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1. SERVICES: Role, Nature



















Challenges for Service Managers

Service factory Service shop

Mass service Professional Service

Degree of interaction and cusomization
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Challenges for managers
(low interaction/ low customization):
 Marketing
 Making service άwarmέ
 Attention to physical surroundings
 Managing fairly rigid hierarchy with 

needfor standard operating procedure

Challenges for managers
(high interaction/high customization):
 Fighting cost increases
 Maintaining quality
 Reacting to consumer intervention in 

process
 Managing advancement of people 

delivering service
 Managing flat hierarchy with loose 

subordinateςsuperior relationships

 Gaining employee loyalty

Challenges for managers
(low labor intensity):
 Capital decisions 
 Technological advances 
 Managing demand to avoid peaks and to promote 

off-peaks 

 Scheduling service delivery

Challenges for managers (high labor intensity):
 Hiring
 Training
 Methods development and control
 9ƳǇƭƻȅŜŜǎ  ǿŜƭŦŀǊŜ
 Scheduling workforces
 Control of far-flung geographical locations
 Start-up of new units

 Managing growth



2. ORGANIZATIONS
Seen as complex, 
heterogeneous objects




















































































