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ZME{Chapter I}O|E5 AHISolving Y|O|H'ZNeighbor's
Ter=3 XProblems Ewith Ola A BH AService
H| 214 ABusiness (5% A{H|AYC 2 0|29 1T &Z5!7)

5.1 The ¥ZEO|Ei Almportance 0{Eof Ethe MBE AService A AE& Industry (MHAY
o £84)

5.2 #H 2 E{2| AE ACharacteristics O]Eof Hthe AMH AService QI AEZ|Industry (MH|A
%ol 47)

5.3 A AService OOt E&Marketing (A{H| A OFAE)

5.4 M AService I|0{2{EAParadox (A{H|A TFHAIZ])

5.5 mo|HAFinancial A|F2{E|&XSecurities H|ZL{ABusiness O0O|H 0| Xldeas (Z2&=H
AtY orol4 o)

5.6 EO2|dTourism A{H{ AService H|ZL{ABusiness OfO|C]0{ Rldeas (H& MH|A AFY
oro|4 o)

5.7 A YE{Underwater Z = Coral 2| ZReef 7IO0tEHGarden EO|&|&Tourism =22ijAGlass
L &ZDome H|ZL{ABusiness OfO|L{OfIdea (siiA 4tt2 2% & F2| At Of0[H0Of)

5.8 O|0JAir 710t 12Cargo 2{A|AHA|ogistics H|ZL{ABusiness OF0|C 0] ZIdeas (&
=5 Arg ofo[Hoq)

2{dLearning O HAME|H X objectives <SHSZH>

1. El'Alet's QA7 Adiscuss Hthe UXEOIEH Aimportance A =and E&role O] Eof Hthe
ME £service QE{AE&|industry. (ME|AY2| S/ A0 HisiM =2 25).

2. A7 ADiscuss AlH| Aservice OOt B marketing. (A H|A OrAHHESHM =28 =CY).

3. M 3Think OjHIREabout Cthe 7tAZRcauses OjHof AlH Aservice IZgHZA
prevalence AO|ZE2{X|psychology ¢ Eand A =M Zsolutions Eto Qlit. (MH|A THAA
o |l ofof CHath SHZARIQFO| CHofA AdZtsl =LCf).

4, El'Alet's E|QUtake Ola Hlook °Mat Cthe IOo|WHAMfinancial A|f{2|E|l Zsecurities HlZ
4 £business OfO0|HOjidea. (&S T ArY OrO|L 00 oA AHT{ELCL).

5. Ell'Alet's H|Utake Ola Slook Sfat Tthe O}0|C|{O{idea O] Eof FEO{Z|&tourism A|HA
service H|ZL{ Abusiness. (HE AH|A AFY OFO|LO{0f HfsiA AT,

6. El'Alet's E|Utake Ola Hlook ©SHat Clthe Of0|f0jidea O{Eof Othe YUCEYEH
Underwater ZZHCoral Z|ZReef 7I0tEHGarden £ & XdTourism =2{AGlass =&
Dome H|ZL{ABusiness. (G4l A2 2E 2 [ A OfO|CL{O{0f CHsHA ATHFC).

7. 8l'Alet's H|QUtake Ola Zlook °fat Clthe O}0|Lj0{ZXideas OfEHof Of|0Air 7}0f11L
Cargo HZ|AE ALogistics H| £ ABusiness. (& &5 ArY OfO|4O{0 CfsHAM A=

=
5.1 §The YXEO|El AImportance O] Eof Cithe A AService QI AEZ|Industry (AMH|AHN
o E824)
5.1.1 gThe Y@M EImpact 0] Hof Cjthe A{H{ AService QI AEZ|Industry Qton Cjthe O|7}

L{0]Economy (AMH| A9 ZA0]2l 0|3H)

EThe AlH Aservice QI AEZ|industry O|Xis 0ja Z2{I|Mprofession Hithat &Z|H|0|S!
Aalleviates I™'Zpeople's QI71H|EHA| Zinconveniences Qlin H|O{their § Y| daily 20| E
lives® M Z2through Z2{HIO|Hproviding MH A Zservices. (MHB|AYS EAf(service) EM
AHEQ e 2HE 4otz A YOIH). YWe OfOtare H& E currently 2| living 2lin
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Ola AMH Aservice ARA[O|O|E|society 20jor A{H{Aservice 0|70/ economy.
(2= 32| AMH|A AS|(service society) L= MH|A ZAZX|(service economy)0f A1 Q|
CH. §The MHAservice QGAEZ|'Zindustry's A|Oshare 2Qlin O0f20jour O|7fL{0|
economy ©of{Zhas Hlbeen 71E|50{&& continuously Q32| Alincreasing. (A{H|A AtO|
£l BAM z2fR|5t= HlS2 ASHLZE F7totn ). FLooking Hat Cfthe ZTHZ|
Mcomposition 0]{Eof Z|CLGDP HO|by QI AEZ|industry, Githe A|Olshare O{EHof O
the MHE Aservice QIfAER]industry Q32| AEincreased Z&ifrom AAE|M2METHME
63.3% Qlin 4RIHLQIE|E1991 Eto AAE OSUEIMIESS 2% Qlin LQIEHLEQIE|AH
1997. (MEE=E GDP Fd WIS MI{EEHE MH AR HIFO| 19918 63.3% O[A 1997
68.2% 2 =715, ¥When ZHA|E™Hconsidering Wnot 222 only Ethe OjLMXH
manufacturing 2 XZ0| Aworkforce Hlbut A %also I{A dpersonnel Q2rE Einvolved ¢!
in E2idplanning, Z|/A{X|research, 0728 accounting, OOt & marketing, SHhuman
2| 20| A| Zresources Of L4 Z|™H Emanagement, QI X O{O|o] Minformation oatMAd
processing, 9 Eand O{Cother 28 Zroles HYthat F£do Wnot §alE&|directly ItOFE| M I
O| Eparticipate Qlin Z2}H Eproduct Z2{E Mproduction, Ethe A|Oshare O]Eof Lthe
AMH Aservice QI AEZ|industry H|ZdZbecomes EEZtruly AEAEHNMsubstantial
(AZ10 7 A 2D SAAE SOAM AHF g4rofl 2oistA| o= 71=, |, 24, oHAE, 2
Ate], dEAE] 9 QAR dEotA EH MH|AYS HIFZ A2 IOistity F £
). I 2O0{Furthermore, OfZas 7Hcan H|lbe Alseen ¢Qlin <E|O|® Table ItO| EE&H5-1>,
fwhen O|12j0|Hdexamining Cjthe A|Olshare O{Eof AlH Aservice QUG AER|industry
27 Zworkers O]/Hamong Eithe ESXHtotal &€ X0 Aworkforce, Qlit O|Ris A|ZHLAE
2| significantly stHhigher Hthan 97{Zworkers Qlin O{Eother QUEAERZ|Xindustries
AUWhile OjEother QIEAEZ|Zindustries OfOtare 2jF¥Z|gradually OZ2{0|Y
declining, Elthe AMBE Aservice QAEAEZ|industry, 21Z£Yincluding £22Msocial Qe
Eindirect 7L Ecapital, O] Ris 2T = rapidly 122 Ugrowing. (ESF <H 5-1> OA &
T U0 A Y FAAL T ME[AY FALALS] HI S S AT ECEtE ERAFEOl FARRFED
2N ol EREZ Hap A4AStE FMOIRT AR 7HEAHES E&StE MH|A2Y EOf=
452 375t UME AME & 4+ AN). 9 Z0{FAccording FEto Hthe LJQIEHLFQIE]
oo| 21995 A=ZO0|HEEmployment E|O|8Table #HZ|AEreleased HO|by Ethe Hi3
Bank O{Eof F0|{2|0{Korea Qlin LQIEHLIQIE|0|SI1998, H|O|AEbased Qton Cthe 2{|O|H
Labor &&2||0|E|ERelated AE&Z{Structure Qlin AFSAMSouth T 0{2|0{Korea, Hthe AUE
Z0|HEemployment A|Oshare O{Eof LCithe AH Aservice HME|sector QI AE
increased Z&from AAE|ME|ME| T{MESL3.3% Qlin LHQAUELIRIE|AE1991 Eto A AE|G|Q]
EMMES8.2% Qin LUQUAELRIE|MNEH1997. (1998 SH=L23H0| ErHSE 19953 118 HE
= YLt ‘LF HHEIAZXO| CEHE MH|A2| BEO HYH|IZS 19913 63.3% Of|A
19979 68.2% Z 44519 L), QIn ZFEEjA Econtrast, =&dduring Clthe A|QUsame IO
2|0l Eperiod, CEithe LZX|Zphysical FLZgoods M E{sector, 2AZFZEHincluding Oz =
manufacturing, 712 E= Mconstruction, Of ZL2|Z X agriculture, EO{2{ AE&|forestry, I3
fishing, Y Eand OfO|dmining, 22t Edeclined Z&from MOAAMEHI{ME3L 7% E
to MO EALATHEST.6%.(BIHO| 22 7[7H0 A=, H4d, a3, =4 Y 5 24 et &
=2 36.7%0|A 31.6%= HO{&Z L.

<E|O|®H Table(HE) 5.1.1-1> CQIAEZ|Ulndustrial AE=ZZ{Structure OjHof IZZ{HM
Production(Afds AMARSLR) [SUUNit(HY) @ HM Epercent(%)]
ol A E2|YIndustrial
=22l M I #0| AClassification (4 TF)
HAAE=Z MConstruction ¢ Eand
Al E=lF|ectric 7§AGas AMH Al ZServices 16.0 16.2 16.2 16.9

(A2 3 H77t4 MH[AY)

1991 1993 1995 1997
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AH AService QI AER] ZXindustries A{ZX|such
O Zas Y AE|{ZErestaurant
H| 214 Abusiness, E{E|QIH Eentertainment
H| ZL{ Abusiness, 1. =and EE ™Htutoring
H| 24 Abusiness, SlIA|E{2]etc
HMTYE, 759, Y 5 MHI2H)
7-|E,*_1,_EGovernment ?_15and I 2}0|Hlprivate
A H Aservice QI AER] ZXindustries 9.7 10.5 105 11.2
(HE 9 17t MH|AY)
E Q&= Total kIH'I*serwce ol A Ed|industry
(ME A 2FA)
Of 12| Z z{ Agriculture, Z£0{2| AEZ|Forestry
Eand M2 ZFisheries (EH0|Y)
00| 4 Mining ¢ Eand
O L ™ % & Manufacturing /5 A E2|Industry 290 27.3 27.1 259
(F39)
E Q& Total O 12|Z 2 Agriculture,
IO AE2|Forestry ¢ Eand
I M 2| ZFisheries Ot0|'dMining
QI A Eg|Industry (HOIY H3Y A
CHE{Data: L{A{'ENational AE{E|AE|ZStatistical LI AOffice <At=R @ SAH &>

37.6 38.9 39.6 40.1

63.3 65.6 66.3 68.2

7.7 7.0 6.5 5.7

36.7 343 33.6 31.6

Olln O Athis £book, CEthe Eterm AMHAservice QG AEZ|industry 20jor AMHA
service O|Zf{0/economy O|Zis S ZEused QUAE Einstead O Eof ZtH&2commonly
2 Hreferring Eto E{the OrEmodern 002 era OfZas Hthe QAZEO{H|O]dinformation
4 FAtO|O|E|society. (RAAHE A|AHEAIR] (information society) 2t1l 25| BE2&0| O 24
M= MHE[L AFY WA ME|A FAet= BAZS AMERH). AME &8/ Certainly, Hthe 0f0Of

Eamount O{Eof QA ZEOOHO|Minformation sffZhas Hlbeen Q32 Alincreasing AAZL
HlA2|exponentially, 9 =and Slit O|Xis AAME| Eexpected F£to Z1E|Hcontinue 122
QAgrowing Qlin Cjthe EX{future. (B2 ZEHO YO| J|otF4HoZ2 ZJfoli% L Yo
E O3 zMs ALE 4o|h). st However, O Athis § Zdoes Wnot 7HAEE
constitute Ola AEZ&X{&™-structural A2 X|change <Qlin Othe 0|7fL{0O/economy
(2384 Oo|AZ BdAHS L2 Hat= OotHK). HThe FEZ%flow O{Eof QIILO{H|O[ME
information sl Zhas 2% 0| Xalways O|1Z|AE Eexisted ¢4 Eand O|Xis Wnot T MHE
2/fundamentally 9a Fnew IjLtHYphenomenon. (322 SE2 g4t U0l 2 Zojn 2
2oz MEE A0l oY) StLX0|H However, OfflZas AlHA Zservices ZEL
continue Eto 1E22grow Qin A2H Uscale B Eand UENHE Aimportance Y within T
the O|7t40jeconomy, ‘new EIQAtypes OJEof AHA{Zservices OlOftare O|H%
emerging, & dleading Hto AE&H X ™structural |24 Zchanges ¢lin Cjthe ©|7fL{0O|
economy 2¥YWhile H|Umany OlEof C[|jZthese fnew EfQAtypes O{Hof MHMZE
services OfOtare QL Eindeed EHY|O|E|Erelated Eto QZEOIH|O|Minformation ZZtA|A
processing, O|O|they I{#| Apossess H|O0{2|0]Avarious OfCjother HHEZAHA
characteristics OjZas well. (2L AA0 UOIAl MH| AL 2fR|ot= 2L £8M0|
A0 Wfet MRS QA MH|AT} BHMEIT A LZM HSE YOI|DL o MEL &
do| MH|A H{EEFEOl E8 FEAMY L #EHO| L2 oy 71X HE &4 7HIH). AL
O] ECompared Eto E2{Mdtraditional QG AEZ|Hindustrial A&]AfO|O|E] Zsocieties, 4
the O] Aemergence O{Eof Snew H|ZL{AMZbusinesses ¢ Eand EZforms O] Eof
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ZHI E| Mcompetition Qlin Ethe Zform O] Eof A{H Aservice ZIHE|Mcompetition, |21
Zchanges ?lin OjLHX|HH Emanagement ZEHE|A| Zpractices, Y1 Eand Clthe ZIUHE
requirement ZEO{for trnew 20]7{{A|0|MHorganizational 2E= X Zstructures Qlin Of
XM Emanagement OfOtare O{EZ EEobserved. (Z2 ArLAIE|QF Hluwah I AHEE Af
Y MEZ JEIS A MHA FH, I 7|EEY Het, 43 MER 23 52 82
st= Zo|f}). CSllt O]Xis OffZas O|Zif Ola MY Esignificant EHAIL{HO|M
transformation O|Xis E|O|Ztaking =20|Aplace, HX|much 2t2like Ethe EZHZXM
transition Eto QUan QUG AEZ|Y2t0| X Eindustrialized AR AO|O|E|society 22Hover
EHE2{E200 O[0fZyears Of11Rago. (OFz| 20004H M AtHat Ate|z eSS Wb ZO|
Ao Hat7t dojtn QlE Aoh). Ho{EO{Therefore, ?fwe Flican FZuse Hthe H
term A{H Aservice O|ZfL{0leconomy Eto O A3FZ2t0|Edescribe OAthis DU
phenomenon. (ItEtA 22|= MHE[A FA 2= 80 F AFEY &+ UMh.

