributors or stores or directly to

the purchaser)


















