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Service defined

Services are promises1

Services are performances2
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Service directed at 

peoples bodies.
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Service directed at 

goods.

E.g. Car

Service directed at 

peoples mind

E.g. Training

Service directed at 

intangible asset

E.g. Legal services

Classification of services
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Product quality 

vs. 

Service Quality

Tangible 

vs. 

Intangible

Standardized 

vs. 

Heterogeneous

Non perishable 

vs. 

Perishable 

Inventoried 

vs. 

Simultaneous Consumption
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Sustaining service quality challenges - Strategic

Execution vs. Growth1

Execution vs. Prices2

Entrepreneurship vs. Maturity3

People 4



Service challenges – people dimension
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1 Service work is emotional. 

2 Excellence in serving requires listening, helping, caring. 

3 Service work can be demanding, exhaustive & repetitive. 

4 Many service jobs are dead end, low wage and low skill. 

5
Requires performing at a high level of discretionary 

effort  despite  fatigue, inappropriate customer behavior. 



Sustaining service quality challenges - Tactical

Inconsistent delivery 1

Fluctuating demand2

Differing attitudes & skills  of provider3

Varying levels of service from customer to customer4
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Key drivers of sustaining service excellence

Values 
Driven 

Leadership



Success 
sustaining 

values

Excellence

Joy

Innovation

RespectTeamwork

Integrity

Social 
profit
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Core values for sustaining service excellence



Common customer service complaints
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True lies : Selling unneeded services/ fake quotes, misleading terms & 
conditions

Treating disrespectfully: Thinking customers are stupid

Lack desire : Unwilling or lack authority to solve customers problems/

The big wait: Waiting made longer. Some counters not manned

Robot mode: Impersonal, emotionless, no eye contact.

Clue less: No idea about product. Do not take time to learn 

Broken promises: Do not honor commitment/ do not show up as promised
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Execution

Integrated 
Solutions

Core 
Strategy

Core 
Values

Continuous Change

Frequent  Change

Rare Change

Unchanging

Strategy 
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ServQual Model for Achieving Service Excellence



Dimensions of service quality

Empathy Caring, individualised attention given to customers.

Assurance
Employees knowledge and courtesy and their ability 

to inspire trust and confidence.

Reliability Ability to perform the service dependably & accurately.

Tangibles
Appearance of physical facilities, equipment, 

personnel and communication material.

Responsiveness
Willingness to help customers, provide prompt 

service and solve problems.
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Customer service listening systems

Surveys

Customers Mystery 

shopping

New, Declining, 

Lost customer 

analysis

Focus  

Group 

Interviews

Complaints, 

Comments

Total market 

surveys

Service 

Reviews Compliments
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Concluding thoughts
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Rate of Quality Improvement in Automobile Industry, 

From “ Making Quality Happen” Juran Institute, 1988.
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Concluding thoughts
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