5|0{Here, Eithe Elterm A{H Aservice O|Xis HEHAEEunderstood Qlin ¢ja EZEbroad
M Asense, AZAI{Aencompassing Wnot 222]only Gthe A{H Aservice ME{sector H
but 24fRalso MHAservice HEJH|E|Ractivities YMlwithin  CEthe O
manufacturing MEfsector. (07|A MH|AE 428 AMH|A BEFTF OtHEF A 22 Z0AM 2
MH| & EE7t2] Zekeh @2 JHE2=2 ZOf). O0{There OfOtare A|H{Zseveral ZH=
reasons XO{for Cthe 122 Mgrowth O{Eof CEthe A{H Aservice O|7fL{0/economy.
(MH[ A A7} d&st= o= o2 7t O] {7t ULD}).

| A EFirst, Glit 0| Ris Ethe C}O|H A|E|diversity O] Eof 74 consumer C/MH Zdemands.
(M, 4H|Z}F 2319 OHFgo|t}). AzfAUnlike Qlin Cithe ML Epast, Cfthe HAHZ
desires O{Eof OfEmodern 714~ Zconsumers OfOftare C}O|H Adiverse Qlin L|Ojtheir
23 Fscope AEand &QR|range. (At F AL 2H|RQ 1= 11 FOHHY)H
A CFQFSIL}). §The 7HdEconcept O Hof CAt0{ Rdesires 3 Zhas O|®H Eevolved Z&
from Ola AEsimple =2 notion O] Eof A{H[O|® survival Qlin Ethe I AEpast Eto O
a XER7HAfocus Qton A RO|Uenjoying 20| Zlife YUEand SlAits UAMOZHA|Z
experiences ?lin Clthe Z2|d Epresent. (Heh HES St S12t= LA JHEAM =
A Chest WEZECOHE B S7UCHS 2002 879 HHo| HTo kD Yrh).

M7 E2|Secondly, 2 Erapid O] EEH A E Agdvancements Qlin ElE2{X|technology s E
have Z2{™ Epropelled Ethe 122 Mgrowth O]Eof LCthe AlH Aservice QAEAERZ]
industry. (M, =453t 7|22 EIt MHA MYES LHAZL). ETo O|HE EZ
effectively EZfulfill ZA4Mconsumer CHi=Zdemands, 20 more AIJAEHOEE
sophisticated ZZforms O]Eof El'ZZ{X|technology OfOtare 2|3} Erequired. (A&HFAIS
212 5802 ZEA7|7| YL Bk M YEHQ| 7|40 TR, QlIn T Athis
2|70t Eregard, ElE2}X|ZAtechnological O] EEIAME Aadvancements OfL4|0|¥enable O
the Z2{H|Xprovision 0{Eof A{H Al Zservices Hithat 7Hican SBlmeet H|0{2|0{ Avarious 7
#Hconsumer C{fi Z2demands. (0| HHOM = WIf 7|&9 E= Ot 4H|A 8315 F
EAME & UE ME2Y AHZE 7tsotAl etH). - Elndeed, Fdue Fto Hthe O{E8HA
M E advancement O Eof HIEZ{Z|technology, 714&Mconsumer CfH=Zdemands Flican H|
be F2|0||0|E{ Ecreated A Eand EZEEfulfilled, 220 dopening Yup new IHAIEIZ{E]
Zpossibilities. (MM 2 7|=0| o Mt A8|te] St 2 4 7| GRO|C, =g
2tX|ZATechnological O =i AME ~advancements 7Hcan QIC{Eindeed 2| Elead Fto 2T
Lrapid AT Mexpansion OlEof Cthe MBE Aservice QACEAEEZ|industry, I2|0j0|&
creating =new O} EL{E| Zopportunities Y1 Eand LA 2 E| Zpossibilities. (7|&9] &
7t MH[A Ao F43F RS 22 4+ A= Ao|H.

2{7I0}=2] ARegardless O{Eof Y Ewhether Sl'Ait's Ola OfjL{ Tz &H manufacturing AL
Llcompany 20jor Ola A{H{Aservice 20{2|IE{ Eoriented H|Xl{Abusiness, §O{there
0| Zis Qan @l 32|Aincreasing 4 Eneed EOXfor ME{ A Zservices 2lin Of20{our H YUz
daily 2f0[E ZJives. (MM, A Z7|FO|= ME|L 7|FO|&= HEHHSA UAAM ME|AF Hzf

O ZQe=z st UM}). EHThe HHEdemand ZEO{for ALAZt0| X Especialized MHEAIZ
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services AMZ|such O Zas O Z|HEmanagement 714 & consulting, OFOtZdmarket 2 A X|
research, 9 Eand ElLZtechnical OfjE=HO|Z2|advisory 3dfZhas A|IYLFAEE]
significantly @/ 32| A Eincreased ZAL|0| Ecompared Eto Cithe DA Epast, 2|/Yleading
Eto Othe O|HZA Aemergence OlEof ALjAZ}0|ZEspecialized ™ Zfirms Sthat Z2{Hf
O|Eprovide T Zthese AMH{A Zservices. (BF LT, AT ZRAL 7|42 & WEAME| 20
sk +87F o|Mo| Hloff AHUA SIS O|F sdot= MEZ2At7t 47| UH). QlIn
Cthe I{AEpast, QGH|AHindividual ZAI{L Zcompanies S ZEused Eto FEHhandle
O Zthese ME|H|E] Zactivities QE{E2]internally, Hbut Ltnow G|O|they O[Otare Q3|
A28 increasingly 02404 outsourcing Elthem Eto AIjAZt0| X Especialized AMH A
service HZfirms. (O|H0|= ZF 7|¥E0| AAHLZE O|FH &HFZS £HY2L Ol = HE
AMH| A9 BIALO| oj2|5tT QUCY),

QlIn OjCjMaddition, H|O{&| 0] Avarious &2%Msocial E&llZtrends OfOfare =2}0|®ldriving
Cithe ZHOIE I #AH O] Mcommodification O Eof AMH Al Zservices Y Eand Cthe 1=2A
growth O] Eof Clthe A H Aservice O|7tL{0jeconomy. (OO 2] ZtR| ArS|ZAMI7F A
HA ZAAHEFE ZZAZ|Z YD), OThe AFZ AEincreased EHAMwealth, AYATHEHE
expanded 2| A{leisure EfQtime, 2t0|&rising Il ¥Ufemale AE=Z0|HEemployment, A=
and @ 32| AEincreased O 2]X|average 2tO|Z A M|ifespan S Ehave 2|Eled Eto Ofa
d22%Agrowing M Edemand XEO{for H|0{2|0] Avarious AlH{A Zservices. (B9 =0Of,
H7tAZE Z7F, A8e HE 57t BB 371 2= Oyet MH| 20 oigt =271 S7t
St L. OThe 32| 4lincreasing ZAE&AME|complexity O] Eof Z2}HE Aproducts, ZAE
2l A Elcomplexity O] Eof 20| Zlife, YA Eand Cthe = Z-&2|Id|O|Mproliferation O] Eof &+
new ZZtE E Aproducts OfOtare &4 %also E2}0|®ldriving Tthe WAIEI Aacceptance Of
Hof ME{MZservices. (HFL &3, 42 53, MAEY & 7t & MH| 20| Ofst
+85 L85t UM}). EO{For O|dMMEexample, Z2t= Eproduct 2] 0| Zrepairs, 1A
tax 2/ EO0{8reporting, Y Eand O{Gother EjA 3 Atasks HHthat QIEH| A& Xindividuals
L0jor ZAo{YZcompanies 2 Eused Eto i handle QE{'EZ|internally s Ehave H|Z
become QI3 2|4 Z2|increasingly ZAEZ2 Acomplex, 2|dleading Eto CEthe L{Eneed X
Olfor 2AAE|{'Hexternal WAL E Aexperts A Eand Z2 4 AME Zprofessionals Eto O{A|A
Eassist Ywith O Zthese AH{A{Zservices. (O|& &0 A& 4, MFEL 52 IAHG
7t JHQIO|L} 7|0 AHMOE & 4 AUYW HO|Lf O[3 Hxf BISAM 28 HEIto &
=2 AE # AolH).

EThe A{H Aservice O|7ZfL{Ojeconomy #Eshould Wnot Hlbe HEviewed OfZas Hthe
Ot Zlopposite 7HlEconcept OlEof Othe QAEAEZ|Hindustrial AL AFO|O|E|society.
(ME|& A= AFAele gt 7HECe 2 HOtME= QoFE ZO|H). 2t0n Cithe ZHEE|O{E
contrary, Z&from 9%an 9|42 economic I AME|Eperspective, Clthe A{H Aservice
O|7f{Oleconomy #Eshould Hlbe Alseen OfZas Ola EO0{more OJEHHA Eadvanced £
Ei|o|Z[stage OfEHof HHE M Edevelopment. (5|2 FAHAPE HHOM = 0f, 20 LM E
OAE YEfW= A2 EOtof otht). A AE Just O Zas Cithe QIE AEZ|HIndustrial 2l|'E
EMRevolution E#HZ|MEtransitioned AAO|O|E|society QI Einto QHan QIGAEZY
industrial 0f|0{2{era, Clthe AH Aservice 2| EMrevolution 3djZhas EHJAZC
transformed Cjthe Of|7{LtBleconomic AE& X structure 2 Einto Ola AMH Aservice O|7f
{0leconomy. (BF2| AFEAF S Sofl LHEAR 2 O|feh AXE MH|A AFS S B2+
I MH|A AAME HESE Zi0|0}). §The EfiX|Mtransition E{Y 0] Ztowards Ola AMH A
service O|7f40Jeconomy O|ZRis O{F{Hoccurring Qlin H|0{2|0] Avarious EZforms, 4 E
and gl'Alet's O|1&f|Tlexamine Msome O{Eof Hlithem. (0|2t Z& AH|A ZA RS O|3H
2 o8 7IR[FH =z Yoty QU0 Ol F AMETF 3Hh).

EThe I AEfirst EfQUtype Ol Eof O I #H|0| Mcommodification O] Eof AlH| Al Zservices
O|Zis Hthe O|HX Aemergence O Eof Lt novel MH Aservice QG AEZ| Xindustries.
(ME|L Agte] & HAf 2 AF MH|A2YS SH0|H). HThe C{*iE ™M Edevelopment
Ol Hof ZAEE|{Zcomputers A Eand QEOIHO|Minformation 71547 0] Mcommunication
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B2 X|technology ©dflZhas g|Eled Eto Othe O|H A Aemergence O{Eof LEHZA
numerous L& novel MH A Zservices. (AFEIY GESLS LEE QoM T2 LMF AMH|
A1 251 QULh). Not 222|only OfOtare Oj|O{there H{Zvirtual AE{Qstudy &%
rooms, HZQvirtual 0O|Hmeeting EZrooms, YUEand 22f%lonline EAEO X
bookstores *Zthrough C{the QIE{Ylinternet, Blbut 22%lonline 2™ auction EHEX
platforms 3l Ehave 24 2also O|HX|Eemerged. (QIE{LIS E5+ Ato|H Z2Cidl AfO|H O]
g, Y MEETO| oYzl QUE{Ul FOHYA|E 7T, ¢lIn OfCf/daddition, Ef|O
there OfOtare H|0{2]0] Avarious O|HlEevent OfjL{X|™H Emanagement ZAI{L Zcompanies
A O|El&H catering Eto H|A|busy Z2{H A" Zprofessionals A Eand AEHE Astudents,
MZ|such OfjZas Of7{LC|2academic LO|Ijpaper ¢ Eand 2| ZEO Ereport 1R AEZO|H
ghostwriting A{H A Zservices, EQIE|ZE0{24 O}RO0lhour Z&Hprinting ¢Eand 7tOY
copying ~fAshops, {20 courier A|H Al Zservices S& 20| utilizing A1H|subway A|AH
Zsystems, 1=22M2|grocery AflHshopping OJA|AE Aassistance A{H| A Zservices X0
for Z2M00| Zhomemakers, HALO|O|birthday IIOfE|party Z2idplanning ZAIL4 X
companies ZEO{for Z EZchildren, A04AE|specialty % Zballoon G|7{3|0|Mdecoration
AEO|Zstores, 4Eand O|EHleven O|HIEevent O0fO|&A|Zagencies Hithat IZZ{H}O|E
provide 2FMZHoxygen &Zrooms OfjZas Oa Zg|H Epleasant 2tA{Xoxygen Y Eand &
21 M|O| Mrelaxation AH|O|Aspace EO{for O|Hurban & 2| ZXdwellers Swho A I{suffer &
Hfrom AEZ| Astress ULand EEMpollution O There OfOfare 4 Ralso 2EZA
stress | Zrelief §Zrooms, O|#H Eequipped ¥with AFR2EX =M soundproofing M4 £
measures, 0where LEpeople Hcan AT scream Eto O|O{their 5[0tE'Aheart's 7F
ElEcontent 20jor Epg|2Ubreak CjA{ZRdishes Eto HiZ|Arelease AED Astress X
These O|%Zemerging AH A Zservices, &along Ywith E2{4 M Etraditional #0222
L7|karaoke EZrooms ¢ Eand H|E22SLvideo #l&rental +4FAshops, Z2{HIO| Eprovide
Ot modern QIEH| A< Zindividuals ¥with 0]la C}O|H| Adiverse &|Q1X|range O{Eof AZ
O|0{Zenjoyable 2/ AM|O{Z|21A| Zexperiences. (11 HFE M0 £7|= Q=04 =
YE2 WHLE 3t =7, Y ZEE HHAUAR 2447 SAHL E8H S UELE ot AHHEY
A, A|st¥2 O|&sh HbE¥A|, 18|11 ESZ WYL= ot ZE7| O MH|A, OO|F&
fet MUME] LA, 84 A dZH 52 O/HIE T4

20| O] AEHA A Folfof A|ZE = ZAIQJSOA HAet tha B FAZIE A Fo

— = O- [ = Tr I_% o-
o Atar S H YoM S WA AE + YL JAE TA A £ UAs LE
gl ooty 50| HHAFGLEZM MRS HF M2 MH[AE Yt 22 = U H
QALH).
EThe A7 Esecond EfQltype Ol Eof A H Aservice OME I #H| 0| Mcommodification O| Xis
Awhen MH Aservice ZAm L Zcompanies I 2{H}O| Eprovide AME2HHIE O

supplementary MB{A Zservices 2lin O0{C{Maddition Eto O|0{their O core AHMZR
services, O|0JHO|thereby QI A2|Alincreasing Clthe 2 2B Zoverall A{H| Aservice HE]|H|
E| Zactivities OjEof Fthe ZI{Lcompany. (MH|A FA|ete] & HAY I MH[A 7[Y
O] 2 MH|A O[O0 Hx MHAE G50 7|Y A ME|A 30| S7tst= AO|
ChH. M4 Many ME Aservice ZI{L Zcompanies E{0|O|today 2|71 10| Rrecognize Hthe
W Efact HYthat O|O|they 7l%cannot AH|Qgain Oja ZHE|E Ecompetitive OfZ=HHE]Z|
advantage 4222 solely A Zthrough C{the HEIE2ZtX|Ztechnological ZlZmeans 0|
they 2TIoffer Eto HAE{H Zcustomers, 7|Hlgiven Cthe IO Afierce ZIL{E|M
competition. (25'd T2 MH|A 7|FE2 B3t dHC= UMOA AFSt= 7|=22 £
Hooz ZHYE 7IE & Gltes AMES AStL UTY). ZO{For 0|1 Hexample, 2lin
Cithe 7{|0|Acase Of{Eof 0|02l Rairlines, AME&|simply Z2{HIO|Hproviding E&H AT{E|
O|Mtransportation ZZEfrom fone Z8|0|Aplace Eto ML Eanother O|&is Lnot O]
Zenough Fto M4A|Esucceed. (Y& =0 FIAY F% of a0 HE L2 2E0f
ZL Aotog L Mask 4~ AD}), G0 X0 Therefore, AMH Aservice Z4I{L Zcompanies Of
Ofare AE20|Hlstriving Eto O I #I4 Of|Sldifferentiate H|O{their 2 2H Soverall A/HAZ
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services HfOlby OfEadding AME2{HE O{g|supplementary AHA{Zservices 20jor A
M expanding O] 1X| AHBexisting ME2{HE O]2]supplementary AMH Al Zservices H|QFE
beyond E2{CjA Ztraditional AlH Aservice 2L Rofferings. ([Lf2FA] AH|A 7|€oM=
7|& MH| 2 o]0 B MH|AE ZIIS5AHY ERMHE[AE SHYAZLLZM M| MH| A9
ZHHSE do 1l St QULH. QIn Cthe #H|O|Acase O{EHof FR2EH Zhotels, Ethe IO
core AMH Aservice O|Ris Othe 07} O|Maccommodation Z2{H}O|E Eprovided ZOf
for HAE Aguests Qin S LBhotel EZrooms. (2HQ AL HA MHAE SHIO ZHA
£ 0|g8ste £uho|C}). 5t 0|HHowever, & 2&lhotel O{7tHL|0|accommodation O] Xis
Z1||:|EE*EIgenerally 3 M Z|H0{Ahomogeneous, 0|0|Zmaking Slit CI{Z Edifficult Fto
O &l of| A differentiate. (A2{Lf 2RIQ| S22 =2 SHAO0|7| IfZ0| zEefst7| OfF
C}). 7 AE M ZCustomers OfOfare ?_IE!.EIJg—;LElmcreasingly OIE{O Y| AE] Einterested 2lin
Cithe Al ES2{ME 02| supplementary AH A Zservices Z2{HIO|E Eprovided HfO|by S 2H!
Zhotels 2iErather Ethan A AEjust Cthe O{7}HLO|O|Maccommodation SlAlZijtself,
(UM JAE0HE SHIOM HFsts E2ME|20 2 #dE2 27 0. ALEHHZ
Customers I{A|Eperceive Ola Z2|0{2{clearer LI &4 00| Mdifferentiation Qlin A{H|A{
Zservices X Zthrough A|E2{HIE 02| supplementary 2§ Zofferings A]ZX|such Off Xas
S RHlhotel g AEZE Arestaurants, 22 Uswimming &Zpools, X Ethemed AL{O|AZ
spaces, YAE=and LSl Z2|E Znightclubs O|0|They M|2make H|Ojtheir A{H| Aservice ZO|
M Zchoices H|O|AEbased Qon [ Zthese 2I{& Zofferings. (SHIQ| SAIH, £F% =
A Z1t UOlE FE 89 EX MH[AO0M MH|AQ| 20|F &L ZAstA 7| ofof o}
2t ME| A A E2 ﬁE“°f71I =,

OlIn Cjthe #|O|Acase O EHof 0f|0{2tQl Rairlines, Slit O|Xis & Zchallenging Eto &
HFO| Eprovide 5t¥Z|highly T 24| 0j|O|E| Edifferentiated A{H| Al Zservices Qlin Clthe Z
Ojcore AMH{ Aservice O{Hof EHA X OB transporting I{AM A Zpassengers Eto C|O{their
O| AE{ 40| M Zdestinations, Off Zas Slit 0|O|may H|be 111*|‘='Eperceived Of2as #HZ|E &
2 relatively A|EZ{similar 0] among ZAH|E|{E{ Zcompetitors. (S-ZArS A0 H|SH7|0
TS0 FAR|7A| Of3listE 7| 2ME| A dEFUM = AH[AFE0| S25HA i”al o= 2E3t
2 ME|AE A Zs5t7| ofF 7] W) B9 ZO{Therefore, HYmany 0022l Rairlines £E
2t0| Estrive Hto CI{EI4{ oSl differentiate L|O{their AH{A{Zservices HOJby QlqHA
enhancing A Z2|HE{0 & supplementary A{H A Zservices A{ZX|such OfjZas OfE{X|
mileage 218 Xprograms EO{for Z2|& Efrequent 7 AE{H Zcustomers 20{or 0Of
OtH® marketing Z1H|EHA| Zconveniences X Ethrough E{HZterminal I{Al2{E| Zfacilities
OO|They O2Umake O EAefforts Fto CIzi4 0f|Sldifferentiate L|Ojtheir AlHAIZ
services Qlin 4 £this YYO|way. (2 YIANM = OFYE|R| ME[AF 22 8 LHAL
HO|gd= o|&st OHg el He| 39 EXMH|AE 27t ZaAZLLZM APAL MH|AE 2t
H3l  Al7|g21  L=3tCt), EThe IOJcore AlH{ZAservice OjEof E=HATI{E[O|M
transportation A#|&Zschedules, §X|which 7Hcan H|be FiA|E Econsidered QUEZ Al
intrinsic Eto Clthe 9|0{2flairline QI AEZ|industry, O|Ris 5|2 heavily AEZEEHAE
influenced HIO|by @ AE{Yexternal HAAEY|QIE Aconstraints HO{ EO0{Therefore, Hthe
TR Afocus Qton A|EZHIE O supplementary AlH{A{ Zservices O|Ris QUEOHE
important Oj2as Ola §lZmeans Eto O|/E{HO|Emitigate CjZthese ZAAEFQJQEA
constraints. (Z2HA MH[A2tD & £+ Qs 28 L2AE2 ABAQU ALz 50 o S
&S WOl B IEo EX MB[AO AFE A= 0[O,

E‘IIO'IThere O|Ris Ola d=22%Ugrowing E#lEtrend Y Hwhere ANEZ{HEOZ
supplementary AH{ A Zservices OfOftare H|Z{Ubecoming O|Eleven EOlmore YEOEHE
important Hthan Cthe T Ojcore A EH M Zservices BlM H Xthemselves.
("2t E2MH| A7 2@ MHAEOE Q5|8 O F2A 7t= M7t etk T, Of
AMAE|Especially Qlin &M Erecent EfYUZtimes, ¥with CEithe 2T Erapid HHIEHE
development O{Eof Ethe 22 mobile 7 FLH#H0|Mcommunication QIE AEZ|industry,
QlEl Aintense ZIME]Mcompetition O{Hamong ZL2H mobile Y E&Hnetwork OFL{Z|O|E &
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operators O|Zis E|O|Ztaking &2||0|Aplace X Zthrough CEthe Z2{H|&provision 0] Eof
MEZE{HE{O{2|supplementary AME{ A Zservices. (55| 2F2 O|F3&4I4HE0| 545 &F
ol mretM HRMHE[A KFE2 &3 Ol sS4 A2 X|Fet FAO| O|F0{R| L UL}). Of
ZAs HiZvalue O Eadded A{H{AM Zservices, CGlit 0| Xis LtS2now ILtA{Hpossible Eto
2{A|Ereceive O|H|¥Zemails, FZnews LS Aupdates, A Eand EzAMMtransaction
L QF I #O| M Znotifications HIO|Ojvia EHIAEtext O A{A Zmessages, LEr2Uallowing
QI H| A& Xindividuals E£to AFE|O|stay Q& CLinformed OJH[REabout E-EfUreal-time
AEfstock OfOtZimarket &= 20j|0|M Zfluctuations. (E7FMH|ARA HMZIRM LA AUz
= W8 5 TAZ 2ot B MAZIC R Tt HE HE¥S YOotE & QUA HIUM). EE
Al-OlEAIong5|de O Zthese AMH{ A Zservices, H|0{2|0]Avarious Iz Zfeatures A{ZX|such
O Zas HO|Avoice H|EFAmailbox, Z2{caller Of0|LID, Zcall &2} blocking, Zcall X
Ol 20| forwarding, Fdo Snot O AE Edisturb, ASE|Hselective Zcall HMEA
acceptance, O|HIEevent Z|0QIE Zreminders, ¢ E=and Z2phone EHnumber F7Z
lookup OfOtare ZZ{HIO|C{ Eprovided Z&|free O] Eof XIOtZ|charge. (O|2F 3HH 24 AtM
af, &Al s Ol HAl ZX|, 2HAFE, 2AH S, dESst 7|EY S5, MefHE AM S
o MH|AE ':'EE H|-Z5t1L QCt). I ZO{Furthermore, CJItOfEMH Edepartment A E0f
Zstores Y Eand HA7I2Ediscount 2AE0| Zstores OfOtare AWEZ0|Uemploying 13
4l =22lincreasingly 32|0||0|E] Ecreative Z2{ 2 2AEpromotional Of0|0{ Xideas Eto &

2H E attract 71 AE{H Zcustomers, & putting Qlin 12|0]| Egreat 0| Eeffort £to 2 A0|
Alengage Ewith Blithem. (L3t BHatH Q1™ Ol M= OfO|L O 7t A& 7| X|HA 1L
HE Q2|57 QYoff Qrtals M1 QL. HOThere OfOtare ALY Zcompanies Hthat &
1Hr0| Eprovide O/ meeting AT O|Al Zspaces EO{for AELstudy 1&2Agroups, OfXas
Hwell OfZXas CJIOfEM Edepartment AE0O| Rstores Hithat 2Ioffer Ij7{X|package
= Xdeals ZHIO|'Jcombining M|OjE{theater E|7d Atickets A Eand 2| AE & Erestaurant
OAFFRE Adiscounts dSome S2||0| A Zplaces dljEhave QEZE=AEintroduced 7| 2E
gift HF2%{ Zvouchers Hithat QZFEinclude CA7I2E Adiscounts ZEO{for Lllpet AlYH
sitting A{EHH A Zservices §|O|{There OfOfare A Ralso Hlpet 2}2%| Zlounges O{H|A2{H
available ZEO{for E||O|Ztaking #|Ocare O{Eof Tl Apets, 2l&rental AH Al Zservices &
Olfor E2Abooks, H|H22video H QAtapes, A Eand S2home 2|4 Orepair &Ztools,
OjZas <well OffZas L IIOfEMH Edepartment AEO0|Zstores HHthat Z2{HIO| Eprovide

M Ethemed 0f|0{2]0{ Rareas EO{for Z E&ichildren. (A2 AAES H&Zst= AX 7t Y=
7b ofH 2 MES M7 2 F0| QIHES F= 4EHS UWe2 2, ofgAS =8

= oA A4, M, HOREOIZ, HL2g TIHE ':H01 H—T‘—'.: 2, Of0|& FAH =
AZstl Q= HigtA T QICt). Qlln Cthe 7-||0|¢case Ol Hof 7HAgas AH|O|M Zstations,
O|O|they OfOtare 2{I{=2|rapidly O|Z&levolving Q1 Einto Ola 3t0|L{ OO0t hypermarket
2tllike ZEO]Wformat SHthat ZAHIQI Zcombines Z|E|YUretail A Eand ELfuel MHMZ
services, A|®HZ{similar E£to StO|L{00t7l Ahypermarkets Qlin Ethe S L4O|E| EUnited A&
HlS!AStates ¢1Eand [FEHEurope, A{Z|such OfjZas CjA7tREdiscount AEO{Zstores
(3849 ZQOE HAY 5 REYI FRYS ASH= 0| SN SHO|HOA>HE
2 WEA 215t QD). §The Hterm StO|I{ OOtz hypermarket 2{I{ Zrefers Hto Ola
H-AEone-stop AF™shopping &mall YSHwhere FHAEHZcustomers FHcan LA
purchase wnot 2&2Zlonly 7fjAdZgasoline Hlbut 24 %also OJa 2A0|E wide 21X
range OjEof IZ2tHE Aproducts, QAZ2FHincluding 12 A{2] Zgroceries 4=and
non FEfood OfO|EH Ritems. (SHO|L{OHAIOIH U RFE H|IX, AEF, HI*—!% s ZE 4ES
St 3LOo|M O 4~ U ELAE AW ESEZ 90|5HH). ¥With Ethe H=HAM|O|Mrelaxation
Ol EHof EZforeign °|H'II ':"IEmvestment 2| AE& M ZXrestrictions °||n Cthe EAfuel
B|QUretail AlE{sector, LCthe QU EZentry O{Eof ZEZiforeign =Z|H|YUretail HAIYZ
companies QI Einto Cjthe 7HjAgas AFE|O|Mstation H|ZL{Abusiness sfjZXhas  H|Z
become ZO0{more 0T Eevident O XAs Ola 2| Eresult, EHAEdomestic 2%oil
ZAm L Zcompanies OfOfare HE|E2Z|actively QA 0|&engaging <Qlin <QIE 1g|0|M

Engsthan



194

integration O|I{ E Aefforts H{ E®between G|O{their E&fuel AF|O|MZstations A Eand
2 HYUretail Z[Q!Zchains. (FFY O =2 FAfAH0| FEHAM 2= FSYAY =
FY 2S0| BHIEAZO Mt FH HFAY FRLa-F8YAY % 20| st
C}). AR|LG AHEIACaltex 2U0il siZhas Q1 AEEinstalled 71H|EH Aconvenience AEO0 X
stores Z2Ecalled AZX|LG AEOfStar YW within H|Ojtheir 7{Agas AH|O| M Zstations Al
Asince LURQIBLIRIEJAI A1996, SZusing O|Otheir 2 2own E# Eprand &CHO|Hyundai
A8 5 0ilbank sjZhas &4 %also ZEfH 2|0|E| Ecollaborated &with YZ&Nonghyup W
M2 National Of12|Zx{Z Agricultural T 2O | 0|E| 2 Cooperative || 0|MFederation
Eto Msell o d12|AxHagricultural Z2tE E Aproducts A X|such OfZas O|ZIcheon 2}0|
Arice %at 2QHover O ZE|50 7HAgas AH|O|MZstations Qlin Ethe £&8Seoul B2
2 Hmetropolitan 0|0{2]{Ofarea. (LG-ZHEA H[RO| AL 1996 At HHMEZ A[Zet 2F
2 W HO™ LG AEE H2[ofR L AP RE s Aol =3 500 2o =F40M
F71& oY § sitE22 TOISO(0).

EThe MEthird Ef¥type OjH I AE Amanifests Off 2as Clthe YA H Uupscale, ALjAE
0| M specialization, Y1 Eand C}O|H A I #|O| Mdiversification O Eof O|1Z| AHexisting A
H Aservice A AER Zindustries. (M#HM FF2 7|& ME|2Y¥Q 1Z3F, MEat, CFYset
2 UEHLT QL. OO There 0| Xis OJla E&lE=trend O{Eof 18 0|Yupgrading I{AldY
E| Zfacilities ¢ =and Z2tH E Aproducts Qlin Ethe H|O|7HE|bakery A Eand ZHEA YO
2| confectionery QU AEEZ|industry, Ewith O|AE&2|4MHE Aestablishments 22Ulike 2
LR222000 H|O|FHEBakery &Z&g0|Mreplacing E&2{LAMEtraditional H|O|HEZ
bakeries 20jor LO|AEZ|pastry ~fAshops, 2| S8 reflecting Ola X7 Afocus Qton
MI AE|#O|Msophistication Y1 Eand Z2{E|quality. (00 43! = 00 A2t Al 000 H|0|
HE S22 A HHES FHM AE 2 459 Lge7F o4l Aht). 2AIn & Zterms Of
Hof AH Aservice AT AE #HO|Msophistication, I{7|%packaging 91 Sand 28 moving Al
E{ Zcenters S Ehave O|ZE Eevolved ZZfrom E2{CjM'traditional &8 moving ME =
centers, 2O ™Hoffering Al AEenhanced I I M| Elfunctionality A|E =& Similarly, 2
A 2 luxury EHA| Ztaxis, L=-&known OfZas Z2|0/Upremium EiA|Ztaxis, HZAE
represent QHan € 18|0|E Eupgraded HZAversion O EHof FAHIMEconventional EHA|Z
taxis. (MH|29 1DgetE EH EZY o4 MEE= 7|& Ol4d MEHS 7[s2 LZatA|7l
A0l ZEH EHAE J|E EHAQ I gokH FE|O|L}). @tOn Hthe O{Fother 3 =hand, YA
within Ethe I{ErJZ2{Ophotography QIE AEZ|industry, E2|0A{Etraditional ZRLELZ
photo 2AEL 22 Xstudios sljEhave O|2rE Eevolved QA Einto €A #H Yupscale 2AELRL
Zstudios ELETotal 9 dwedding AEL 22 Zstudios, EOfor QI AE Ainstance, 21
offer 0ja ZrZ2|3lA| Ecomprehensive I{7{X|package O Eof ME A Zservices Fto 3¢
Enewlywed E Zcouples, g2 &ranging Z&from YYwedding H|venue G|7{g|0|M
decoration 91 Eand H|0{2]0]{ Avarious O}OFE| AElartistic M|El Asetups Eto O L0
outdoor ZXQEQphoto #Ashoots AEand 3 LZEhoneymoon O{FAXHEA
arrangements. (2HH ARRIZOIM A2BELQ = DHSMEHAN EF YT B0 F ME
HESOA AaAd 44 2 Z+F AE0M OEY, ME0dl S0 O|2& 2= MH|AE
IH7 || 2 A|&Zst2 UCH). M EEO{Furthermore, Eithe EHM AT O|Mtransformation &
of E&{0MYtraditional A Z Ecramped 7t copy AME Zcenters Q&Einto Hwell 20{AH
L}O|ZEorganized EHreal 0| AFE|O|Eestate 90| A|Zagencies, Z2{H[O|Gproviding A|A
E{0jE systematic Ereal O|AH|0|Eestate E2|O|E| Erelated AH M Zservices, ican 24
Lalso H|be Alseen O Zas QHan O] 1 T™Wexample O{Eof Hthe YAH Yupscale OHEM
evolution YRl within Cthe O|1X|AHexisting AlH| Aservice QAUEAEZ|industry. (12
7| &9 sYRol2tE AFHIMAAMNN ELSHY HAMEQ ESLEHA MEAE ISt &
SHALRS] Hal FA| 7| EME| ALY dFatetd & 4 UAL).

OjZAs QlHan O|1Mmexample O{Eof AILjA2{A|0|Mspecialization, Ywe FHcan ZHA|G
consider Cjthe O|HZ Aemergence O{Eof Z2|4dAclinics Hthat #|O|E{cater Eto QG
H| % & Zindividuals QIE{0{2|AE| Einterested Qlin HE|beauty O AT E Agspects A{X|such
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O Zas H{Cbody M %Ushape 20{or A7lskin #HO{care 22H|ME|Obesity 224 Aclinics
20jor YLjacne Z22|YAclinics OfOtare QIAEIAM Xinstances Y Ojwhere G Zmedical
ME{ Al Zservices Hithat Ywere IZZ|H|0|&2|previously Z2{HIO|E Eprovided {4 within
StAIE Xhospitals 3 Ehave Hlbeen Af|I{2|0|E| Eseparated 9 Eand 2§ Eoffered O &
as AIj|’d2f0| ZEspecialized MEAM Zservices. (HzatZ2= AYPo|H LE & O[O Ot
HHE e AEHES HYLE ot= H|TEEYo|H OEF 284 20| oMol= FEHON
Az EH 2= MH|AZE FHEY 42 ZfE 02 & &+ AH). L{EHEZO{Furthermore, &
with Othe <Ql32|Alincreasing IZ2|L& Apreference EO{for Hi*bath ZZfHEA
products, O|O{there 5ljZhas Hlbeen Ola 20| Zrise Qlin ANA2t0| X Egpecialized H{A
bath Z2}d Eproduct £2EO0| Zstores ‘2known OfjZXas H}Obody +4FfAshops A|EHH
Similarly, 5due Hto OCthe I1Z22Ugrowing I Z|2{E popularity O] Eof &l Apets, O]
there slZhas Hlbeen Ola O|HZA Aemergence O{Eof AIjAE2Et0|ZXEspecialized 124
grooming A& Xsalons ZEO{for Tt1Xdogs YRlwithin HlIZ{ 4 O0j&]veterinary SIALE X
hospitals. (f£3t, HIH &2 20| F88&ES MZHlz It= =8 &5 Jd=zdY o&S=0
st M3kt S7totHM 7HSE M ZHHZ0|840| M7 11), Z=-From Hthe HAE
past ¥ Olwhere Slit 2tZwas %Hat Cithe Z|Hlevel O] Eof A= elderly Z§|O|E Zladies T
Zo{®/-performing Of=odd AFERjobs, G|Ojthere 3df{=Zhas Hlbeen Ola CHHFHHE
development E{®0{Ztowards AMH Aservice Of|A#0|Meducation ¢ Eand EgQIE
trained AE|Zstaff HE Zmembers Y dwearing S EZuniforms Eto H|Alvisit ¢ =and
Ol M E&]efficiently 3dH=handle 3dI2AS&Ehousehold EjA3dAtasks, Z2{H{O|H
providing Ola st A7|™housekeeping 9|0| M Alagency AlH{ Aservice SHthat ZHZEZ|Ql A
calculates I] Zfees H|O|AEbased Qton Cthe EHHnumber O{Eof EjA T Atasks H{EE
performed. (T THEE OLRH{L AZO|A WH5[0] AH[A LK Yre AYESO0| SUE
2 Y1 HEot ZEsHH YFE Hdste Y 822 Althstes 7Y RO ME| A7t
QICH). SHAn O] 1MM™example O]Eof O Athis EsHAIM|O|Mtransformation O|Xis Cthe
A Xconversion O] Eof EZ{4MYtraditional EAE0 Zbookstores QU &Kinto ALAEt0|
ZEgpecialized Z EZ'Zchildren's A E0| ZXbookstores HHthat & handle %A #O|M
Heducational HE| 02| " Zmaterials Y91 Eand M| O0jEthematic EAbooks #|O|E{™&catering
Eto Q™ E Ajnfants A Eand AZ{H EZ elementary 2 =school AEHE Astudents Yup
Eto Z¢/llower 12||0|Zgrades. (7|& M™O| B ZHEO|M =Sty AHAZRS EE W
58 A& MAEZ HIZSs |OF YEMPLE HI= A2 Ol2 & & AUD.

O ZAs O| 1™ ZXexamples O] Hof AlH Aservice CHO|H| A I #|O| Mdiversification, Ywe 7H
can 71A|Gconsider Cthe MYUsale O{Eof 2L Zlocal E£Efood Z2tE E Aproducts HE
and 3|2 Zgrains H[O|by Of12|Zx{ZHagricultural I 2E|E Zcooperatives 7
Nonghyup, OfjZas <well OjZas C{the C}O|H{ A} #O|Mdiversification O{Eof QUAHTA
insurance Y Eand #Zbanking A|0|& Rsavings T2t E Aproducts. (AH|AQ| L3} o
EME SN FE SAE T SET0, EIO0|H 238 HELEFL Yt 50 UH.
MMSamsung 20| ZLife Ql4L4FA|'RInsurance's 20| ZX'AWife's 2{EHlove QILH£TA
Insurance 214 Xoffers H|0{2|0 Avarious AMH Al Zservices X Ethrough H L Abenefits
A Eand O|HIEAevents AMZX|such OfZas Z2{HIO|Hproviding 7|ZEgift ™ Zfunds Qton
Y wedding OHLHE{ A 2| ZXanniversaries 20Jor HMO|Xbirthdays, OjHAERZOH
demonstrating C|OJtheir ZHBIH Ecommitment Fto ZE&|H ddelivering CtO|H Adiverse
ME{M Zservices. (38T OfHAIZFER 'S 42 ZE27|EYolH ¥Y &9 4T 7|8¥
of MEAZE == =04 O|HIEE Soff Hdh MH|AF AZstL UH). ¢lIn Ola Y
Z|language QI AE|Einstitute 2lin 7HEGangnam, O|O|they slj Ehave FZ|0|0|E| Ecreated
Ola 7 Zcafé AIA|LZ2|specifically ZO{for L|O{their AEHE Astudents, YO where L
Olthey YUE=EZO0|employ XE2{L{Zforeigners Fto Lz ZEZ| naturally 23H Aenhance ZHHA
O|M'dconversational A%Z Zskills A Eand Z2{ 222 Epromote Y Z|language ZZ{ I MA|
proficiency. (181 Zf'Ho| ot OfstHo AL HEYES W2z o 7IHEF THE0 =2l
2 1.850] 2fAAE|2 B|3H52o| Bt QEatL U,
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Olln O Athis ¢O|way, OlHleven 9lin E2{CjAM Htraditional A{H Aservice QAEAEZZ
industries, Cithe AMHE{AlZservices Hthat Ywere EE‘4H|O1§E'4previously LI E offered
OfOtare 2™ 2|gradually H| U becoming ALjA 20| X Especialized, YA A Yupscale,
A Eand CfO|H M I}O| Ediversified, 2|d8resulting Qlin H|Z "Hyvisible %'iﬂ._ﬁ A expansion.
(0|2t 0| 7|& MH|AYAM T OO AI=H MH| A7 M2t MESF, 18, HFetEH
M 7N =OE T QlT).

EThe ZEO|Afourth EfUtype O] Eof AH Aservice O|7fL{0/economy O|Xis CE{the EgiA
oMol Mtransformation O] Eof E2{CM'dtraditional OfjL{Tz{~-H manufacturing ZAIL4 X
companies QEinto AlH Aservice 202/ E| Eoriented H|ZL{A ZXbusinesses 20 or [
the OO Maddition OfEof AMH Aservice O g 0| M Zoperations Eto O|O{their O|1X|A
Yexisting 2I{Y Zofferings. (MH|A FA|at2] U i G2 ASHQU HZ27|Y0| MH|A
YozZ HHAHY MH[A AYE F7totE AO|L}). HAn O|1MHexample O]Eof HAthis
2 Ewould Hlbe ZFEA|Fuji X|=HA|'ZXerox's 71H|H Aconvenience A2 EO|store EO{for QX
o{M|o| Minformation, ZEcalled =271 AEDocust. (0|2 S0 52| HEBAALS HEMO|A

‘EAE'E E 4 QQO). HAThis 22|0| Aplace Z2{H[O|Zprovides #&rental ¥ =and 2
|0 repair *‘IEHA-IEservices IZO0ifor QIZEO|HO|Minformation 2I{Aoffice O|HHE
equipment EfOfHHBtargeting S2home H|O|A based H| 24 Abusiness 224 Zowners

AHAEand A Fsmall H{RLHA Zbusinesses. (0] X2 ZHE AfEASEO|L 4A7|€E ML=
YE AR 717|& 2821 8 & of ). E1I0|They OfOtare Etli'dplanning £to AHE
expand O|Otheir MHA Zservices Eto QAZEEinclude QZEO{H|O| Minformation ZE}A|
Alprocessing AlEH{AM Zservices Qlin Ejthe EX{future. (2= HAEXE MH|AWZR| A&
s of™o|nt). Z|YUGM s{ZEhas 24 Ralso o0 Eadded A{H{Aservice H|ZXLHMZE

businesses A ZX|such OfZas IO|WAMfinancial 2Idlending @1 Eand O|Xis |{z|0|&
generating 2O0lmore g|H Srevenue ZZfrom SlAits A H Aservice UE|H|E| Zactivities
Hthan SlAits O IMX manufacturingd AlE{sector. (GMALS] A0 A2 59 A{H|
2 AMEE RMA HREZELE ME|A EEC28FH O T2 £ WL UH). Hleill
O|iJedang dllZhas HIX Eventured 2UEinto Lthe —‘F‘—Efood AMH Aservice, HILL
video, A Eand QZEOHO|Minformation AlH|Aservice H|ZL{AlZbusinesses, 2while
o AAHOISK, {X|which $ZEused Eto ELHAfocus ALYUZsolely Qton DL
manufacturing 91 Eand A& selling B4 2Rvideo B Y Atapes, sl Zhas LtRnow $ZEHE
shifted SlAits X7 Afocus Eto H|H2Rvideo LAEZ EMdistribution ¢4 Eand Othe
ol O E||0| Mimportation 91 Eand C|AEB{EMdistribution O Eof Z2foreign T2 Zfilms,
M serving Off Zas Ojl{EHanother O] 1fiHexample. (AHYA|ZO| 24, T4, FE MH A
Ao &t Aol SK7t FHO|E HIHR HO|E F2 AHZE, HOfSH7|TH sttt 2=
HH2 HiZah sie Fatel ¢, g0 82 5L Aes A2 £ OE =2 & & AL).

EThe IIZMfifth Ef¥Utype Ol Eof MH Aservice O|7fL{D0|%|0|Meconomization O|ZXis ¢
when O Tz ~—H manufacturing ZA L Zcompanies 12fjFH2|gradually @1 32| Aincrease
O|Oftheir A S2{HE{O 2 supplementary A{H{ Al Zservices 2YUwhile & selling C|O{their
Zaje E Aproducts. (ME|A ZASL| CHM S&ES | Z7|Y0| MBS HOBIHN Ha
Aol MHIAE Az F7tA7= AolH). HYMany OHHTXY{ZHmanufacturing AL =
companies ?lin Hthe QA AEZ|Hindustrial ME{sector 24 %also L{Eneed Fto Z2{H}f
O|Eprovide H|O]&|0{ Avarious AH{ Al Zservices Qlin 20|Corder Eto AH|O|stay ZI{E
E| HEcompetitive. (£ A EZ(industrial sector) 9 T2 HRI|¥YEL TPt MHAE
A ZolOFZt 2rt}). QlIn E{H|O|'Ztoday's £SAlO|O|E society, &E2Z|simply IZE{H}O[T
providing Eld2tX|ZA2|technologically O EEiAEadvanced Z2fHE Aproducts O Ris W
not O|l{ Zenough Eto Hwin Qlin ZI{E Mcompetition. (2E5E A 0A = 7|&Ho 2 &
oE AES MIcts AUL2ZE FHAM S8 & £ gifh). Aln HEHsimple Ea*iterms
OjHanyone 7Hcan O[]make Ola Z&tH Eproduct. ({tHs| Toll H1=3 AHEF2 =
2 QIL}). 5tR0|HHHowever, Elthe £0{Asource O] Eof ZM|E{E| Ecompetitive Of EHHE]|X|
advantage HAEmust Hlbe Z£sought WA Ojelsewhere. (2L FAALKYQ |AHA2 OE

T

Engsthan



197

SL0j|A{ ZFOtOfF 3tCH). C|O{There OfOtare ‘=MH2{Anumerous A{H{A{Zservices Hithat 7H
can H|lbe O =added Eto Oja Z2IH Eproduct, A|X|such Off Zas HILZtechnical Ao ZE0
Esupport, OQE Y Amaintenance 9 =and € Zlupkeep, 7{AE{Hcustomer EgO|d
training, Z1AdHconsulting A{H A Zservices, ZQEjoint OfOIAHECLRID ZEZLJ=HZX
programs, ZZ|H 2| delivery, Q1 E0|Z|inventory OjLZX|HEmanagement, ¢ =and OHY
many Z2O0{more. (&0 £t £ U= MHL2ZE= OF 20 7| MHA B+ 2§
A, nMedH, HEY MH[L, s RADIEZIM, BIFE, Z2EE F&5 Fofh). AHE
Indeed, Qlin OjfMaddition Eto Cthe EO{Hformal AH Aservice AMlE{sector, Githe E]
I Z2|typically |7 1L}0|ZErecognized A{H Aservice QA AEZ|industry, G|Olthere O
JRAAE Aexists Ola A 1YL Esignificant 5|E hidden A{H Aservice MlE{sector Hthat
HOolmay Wnot Hlbe B|E2|readily H|AHvisible 4 AThis 5|Ehidden Al Aservice AE]
sector, O Zas §AFE}0|E Edescribed HIO|by Ot ZEvans A Eand HHBerman LQIE
OfO|E{ M|E1 1987, QUM Zencompasses H|0{2|0f Avarious A{H{ A Zservices Hithat Of|O|
may wnot H|lbe O|&E|easily O{EXHHobservable Hbut =20 play Ola MEAERIM
substantial 22role Qin Cthe O|7f{O/economy. (£ EE MH| A2t StH MZISH =
SAA MH| A E.Z(official service sector) O[O 0|2 ZO| F0f QrEO|= ZA{A AH|
AHZ(hidden service sector) o #HR27F AEs| = Zi0|C}). (Evans and Berman, 1987).
OOl 20| Therefore, ¥lwhen CjA7{4ldiscussing A{H Aservice OO & marketing, Slit O]
Zis O|Mldessential Eto 7AA|E{consider E{the 5|EHhidden A{H Aservice MlE{sector. (I}
g ME|A OIS S =2 OO &2 ME|AF BFEA| 12{6{ofF & Zi0|C}). ZO{For O|1
MM example, ¥when “d&™Hselling Ola ZAEE{computer, Cthe ElxHtangible ZZ}HE
product ¥ Ewould H|lbe Ethe 5}0t2hardware ZAEXLHEH Ecomponent. (0]& S0 ZEE
£ T If FHF2S StEHOY ZAoIn). 50| However, HEO[by Z2{HO|Hproviding
H|0]2| O] Avarious SHAdZ|O02|ancillary A{H Al Zservices Eto 7140 Zconsumers SHat O
the Eftime O] Eof I{z{Apurchase, Ethe 2t 2| S Elikelihood O Eof A&Hselling H
the Z2tE Eproduct O|Xis Q32| AEincreased. (A2{L AH|ZFO|AH LYUAl O8] 71X &
X MHIAE 3o zM A& T 7tesdS =AH). O|AHME|Especially ZO0{for Lt
H Anovice §% Zusers, OO|they Z2|{Ijprefer YYEand ZZchoose ZZtE E Aproducts
H|O| AEbased Qton H|O2|0] Avarious O] M'Eadditional A{H| Al Zservices A{Z|such Of
Zas IZE|free Of|A#H|O|Meducation EO{for AM|H ZHseveral L|O| Zdays O ZEjafter I{z{A
purchasing Githe ZAEE{computer, Z&llE2|friendly KZuser 70| Zguides, AZEQ|0]
software, Z2|free Z 218 ZXprograms, 7o Ucopying AH A Zservices, Y1 =and
=alfriendly OjZE{after M| Zsales A EO|Esupport. (E5| RE 0|89 AL HEEF 2
Y 5 YN Frus, - ARBY, £ZE o], R T2 SAL, 21HsH A/SE
o &Y Lt 2o Mu| A0 M2t A EFS MEotl MEASEA HO). QlIn Fthe #[O]|Acase
O{Hof Cjthe TIZ22|Upetroleum QG AEZ|industry, 714 Zconsumers OfOftare 2H
often E2drawn Eto L ZEZpetrol AH|O|M Xstations Wnot 222 only HIO|by Cjthe &
2t E Aproducts B EH Xthemselves Hlbut &4 %also HO|by Ethe Z &l Z&|friendly O
O|L{demeanor O] EHof Lthe AH|O|Mstation AEjZstaff A Eand 0L A 'Eadditional AMH
A Zservices AZX|such Off Zas 7|Ofcar 2f4|wash I{Al2{E| Zfacilities Z2{H[O|E Eprovided
F3during 2| F¥Zrefueling. (£ RS R0 HEE 2B A= A& AHA|E2E ofY 2t
FH4L AEEY et ZAMEtEZ /A AlSoteE Mab 82 ME|20 ofs 2F4AF 2
=D, Q4 EIndeed, O|Hleven Qlin Cthe Oj{IX{™ manufacturing QUG AEZ|industry,
C|Ojthere OfOtare L=H2{Anumerous Al Aservice WE|H|E] Zactivities E|O|Ztaking &
20| Aplace, HEand MEFQU Zsometimes 0 Zthese QMM 2|0j2]|ancillary AH{ M Zservices
7FHcan H|be 2Oimore QUXEO|EH Eimportant Hthan 4the WX Hactual Z2t= Eproduct
Sl Zitself. (5 HZ2YY FR0 T ¥ ME|A &5S 5t QI T 0|2f Z4E2 B4 MH|
AJF HRF HEHOE £Q5F £ QD). A4 ZConsumers HIEtend Eto Ij* Apurchase
T2t Eproduct I§7{ 4] Zpackages Hthat Q2 ZEinclude Wnot 222 only Ethe ZEtH
Eproduct SIdZijtself Bbut Z4Falso H|0{2|0] Avarious A E2{HE{O{Z|supplementary
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MEIM Zservices. (AH[ZH= HZ ZHH7F OfY2at of] 7hR| HAMOl Mu|AJ E3HE X E
Ij7|2| & TO45L7| WEO|Ck 0| ZO| HAMOl MH|AL AHEO| J[X|E £O|A| TP, A
AlEnhancing I{A|E Eperceived AH Aservice HiZvalue EO{for HAE/H Xcustomers &
not @22 only Q3Z|A|Rincreases 7{AE{Hcustomer AjE|ADHMsatisfaction Elbut 4
Lalso Z2{HIO|Zprovides ZAL{L|Zcompanies Ywith AMI1YIZ Esignificant O E
added M ZJvalue. (LA QAAE= MH|A 7IZ|& &9 #0F OfHE 7[FoAE =2 &7t
12| E & & UH).

QlIn CE{the #|0|Acase O{Eof Z2tHE Aproducts 2f2like HAEE|Zcomputers, QA E
post M| Zsales AH{AM Zservices FHcan 71 EE| & contribute Eto ZHECEprolonged 2H
Lrevenue #|43|0|Mgeneration O|Hleven Of ZE{after Cjthe O|YAinitial M|Usale O Eof
Hthe Z2tH Eproduct. (AFE &2 F20k O & MH|A S22 | F AA[Q HOjAIH
o 20 +H7 £AZ =HEH). H2As HAT2}O0|E Edescribed O{H Eabove, A{HA
Zservices OfOftare Z2|0|Yplaying San Q324 2 increasingly A 1Y Esignificant
2EZrole Qlin Hthe O]|ZfL{0jeconomy Qlin H|0{2|0] Avarious & Zforms. (O|4f1} Z0| O
g 7t FEHZ MHE|A7F FAHO|M 2fA|St= H[FO| FORA[LL UC}). St O|Zis Y
already O%a €well L2known MEfact SHthat Z1EII{Z|Z|contemporary 22A}[O0|0|E]
society O|Ris HZHE{2tRX Echaracterized HIO|by Ola A{H Aservice H|O|AEbased 0|74
Ojeconomy 2iErather Hthan ¢ja Z2tH Eproduct ME|{ Ecentered ME| 02| material O]
7t 0jeconomy, O|Hleven YR Ewithout &glO{dreferring HFto UHIAlvin EEZ'Z
Toffler's Of'HZ|A| Lanalysis. (AACHAIR]7F, HEFSHL =2 GA7t ot ME[A LHFEAE
2= A2 20| dvl EZFYQ FME HESHA YOtk o0 i QU= AFHOITY). EWith
A YO Esignificant O] 28 AMH E Aadvancements Qlin Z2EHE|HE|productivity HE
and Othe AMIJAE{#AO|Msophistication Oj{Eof QIAEZ|Hindustrial AESHXHZX
structures, H|0{2/0{ Avarious ZZforms O{Eof AHA Zservices 3dliEhave O|HZ|E
emerged 2Qlin ¢ O|Zways Hthat Ywere O UOjR|{Hunimaginable Qlin EZ4AMYZ
traditional QA AEZ|Hindustrial A AO|O|E| Zsocieties. (AiAF=O| T A 2FHSHA T2 At
Y2 nLotEo| maf Fao AHARNME i ZotE o2 7tA] FE(Q MH| AT}
£330 ), L The =Z2{E|/quality O{Eof A{HA Zservices df{Zhas 4 Ralso UG
undergone AU Esignificant Q1% Zchanges, 215 #H|0|Hindicating Sthat 71&II |
2|contemporary A%2A0|0|E|society O|Zis 2{I{ &2 rapidly E&X|A{Htransitioning Q&
into Ola A{H|{ Aservice H|O|AEbased O|7fL{0jeconomy. (AH|AQ] X FH HSIL O
O ARSI7E MHIA ZH2 345 O[YE D USS U 4 ULH.

ro

<#|0]|£ACase(At3]) 5.1.1> ojCjMAddition O]Eof A|XEO0|{ESupport AHA ZXServices ¢lin
Cithe Oj{Mz{=YManufacturing QI AEgZ|Industry QIXEO|H{O|MInformation ZiH|FHA
Convenience 2E0{Store 'EADoks' (HRXYS| ERAMH|A ZJI - AHMHO|H ‘EA")

CiThe E&lEtrend O{Eof &&home H|O|AEbased H| XA Xbusinesses Hthat Flican
Hlbe AEO}E|Estarted ¥with 2%2low L Ecapital s Zhas Elbeen 2T &2 rapidly 1
22<Ugrowing AlAsince Githe LIQIEILIQIE| 21990s. (AZ2O 2 A|ZME 4 Q= AEHALY
O] 90 =01 &43| o= FMH). Aln Hthe FEHE {2 Hentrepreneurial 5|0t
haven O] Eof Cthe §LO|E{ EUnited AH|Sl AStates, Qlit O] Ris 0| AE|H|O|E| Eestimated
Cthat A E2{Zhundreds O{Eof S&home H|O|AEbased H|ZL{A Zbusinesses SiE
have O|HZ|Eemerged, #|3|0|Hgenerating Of&Hannual 2| +Zrevenues 2lin Hthe
& Zbillions O Eof F2{Rdollars. (Y M= D[=0M= # FTEO ZHRAILO| 7Lt
A ™ HA FEo fAF Y= AL=2 ZAHELD). EThe 7HEconcept O Eof QXL
O|Minformation Z1H|YH Aconvenience AEO0{Zstores, ¥ X|which Z2{HIO| Eprovide =&
rental =and 2 4|Orepair AH A Zservices EO{for I Aoffice O|HMHEequipment &
to S2home H|O|AEbased H|ZL{A& Zbusinesses A Eand AZsmall QAEHZO|R| =2
enterprises, 0{0| %4 4|O|E{ Eoriginated Qlin %M Japan. (MEHAIYEO|L A7|¥E UM E
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YEARI|7| S UHRI 425 R HEWOHO| YRo|N EHYHCH. ZX|Fuji A
A Xerox O|AE{EE|4|Eestablished CEthe OFZmodel #|Qlchain A£EO0{store =Ecalled
SEAEDoxt Qlin Cthe O] Afamous Y EzZtY Aelectronics HAEZ Edistrict 0] Eof
Ot7|5{HtOt2{Akihabara 2lin ER7|22Tokyo. (24| AHELAE =39 FF HARS7HQl Of
7|stetEt XG0 RHEAQIE ‘S=LAE'E MEN). CThe OOt & marketing ZQI Epoint O£
of A EDoxt O|Xis Hithat Slit 2 Zoffers Qton A}O|Esite A FM Zsolutions ZEO{for
=all AZEN o[ Minformation ZEfA|4lprocessing L Zneeds Qlin 2I Al Zoffices. (54
Eo] OIHE EQAEE ARAHS EE JEXHIYEF AYO 2™ £&5t% ofdsl FHe 0|
CH. EHThe 0Qmain & rental O}0|E Xitems Hat HAEDoxt 212 EEinclude 70X
copiers, ZAITE{Zcomputers, AZEQ|O{software, ZZE{Zprinters, MAfax HHAZX
machines, TJZ Edigital 7HH2| Zcameras, Y Eand Z2tAE| Zprojectors. (2A7]|, HAEE,
ATDEQO, ZE, TALY, HA|E FiH, Z2HME S0 82 0 F=O[C}). O|ZIf C
O{there OfOtare Of4Yany O|#ZXissues ¥with Tthe OFL2{|0|Moperation OfEof QX0
O|Minformation 2Ij Aoffice O|HMHEequipment, O|0JCSdimmediate Qton AfO|Esite 2|
I O{repair AMH{A Zservices OfOtare IZ2{H}O|E Eprovided. (JEAIRZ|7| 2S00 =47t
H2IH FSA 2 88 FO). A2fAUnlike EE{H M Gtraditional QIZEO{HO|M
information Z2}AM|4lprocessing ME| Zcenters Y where {AEH Zcustomers 5 Ehave
Eto H|Alvisit Qlin I{Mperson, CtFAEDokust ZE2&|/H Zdelivers Cthe QIXEO{HO|M
information 2I| Aoffice O|HMEequipment Cj#EEZ|directly Fto Cthe HAE'Z
customer's S 2home 20 or I Aoffice. (ZZHO| A ZOI7t O|&5t= 7| & HEXZAM
Hele FE S2E&= JES APRZI7|&2 2™ HUolY ArRHO MFHSH FO). EHThe O|Ql
main {AE{H Zcustomers OfOfare O] AIO|™Haspiring QFE & 2|4 Zentrepreneurs Swho
OfOtare of|X|El Ehesitant Eto QUH|AEinvest 2t0tX|large dZsums O{Eof L money 2!
in QAIEO{O|O|Minformation 2I| Aoffice O|EHHEequipment Sdue Hto YA Eluncertain
H| 2L Abusiness Z2tAH E Aprospects 5F20|EH{However, Qlin Elthe &EX{future, CtFHA
EDokust E&#Zplans Eto Q+#0ensure ZetOproper QZEON O] Minformation ZEfA|A]
processing AH{ Al Zservices O|Hleven Qlin peak EfYUZtimes ¥Wwhen 20 Aoffice ¥
work It Zpiles Yup, Q22 including EO{for A2 regular 204 S corporate LI A{
Zoffices. (FRUM2 AYPUYO| 2410 MA| QfOoF HAMo| HHat7|7| Z1YS THO|= 2
Ya|YASO|A|TF Yoz = UUI|HA| AFRHME FFE7F PO LW E= IIEFJO| A
2 HEXE MHAFE A3 & UAZF 2 A=oln). St O|Ris Oja EFHATL|HO|A
transformation 0| Eaimed ©SHat =M™ attracting QFE R 2| Zentrepreneurs Ewho ¢
were ©QIE|D|G|O|E] Eintimidated H[O|by 2IjAoffice QEO|HO|Minformation ElZ2]{X|
technology Hdue Eto OOftheir Z/HE/Elimited ZEEcomputer AZZsKills,
(AFE H3 MFo AR FES A S HAE FLA== LMoz BO S0
20|}). EThe ZHMdEconcept OJEof Cthe ZiH|H Aconvenience AEO{store 0]0|ZY|0|
E{Eoriginated Z&from FEX|Fuji X|=A|'ZXerox's -5t Ain-house Hlz{venture T2
JdMprogram. (HOH 42 FA| HF9 AtW HIHZ=ZJZHO|M L2 Z0[UL}). HThe &
I{Lcompany 22 Zfollows Ola ZEO{Bformat YO where it 7H Zcovers I|ZE|R I
MES51% O{Eof CLthe O|AEfEZ|4HEestablishment 7tAEAcosts EO{for Ethe 2l
chain AEO0{Zstores, YA=and Cthe Z|0|O|Hremaining XEO{Mportion O|Ris 4 ZHE
shouldered HfO|by O] AIO|&Haspiring U= Z20|0| Zemployees O] Eof Cthe HiXx{venture.
(BlAP7E MO M8 51%S WL LB #X 3| AM¥0| 2asts @A 5t
QUL}). HThe AIoYcompany dfZhas Alset Ola S&iplan Eto Y AT Eexpand Ethe Q!
chain Eto 2%2Hover |FHEZE100 A2EO0|Zstores HIO|by Lthe O|0year EMRXAHE
2000 O|Zif O|O{there O|Ris Ola I}AE|Epositive 2| ATt Aresponse ZEHfrom &2home
H|O| A Ebased H|ZL{Abusiness 224 Zowners 2{7}0tdregarding Cthe QIZEO{O{O|M
information Z1H|A Aconvenience AEO{Zstores. (O 3JA= A EHMO|AMO| OSH AHEHAY
AtE9 HFE0| 2 F% 200097t Q1S HI| O]z &3 A=E MY =1 UM, of
O|I Q7 2{X|encourage Zall &5 Zreaders Fto UAAZZ0]explore S2home H|O|AE
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based H|Zl{Abusiness OHHEL{E|Zopportunities. (SA} O{2{E% ZHEH A AHE|E 2fof
E7| HFCH). CiE{Data: 2]Lee, ©4|0|Yoojae AE{AService OFO}7{EMarketing ( At& : O]
S AMH| A oA E)

5.1.2 Ql32|MIncreasing YUXEO|{EH Almportance OjEof AHAService OjHZHE
Management (AH|A 2|9 QM =L0f)

HQMBoth AlH Aservice 20{2|9ElEoriented ZAI Y Zcompanies Y9Eand Ol =
manufacturing ZI 4 Zcompanies L{Eneed Eto 2] H2t0| Zrealize Hthat G|O|they O}Of
are IJOtEpart O]Eof Lthe A{H Aservice O|7fL{0leconomy & E=and LjOjEO{therefore
£HEshould Zllearn f:new EZrules ¢ Eand AEE|E{X|Zstrategies O Eof A{H| Aservice
Of4 X|H Emanagement. (MH|£& 7|¥ETE Ot et A Z27|PE MHE[A FA9 AEEO|ZE=
AMEE WELL MB[A FHE9| M=ZR f2lY HEZ H{RYOF 2FH}). StOfH[Harvey Z2Z
Jones, Swho AMEEserved OZas Cjthe #|OJHChairman O] Eof O}O|A|OtO|ICI UL O]
DImperial A O/ZChemical QI AEZ|XIndustries, ©Ola O|O|Xmajor ZAZZHE!
conglomerate 2Qlin Ethe S#O|UK, &4 Ralso UI{AIO| X Eemphasized O Athis EQIE
point. (=22 ZOj7|¥2l ICI (Imperial Chemical Industries) 3|Z0|YE StH| EA(Harvey
Jones) = O HEZ FH3H vt UL).

O ZAs ZITHE|Mcompetition QUHIA|IIO| Xintensifies Y Eand OfL I % = manufacturing El
2] X|technology H|Z Zbecomes O|&d2|easily =27 Hreplicable, Z2}= Eproduct M|
Zsales OH Edepend Qon 7tAEcost Y Eand Othe O 2{Elability £Eto FH*{capture Of
OtZdmarket I X|Mposition ZEZfrom Ola ZALEE|Ecompetitive I ABE|Hperspective.
(M2t Z40| 2GaA|L Hz7|=0] gA ZHE mEkM FYAHENM = o HFHIH=
Bt AEYRE 2AstE = F8 AH). At 0| Zis &E|E Ebelieved Hthat Cthe
AO|Zchemical QA AEZ|industry Ewill d2jEelgradually EziX|Mtransition I
from OjE - manufacturing Eto AH{AM Zservices 22 Hover Gthe WA Enext EQIE]
20 O|0{ Zyears. (FZ 2079 sfehitd 2 M2 AHZYUOM SIO{LHM MH|AYPO=Z HEH
Zojgtn =rh), OAThis E#lEtrend O|Ris 2g|Halready O|&Z]easily =2EAMH
noticeable StOfH|Harvey £ =ZJones, LIQIHO|O[E[L{Q11989. (0[|O] O ZAME HH HA
3F 4 QICt (Harvey Jones, 1989).)" O] EOf IO{Acourse, A|Z|such Oja EZIEtrend Flcan
Hlbe OJEX E Eobserved Qlin 0| other QA EZ| Xindustries O Zas Hwell. (82 0|2t
22 M oE MHME HAY 4+ AH). HThe E{H A traditional Hview O Eof
Z2{d Mproduction 2fZwas Eto F2|0||Slcreate 0jla ZE 22X Eclosed A|AEsystem HH
that OfO|AMEl Ajsolates ZE2|{E Mproduction E=Hfrom L the OFOtZ{market HfO|by Zi|0|
4lplacing H{I| Zbuffers MX|such OfZas OFO0t7H& marketing ¢ =and Z2tH Eproduct O
ZtQldesign H|Eflbetween 7HAEHZcustomers Y E=and Cithe Z2{EMproduction AlA
Esystem. (‘440 Oigt M-S Aol LMuk ik A|LR AOJOf| DAY, A& HA 52
HS=(buffer)Z F22M, Y4S AYLZEE Aotz A A|LROZ HYL}). 5H20
HHowever, ?lin E{LG|O|'Ztoday's A-2A[0|0|E|society, §|Ojthere O|Xis Oa 4| ZEEshift
E{Q 0] Ztowards Han 2LLMopen A|AEsystem €Y E22X|approach Y O{where HAEHZX
customers OfOfare QIE{12||0|E{Eintegrated QI Einto Cjthe Z2{EMproduction A|AH
system, ¥ Eand E-EfQUreal-time OfOtZImarket QZEO{|O|Minformation O|Xis ZHE E
collected 91 Eand ME|Eacted O{Tupon O{ZO|{H 2 accordingly. (A2 L5929 ARg| O
ME WY ALARIOZ HEISIO 4h A|ARD Lo DS ZAF|L SA| A JEE &
st 9| 2t sHEs[oF 3th}). O AThis 2QMopen ZE2{Y Mproduction A|AEBEsystem
O|Ris 2 Ereferred Eto OjZas Ola AH Aservice TE|{Z|factory #|0|AChase ¥ Eand
0012 MErikson, L{QIEO|O[E|0fSI1988. (O|F Z2 ZHEIA Jd4b A2RIS MH|A ZZ
(service factory)O|2tl EZECHChase and Erikson, 1988)). C|O{ZEO{Therefore, A{HA
service OfHZ|HEmanagement O|Xis UYnot EZHE{Elimited Fto Cithe ZMY=
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companies Hthat Ywe ZtH =2 commonly 2{Irefer Eto OfZas AlH Aservice AL X
companies. (L2} MH[A TE|= YHHC2 QE7F MH|A7|YO|2til B2 7|HoTF =
StEl 740 ofYL}). =2All ALY Zcompanies OfOtare IfOtEpart O(EHof Cjthe A{HA
service O|7f40jeconomy. (2= 7[YO| ME|L FA|2 LB Zo|T}).

5.2 HHE{B|AE ACharacteristics 0{Eof Ethe A Aservice QU AEg|industry (AHA
Yol 44)

5.2.1 EThe TC{HIEfundamental HEE|Z]AE Acharacteristics OJEHof Cthe AHA
service QI AEgZ|industry (AMH|AYUS 7|24 £4)

HAWhen ZAL O Ecompared Eto IZ2fEE Aproducts, Hthe A{H Aservice QEAEF]
industry 3 Zhas Cithe T2 2<Afollowing EOffour MM Efundamental HZE{Z|AEA
characteristics. (H&1 Hlwsli & Of ME|AYZ2 OHgu 22 4l 7tX] 7|24 &4& 7H4]
1 Urt). El'Alet's O|dA|Tlexamine Cthe Z2tE@ Zproblems ¢ Eand ZOoj2{AMH
corresponding A E2HE|{R| Zstrategies O AR A|0|O|E] Eassociated |with T Zthese #HH
B 8| ~8 £~characteristics. (0[]0 IIE FZA|E ¥ HSEHE dHELZS StA}).

5.2.1.1 QIEiZt2|E|Intangibility - 7}¥cannot Hlbe Alseen 20jor E{X|Etouched (£33
- B B 4 g

CiThe T MIE fundamental #H = E{2|AEcharacteristic 0 Eof Gthe A{H Aservice QI A
E2]industry O|Xis QEHXEI2{E|intangibility, O]'dmeaning HSthat M Al Zservices =lack
I X|Zphysical &form 20{or IZE|dXLpresence. (ME|AYS 7|2 5E2 JdH7t GiH=
Z10|}). MM ZServices 7HYcannot Hlbe ZE2|HE| Epresented Qlin Oja EiZ{®Htangible
Zform HHthat O|Zis OfEAE|S2Z|objectively H|ZxHyvisible Eto 0| E2|Reveryone, AE
and Lj|O|they 7HY%cannot H|lbe E{Z|Etouched 20jor Alseen 2t2like I X|Zphysical OtE
ME Aobjects. (HHFHC 2 L0|A L HO|= FEHZ AHA| & 4+ gD SAHXHE HR|AHL
2 4 9irh). G0 ENTherefore, Slit O|Ris OJI Z Edifficult Eto d2jAZgrasp 20 or O]
WS 0[Sl evaluate H[O{their W ZJvalue. (TtetM 1 7f2|F IpetstH L4 Hotsk= Z0[ OFEG).
A M ZServices A1ZX|such Off Zas 2| Zlegal A Eand X H Olhealthcare AMH A Zservices
O| 1M Z2{I}0|exemplify T Zthese | E{ 2| AH Acharacteristics Ewell. (HE, 2 2AH|A
50| o|E E4& # Hrgstal o).

OThe QIEiZ " 2{E|intangibility O]Eof A H Al Zservices sllZhas Etwo O/ Zmeanings.
(MBE]A9 BEd M (Intangibility)2 & 7tA| QO0|& Zr=0). EThe I{ A Efirst O0l'dmeaning O|
Zis Hlthat A H{ A Zservices 7HYcannot H|be 4lseen 20{or E{X|Etouched Qlin IZ|ZA
physical Zform. (AW HAEF EAHYH THE £+ Q= A 200|). HThe MU=
second O|dmeaning O|Xis Hthat Sdue Eto Lthe QUEHZE2{E|intangibility, Slit H|Z
Zbecomes O Edifficult &to O|0jXimagine 20jor H|&2Z}0|Zvisualize ¥what L
the MH £Lservice O|Zis. (EM&= EAY HE £ 7] W0 1 ME|A7F O HRITHE
ArAFSHZ| O A EOH= 2 o|n|o|t}). SDue Eto Cthe QIEHZ®2{E]intangibility 0 &
of AMH A Zservices, 9lit 0|Ris & Zchallenging F£to O AZEg|O|display A{H| ZAservice
2o Zofferings. (0|22 MH|£9 BHHOZ Qs MH|A J4F2 XEst7| ZTstH). A
B A 0| MCommunication OJHI2Eabout AHAM Zservices FlHican &4 %also Hlbe 2
challenging Qlin AMZX|such MZAAEBHMAM Zcircumstances. (19 OisF HHLAHO|ME 25t
ChH. ETo O E8|Aaddress O] Zthese X Rchallenges @ X Ecaused H}O|by QIEHZ{EIZ
Elintangibility, Slit O|Xis UXO{H Eimportant Eto UI{AtO|Zemphasize EiA{Htangible
FZcues, AE]HY 0] Estimulate 2| Eword 0] Eof 02 M mouth HAELAHOo|M
communication, 32| 0|Slcreate ¢jla AE&strong EdiEpbrand O|HZ|image, SEHZ}0|Z
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utilize 7tAEcost QQEO|HO]|Minformation A{X|such OfjZas MHE|H|E|activity H|O|AE
based T ARcosting Qlin Z2t0| Aprice A|&setting, Y Eand L|O|pay O{HIMattention &
to LA Epost I{& Apurchase R #H 0| Mcommunication. ([Ef2tA] EFH O 2 IG5t O
o 2 FAHHEEZ siEst?| HshM= MAHQ BME FEotil, 1™ HFRYAOHEZ A2t
o Z3t O|0|R|E HEstL 714 AE0 AN A7te|A 52 HIEHEE O|&stl 0f
2 AFYAHO|HO| AFE MOF SHLY).

I O0{For O|1Z™example, Qlin Cthe #|O|Acase OjEof A7 0jhealthcare MHAMZ
services, Cthe 2f|T{E|O|Mreputation ¢1Eand HQfame O Eof Cithe HEHZmedical C|&
E{director, 2 AE|{Hexternal I4l2|E| Zfacilities, 9 Eand EHZHtangible FZcues 7Hcan
Hlbe QAIAIO|ZEemphasized 20or HEL{HO|E|Ecommunicated EfFto ZX2Z{HO|E
provide H|Z®yvisible O & Aevidence QIZEO{|O|MInformation Hithat FHcan H|be H|EH
20| ZEvisualized 20or £27|0|£Eshowcased |O|may H|be M|O0]Eshared Fto Clat
“enhance Cfthe T{4iMperception OjEof Cithe A Aservice. (O|E S0 2 EAH|AQ
Ze B YHOIL RHE, A AMI £2 U TME FRSPIL JHAlEE & 9
= AdEE de|z{n sth}), OThe A EZ|entry O] Eof 7AZ2tH S Aconglomerates 2l Einto
Githe stALEhospital QCEAEZ|industry, O{EQIBappointing Ola ZEO{Hformer A&
Seoul UWA{ENational S A E/University otAL & Hospital Cj2lE{director OfZas LClthe
Ol Yinaugural 4&alIE{director, Y E=and HAAE=®constructing Ola & building O]
HEequipped ¥with Etop LWX|notch T4l E| Zfacilities 9 Eand M| EHZmedical AEZ
staff FHican A Ralso H|be Alseen Qlin 4 Athis 7IEIA Econtext. (27|€0| EHE AFEO
AUEotH 2UEYCZE M MESUHEYS MYstL FUH2| 19| A Q2US Z4FE U=
£ OtE ZiT Oo|& mHEro|C}), QlIn Cjthe HiZbanking QEAEZ|industry, #Yhanging H
the HiLbanner O] Eof HAE|Hcustomer AME|AIAMsatisfaction ZHcan H|be Alseen O &
as ©9Han OJEIZEattempt &to XIZ2{H[O|Eprovide H|A|"visual FZcues &2{7}0}d
regarding 7{AE{Hcustomer A{H| Aservice. (23H0|A “17H OrE"0|2t= 3|22 B & St
= A 074 MH[A0| Ofst A|ZHH HME S5t = Al RoM 42 A22 & & UD).
Ollt O|Ris ERtrue Hthat AJH|A{Zservices sl|Ehave Ola AE&Z7stronger QIEHAH
intangible 4|O|*|nature ZAL|O] Ecompared Eto Z2}H E Aproducts. (A H|A7F A|E0| H|
oM FFA JA0| Fsths A2 AMHOIL). 50| However, Ol another AZO{HE
important Efact £to 71A|Clconsider &|0{here O|Xis Hithat C|Ojthere O|Xis L=%2no
ZAE2| &2 completely QEHA|Hintangible 2% or ZAE2 &2 completely EiZHtangible X2t
= Eproduct 20jor M Aservice Hthat O| IX|AE Aexists. (5fX|2F Q2|71 O{7|M R 25
OF g I 5O APMS 43| RHHO|D AW SHH HEO|L MH| AL ZaYSER| O
=0= ™o|f}). QlIn O{Eother Y Zwords, Ethe O AR I Mdistinction H| EHbetween A
H A Zservices ¢ Eand ZZ2H E Aproducts Qlin B Zterms O] Eof EHA{%2|E|tangibility
O|Zis O|'dZ£meaningless. (§ MH|A2} HFES AL=Zot= O UMM FIEd2 07t &
C}). Qllt O|Xis H#H Ecorrect Eto A|see Blthem =all Qton Ola 7ZAE| % continuum.
(25 otHe HAE4d0 AT E= 20| 2.

5.2.1.2 Hoj2]Me2]E|Perishability - Z2{EMProduction € Eand 7 ZMconsumption
0{7{occur AtO|HE|O|L 0] &E]simultaneously. (H|Z2]/d-/44tat LH[7F ZA|0 HojHr}).

ME{ Al ZServices OfOtare 71&Econsumed OfjZas |O|they OfOtare ZE2{L=AEproduced,
A Ewhether Sl'Ait's 2 H A-Hrequesting Ola EE|HZ|delivery 20 or E|O|Ztaking Ha
Eil|taxi. (BHE = BEESIEA| HAIE EFEAX| MH|AE d4tap 2H|7F SA|0] LojHLY). 2lIn
OG5 other ¥ Zwords, A|H A Zservices sffEhave Cjthe 4|0|z{nature O]Eof H|Ubeing &
2{HIO|E Eprovided H[O|by LCjthe A{H Aservice Z2{HIO|Cprovider ¢Eand 7AsE
consumed HIO|by Elthe 7HAE{Mcustomer AfO|HE|O|LY0]&2]simultaneously. (& AMH|A
HZA 2ol AHJE= AL A0 LH0f| Qloff ~H|E= GAZ 7IRIG). 2In Hthe 70|
Acase OjHof ZEtHE Aproducts, Z2|{HMproduction A Eand A ZEMHconsumption Of
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Ofare M| Z|O|E| Eseparated, Y Olwhere §|O|they OfOtare I{AEfirst IZZEA
E produced Hlthen £2Esold, 9 Eand g|O|Ellater A& Econsumed. (H&29 ZHAR0=
ditat AHZF ZE|E|O YT HAreE 5 TOHE T LFO| AH|EHD)., SHO|HHowever, ¢lin
Githe #|0|Acase O]Eof AH A Zservices, O|O|they OfOtare 71&=Econsumed AO|HE|O|
LO{& 2| simultaneously Ewith Z2{E Mproduction, Y Zz|which 2Moften 2|3t Zrequires
Othe UE|Hactive I}OE|MIHO|Mparticipation O] Eof 714 Zconsumers 2Qlin Eithe A
H Aservice Ee|H 2| delivery Z2M Aprocess. (2{Lf AMH|AS| ZAL AMAMN SA|0| AH|E
7| WEof £H|ZA7L ME|A ZF0| HolOfst= F%7F HH). HEZ0{Furthermore, 414
since O|{Cother 714 Zconsumers 4 %also LIOLE| A L|O| Eparticipate Qlin Ethe AH
Aservice Z2|E Mproduction EZZAM|Aprocess, Cljthe SHH AL O{atmosphere A2/ |O|EE
created HO|by Cthe HAE Zcustomers Fliican H|ZAbecome IO} Epart O Eof Lthe
ME{ £service 2 AT|0]2| ¢ Lexperience. (2|1 HHE AH|ALE AMH|A AHLE 0HH 0| 2HO{5t
Dz uME0| Fdste= 9717t stHe ME|A WE0| 2 &+ QlH). EO0jZL2HMoreover,
Sdue Eto 7{AE{Mcustomer IOLE|AMIHO|Mparticipation, Slit O|Xis & Zchallenging
Eto O|AEjEZ|4establish Ola MEZH2I0| X Ecentralized OjAmass Z2{E Mproduction
A LB system. (£ 1UZHZ0| 2Nst7| WfZ0 YFatE WYF HAMHAME FF5H7| AA=ED).
Olln 7tE2{AEcontrast, Ywith Z2tE E Aproducts, 714 Zconsumers 7lican E|ILZZ|
typically E|AEtest Hthem H|EO{before H|O|Zmaking Oa I{x Apurchase. (£ #Z9]
dR0= AU d LB[AZE AFS & & UH). otR0|HHowever, 2lin Elthe #[O|£case
Ol Eof MH M Zservices, Qlit 0| Xis YWnot IfA|®possible Eto A Etest Hlthem H|ZEO
before M|0|Zmaking Ola I Lpurchase. (124 AMH[A9] FL0= LY ™ AP £+
90, M EEOFurthermore, Slit O|Zis I A Edifficult Eto s{Ehave Zd|pre L{x A
purchase Z2{E|/quality ZAEZ&control 2lin Cthe A YUsame ¢ O|way OfZas with X2t
HE Aproducts. (£ A F2 FRHME AHMO &2 SHF st7|7F ZHSIH). £To =L
address C{the H|0{Z2|0{Avarious O|£fRissues AE|Wstemming Z&from QA T 2{ & 2| g
inseparability, Qlit O|&is T & Mcrucial £to H O™ carefully & Eselect A Eand LA
EIA| 22| extensively E&|Qltrain A{H Aservice I{A dpersonnel Ewho QIE{2 Einteract ¥
with 7 £E{0{ Zcustomers. (H[Z2|/d(Inseparability)of| L& 02 7t ZAHHEE SiZ5H7|
foliME LA HEStE MH|L REES AMESs| dYstl HAs| wsefjof ath}). I{H 2o
Furthermore, Qlit 0| Ris UXEOH Eimportant Wnot Eto 2328 Soverlook Ethe A1Y
74 Asignificance O{Eof FHAE Hcustomer O ZX|HEmanagement €1 =and Eto Z
HIO| Eprovide H|0{Z|0{ Avarious AMH Aservice I{AZ|E|facility 227 0|8 Zlocations Eto
Ql40lensure Hithat HHAEH Zcustomers FHcan A Aaccess AlH{AM Zservices 2252
smoothly. (&£ 174 2|9l R4S YA[ LOIOF sfil 17HO| &S| MH|AE g &~ UT
5 MH|A A OHFst YR E A|ZaHOF Strt).

5.2.1.3 §|E{2{A|YO{E|Heterogeneity - Z2{E|Quality O|Xis YWnot Z1A|AE Econsistent
(O]&8 - F&0| 1=x| ¢fH).

SZDue Eto Cthe & Apresence Ol EHof Y2 Anumerous H|0{2|0{8variable E X
factors 2Qlin Cithe ZE2{Y Mproduction Y Eand HZ|H2|delivery ZZXM| Aprocess O] Eof
MM Zservices, O|Ojthere O|ZXis Ola ItA{ZEZ{E|possibility SHthat C{the A H Aservice
Z2{HIO|E Eprovided Fto ®one HAEMcustomer 0O|may O Idiffer ZZfrom Cthe
MHE Aservice  Z2{H[O|E| Eprovided Eto Hthe U A Enext 7HAEMcustomer.
(ME| AL At ol Ol WHOl= o2 7tHA 47f OF7| M{F0| SF I7HO| Ofgh MH| AT}

= L0 Ok MH|AQF OFE 7hs57d0| UL). ZO{For 0| 1%t Hexample, O|Hleven YA
within Ethe A|QUsame AlH Aservice AL company, Cthe ZIEIEcontent Y Eand 22
Elquality O{Eof Cthe At Aservice Z2{HIO|E Eprovided ZHcan H|0{&|vary CjHIY
depending Qfon Clthe Y E=0|0|Zemployees. (0§ =0 2 MH|A FAME SHH
of metM AHEE= ME[£9 WE0|L 40| FEtRIh). oM E2|Additionally, O|leven H
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the AM|QUsame UEZZ0|0lemployee FHcan ZE2{H}O|Eprovide 42 Edifferent MEHAZ
services H|O|AEbased Qton E|]Zfactors A{ZX|such OfZas EfQtime 20jor Fthe AL
A Hspecific 7 AE{H{customer. (£ Z2 FYUHO|StE A[ZFHO|Lf 40| OMhafM OFE AMH[A
£ A& £ A0H. IE 2O0{Furthermore, OlHleven ¥when 8Zlusing M Zmachines,
Hthe Z2{Equality O Eof A{H Lservice FHcan H|O{Fvary. (HA|0l= FYEO| ot4et 7|
AE ArEste 40T MH|& ZO| ZA £+ UH). HThe ZFEquality 0]Eof MHA
service 7lican QIC]Eindeed H|O{E|vary EO{for CJI{ & Edifferent 7{ AE{H Zcustomers ¥
when 8% using QHan OO|E|AUATM, Of2as dsome 7{AE{HZcustomers 0|Olmay U4
I o{2|H Aexperience I ZAE|difficulty Qlin G ABHH understanding Cjthe QI AESHMN X
instructions CjAZ8|0| Edisplayed Qton Cthe AFZscreen. (ATME AR [If A389]
A AAMEZ Z Olofistr] Zet BRE dRste AMH|A~ H2 HE 44w oE ZAo|h). Y
Elndeed, MM Zservices OfOftare Wnot &M Z|L 0 Ahomogeneous Hlbut 2ijErather
H| 012 0¥ variable, 0|O0]Zd making Slit I Z Edifficult £to ABEHE 40| Zstandardize Q&
and O|AEjE&|4|establish Sl Zuniform ALAMI§#O|M Zspecifications. (£ AlH|AE =
HA0| ofY1l HFAO|0{M A3k, BHEFSSH?| OfFL). 2l'Alet's E|Utake Ola SZ A
closer Elook ©Hat 5t2how Clthe 35||E{2]{A|L4O]Elheterogeneity O{Eof A{H{ A Zservices
7FHcan Hlbe QUAEZZAHAEinfluenced HIO|by Cjthe 3||E{2]{A|4O]Elheterogeneity O{Eof 7
AE{H Zcustomers. (A{H|A2] O|Z4d(Heterogeneity)O| 11740| O|&/ o2 Ql5{ HiMst= 4
LE St MM HEZ}) EThe §|E 2{AX|YOE|heterogeneity {Eof 7 AE M Zcustomers 7H
can Hlbe QUEFZAUAEinfluenced HIO|by H|O0|2]0 Avarious 07142 economic, ZXH
cultural, Eand 2~24social ME{Zfactors. (LZH2| O|AH 2 HAAA L2, =34 Q9l,
AS|A 291 S0 95} 2RECH. EO{For QAE Ajnstance, Qlin Gthe #|0|Acase O EHof
Ola #HYZA|language 0175 O|academy, Cthe Z2{I M A|proficiency 2|8 Zlevels O] Eof
the 2EHE Astudents FHcan H|0{&]vary 12|82 greatly, Y Eand O Athis FHcan A|1Y
o 71 E2]significantly Y@M Eimpact Cthe O|HE|EL{Aeffectiveness O{Eof Hthe MY
same 2tlitclass. (0§ &0 =0 stES FL0 U= £FO0| MAfPHEO|ZH &
2 29 2t 3A FEd £ M), Ho{ZEO0{Therefore, BOlby 20{7{L}{0|% organizing
SajA Zclasses Hwith AEHE Astudents O{Eof A|EHZ{similar Z2{I MA|proficiency |
B Xlevels, Glit 0| Ris LtA{Hpossible Eto YE=2{™HEimplement O|HE| Heffective HX|
language I O{AM Zcourses  Hithat OfEd|2Aaddress §|E{2{X|YO{E|lheterogeneity
(Tt 22 39 SddEE B BE S ofF 20 Q ofetdztE HAIst0] ofA-do| o
25k £ QIOh). EThe 3§|E2AX|4OE|heterogeneity O] Eof A{HA Zservices ZZ|HMEA
presents H2Mpoth W X|Zchallenges A Eand O EL{E] Zopportunities. (MHE|A2Q] O]
A2 AR 7|elE A0 AIH). AHFZEnsuring AH Aservice EE{E{quality A=
and O|QIE|0|dmaintaining O{a ZAA|AElEconsistent &|Hlevel O{Hof M Aservice 7H
can Hlbe Ola MUY Esignificant 42 X|challenge ZO{for H|ZL{A Zbusinesses &
due Eto Cthe OQ4m{ZAE|difficulty OjEof AEBHEL}O|Zstandardizing AjH A{Zservices.
(ME|~ A9 FU3fst7| OfF 7| W0 7|Ye2M= 2 MHEIAE €4 & O|de=
SAst=7t, Bz BESAZ|=717F 2 ZA0|H). 2f0n Hthe O{Fother 3 =hand, Cithe &
E{2{X|OlE]heterogeneity O{Eof ME{ A Zservices Z2{HIO|Zprovides %Han O}L{ EL4E]
opportunity XEO{for HAEA|O|Mcustomization H|O|AEbased Qfon QIGH|AE
individual ~ 7{AE{{ Zcustomers. (§FHO|  AMH[£A9]  O|HHZ 1AM MOE J{Est
(customization)?| 7|8, & 78 ULMO=2HE FZ HOF MH|AF AHIF & A= 7IE
A|-Z&3tC}). Qlln | Hgeneral, Cthe 7IAEcost O] Hof AlH{ Al Zservices O|Xis 2Moften
O|Hi £ 0j|0|E{ Eevaluated H[O|by 7140 Zconsumers, £%2so Slit 0|Xis I}A|{Hpossible
Eto 2/A™Erespond Eto H|0]2|0] Avarious 7{AE{Hcustomer L Zneeds *Zthrough
Othe QI H|A 2| #|0|Mindividualization O] Eof A{H Al Zservices Z2{H}O|E Eprovided
(ES MH|£9| H| &2 4B 2HO = BIISHE G271 HLeB=2 A IZE = AMH| 29 JHd
tE Soff oYst u 8310 g &= UH).
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5.2.1.4 Hojg] 2| E|Perishability - QA 2EUnsold AHA|{Zservices CJA{I]O{disappear.
(A4 - TOIER] Q2 MH|AS ARRRRICH.

AL EEUnsold IZEZEHE Aproducts FlHcan Hlbe AEO|Estored OfZas QIHEOZ
inventory ZOf{for FX{future M Ysale. (HOHE|R| A2 AEF2 M1z 2t & U0}, 5t
O|HHHowever, A A E2Eunsold MBEA Zservices Ewill AEZ2|simply A LO{disappear
(L34 TOHE|R| 92 MH|A& AtefA| 2thY). Qlln OjCjother @ Zwords, AMHAMZ
services 7l%cannot Hlbe AEO{Estored O0fZXas QI EO{Z|inventory. (£ AH|AE 211
2 Hast £~ 2Uh). 5Due Eto Cthe UY|O|Znature OlEof Al Aservice Z2{EM
production, QIHEO|Z|inventory A Eand AEO|2{X|storage OlOtare not IfAH
possible, M|O0|Zdmaking QI EOZinventory 71EZ&control & Zchallenging. (0|2 &
O] Mu|£9| Hitofl= 21k 0| E7tsstE2 2 Z2HO| LTSI,

I 2O{Furthermore, O|Hleven ZEO{for Iz AEpurchased A{H Al Zservices, L|O|they Of
Ofare 71&Econsumed U Eand LO]2| 4 perish O ZEjafter Ola A Zdsingle SAuse, HE
and %fat Cthe A|QUsame EfQUtime, Clthe H|LH I Abenefits G 2tE Ederived Z&from L
the MHE Aservice 84 %Ralso O A|IOldisappear. (£ FOfE MH|AZ} StEHEE 15 2M 4
ot 12 ZA|0| ME|AQ THA (benefit)= Af2fZICt). 2tOn Cithe O{Eother 3 =hand,
Z2tH E Aproducts FHcan Hlbe 8 X Eused ZIE|E2|repeatedly EO{for HE|ZEmultiple
L 70|74 Zoccasions Ofj2as Flong OjZRas H|O{their IX|Zphysical Hform O|IX[AEA
exists Of ZE{after I{X{Apurchase. (¥IHO| AHF2 FAYUE 20 1 4F2 A FHE7}
ZAstE e F 3letk HEESHY ALY £ Uh). FDue Eto Cthe HO{2|MEUZ|E
perishability 0{Eof [ Zthese MHE A Zservices, G|O{there O|Zis Ola Z2tE&iproblem
OlHof EAloss Sdue Eto 2L 2|E Moverproduction 91 Eand ZEAloss O Eof =2t
profit O EL{E| Zopportunities Sdue Fto AEH 2= MHunderproduction. (O|2{gt AH| A9
2B (Perishability) 2 2 2fQJ 440 ofgt &AM} dpAM4io = Qlgt O[] 7[3]9] 4fAMO|Et=
SX|7t 2rAISHEE). O|O0{ EO{Therefore, Eto O E2|Aaddress Cj Zthese & X| Zchallenges,
Slit 0] Zis YMAM O Elnecessary Eto O]z|Eachieve O{a & Abalance H| E®between L[
M =demand ¢1=and M ZF20|supply. ([H2fA Ol & SiZASH | YoM = 2 & 79 £
3t O|F& 0| TRSIH). AMA|LZ8 Specifically, 9lit 0| Zis WM A O{Z necessary Fto
OlA A Eadjust Z2{EMproduction S8 Zplans H|O|AEbased 2ron LI Edemand, X2
B Eprotect Z=AMUE|E flexibility 2 Zthrough Cthe 3dtO|&Fhiring OjEof Hiog|g
temporary AEfZstaff, AAZZ0{explore Lf=new SA|Zuses ZEO{for OO|Hidle I{AlZ{E
Zfacilities 20{or O| Y™ Eequipment, 9 Eand Z2{HIO| Eprovide ¥=Z0|0|Zemployees
Awith EF|0|Htraining ZEO{for HE|ZEmultiple E&Zroles Eto 32|0|Slcreate 0ja I}+2
O|o|Mfoundation ZEO{for FZYUmutual A ZEO|Esupport F-Hduring mpeak LO{2/0{&
periods. (LA 2= £80| L2} MitA =S HEstL, AAREHY 2HES Sl FAHES
531D, QMO WU M2e B8ES AN, ZUUH o2 AR ffEt 18 e
Allis FARAIO] M2 =8 4 Qe 7|82 THEO00F gth). ZZHFrom Ethe H M =demand
AIO| Eside, Qlit O|Zis YUXO|{E Eimportant Eto |4 g|¥generate LM Edemand HE
and dEhave Clthe O{&2{E|ability Eto AEO0{store Ui Edemand Qlin Cjthe Eform
O Eof O[&¥waiting 20jor A H|O|/d Zreservations. (82 SHOM= +2F YJA|70F
st HZ7|4 o €2 JFHZE £2F MLz 2T £+ UO{0F 2th}). EO{For O|17HH
example, i bank H@H Znumbers 1 =and O EQIEMHE Agppointments Sfat Cithe HIE
AEdentist SXEused AMX|such AEZ{E{Z|Rstrategies. (O|& S0 23849 HS HL} x|1t
M AlZh 2fL SO| 13 HMEFZ AL AO[L).

5.2.2 OThe QHME|ojg]ancillary H|EE|2]AE Acharacteristics OJEof A{H{A{Zservices
(MH[29] B4H £4)

MHE Al ZServices OfOftare H|O|AEbased Qton [C{the ZEO{four HMEMHE fundamental A=

Engsthan



206

E{2| A8 Acharacteristics MM Ementioned @2|0jearlier YA E=and sl Ehave A|H &Eseveral
oMol ancillary A HE|2]AE Acharacteristics Hithat FHcan Hlbe AMHZRE
summarized OfZas HZ2Zfollows. (MH|A= {OAM 83l Yl 7t 7|24 &d& 22
2 5l o8] 71| BExd E4E 7HA|L U0 ot 20| gkt £~ Q).

M MHBA{ZServices OfOtare Ola A|0{2]Zseries O]Hof M Zactions 20{or ZEEfA|AZ
processes Z{Erather Hthan I{X|Zphysical OfEA E Aopbjects. (AH| A= =710| OfY
2 YT MY L= o).

@ HH™HZ|Generally, AH Al Zservices Fdo Wnot QA Einvolve Cthe EzHAItransfer
O Eof 2% Hownership. (Y8t oz MH| A= £2/FHY O|HME £EISHA| 2t=0). O
IIf Qyou OfOtare §Zlusing Man OOl 2 E Eaircraft, Syou 2{A|Ereceive MHAZ
services HSthat OfOfare E=HA X O{E|{Etransported Z&from ®one Eg|0|Aplace &
to Oj{another, Blbut C0jthere O|Zis LM nothing ZEleft Ywhen Syou 2 Z|
reach 20]your HAE{U|O[ddestination. (}F7|& O|8ste= 8% oF H20M HE &
AT ABE|E MHAZ W0 2HZ| 0| ST @ OLRAE YR =L, OfHO0f Z
Ol Acourse, dEtQZsometimes A{H{A{Zservices 7FHcan OfL|O|¥enable 2%L{¢
ownership O{Eof FZgoods. (22 2= ME|A7F SHS L/5H i AH).
When 8%lusing & E|YUretail AHA Zservices, Qlit &2 Xallows Syou Fto s{E
have ZE{Emultiple OIO|&E Ritems 2lin 2% your AfHshopping 7{O0tEcar. (AO0HY A
HIAF O[&stH ZHAYO o8 EHE 7ML UA EH). 2In MZ[such #O[M=
cases, HIOlby 7Z14Rconsuming LCjthe AlH Aservice, Syou QU Eend Yup LLH
owning EHZ{Htangible Z2}H E Aproducts. (0|3 A0 = MHAE AH|ZOZMN 8H
A HEES A85H HO). st0|H However, Slit #Eshould H|be 71A|E Econsidered
O Zas Oja I}OtEpart O] Eof Cjthe L@ H Soverall MH Aservice. (2L A& MH|A
o dEFZC = HOROF & Zi0|LY).

® EThe Zz}o|OjOojE primary HZvalue OJEof Oja AlH Aservice O|Ris FJZOO|EE
created A Zthrough UOthe CQlE|zMinteraction H|Efbetween LCjthe ZAEH
customer 9 Eand Clthe AH Aservice E2{H}O|Cprovider. (MH|AQ| & Jtx|&= 11741}
ME| A A ZAH7HS 22 7t AT, QIn Hthe #[O]£case O Eof ZZfHEA
products, Ejthe Z2tO|HO{&primary #Zvalue O|Xis HE ™ Edetermined SHat Cthe
HHE| 2 factory 20 or Z2{H Mproduction AE|O|X|stage 5[0t However, EO0{for A{H
Al Zservices, HSdue Eto [|Ojtheir QA|L22|E|inseparability, Cithe HO{buyer G
£2|directly IOtE| M ISl Aparticipates Qlin CEthe AME Aservice Z2{YMproduction
AHAEand Ha|H 2| delivery ZE2AM| A process A Eand SE2{E utility 0|Ris Z 20| E
created A Zthrough QIE|2#M ZXinteractions Ywith Cjthe AlZ{seller 20jor AHXA
service I{Mpersonnel. (A& Fd20= FH0UM AFL = 7(z2(7F AFER|TE MH|
2= HZ2) o ofsl A AOA7F ME[A ik & QIE IPY O Fo{oty HOfAtL FY
il de28Y O 80| =z2EH). AME{AZServices OfOtare 2Moften HHHE
dependent Qton THIt@Imanpower. (MH|AE QIO 2 Est= 27t ). QIn Hthe
#H Ol Acase O{EHof IZZtHE Aproducts, O|O|they = 2tO|rely Qton IfAZ{E|Zfacilities
L0jor ¥IZmachines, Blbut AMH Al Zservices OfOftare 2Moften T HIEH Edependent
%ton ZH Zhumans, A Eand §0jtheir Z2{E|lquality O|Xis L E{H Edetermined H}O|
by EHhuman S22 %|technology. (M Z0] Z9 AH|Lt 7| A0 o Z5Hr] AH|AL Af
o o E5tE EF0| W ArES 7|& S0 i L FHO| AFHEL.

@ EtUTime YEand ALO|Mspatial Ol AEMEadjustment OfOtare QUIZOHE
important TE| Zfactors Qlin Gthe i Edemand ¢ Eand A{S2t0|supply Ol Eof A
H M Zservices. (MH|£9 £8-ZF0= A7HAE-Z7HA 2H0| 3238 2471 HO). H&
This O|Ris Fdue Eto Hthe WO 2| M&UE|E|perishability, Ola HEHEfundamental 7|
2 E|2]| Al characteristic 0 Eof AMH A Zservices, YZ|which LM AE|S! Anecessitates
Cthe SIOfHUA|0|Mharmonization O{EHof OMHEdemand A EZ=and A{ZE}0|supply.
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Ol= ME[£9] ABF0|2tE 7|& 540 2t A= +82 Z59 R3E O|F= A0
T Qsth}), EsiANE|O|MTransportation A{H| Al Zservices, AMX|such OfjZas 2{$rush
OF20{ Zhours F&Hduring H58Hcommuting EfY Ztimes 20or 71X AZcongestion
OHat I}H2Z|popular O|AE Y O|MZdestinations F™Hduring &2{5|0| Zholidays, 0|14
Z2{00|exemplify Tthe ¥UXEOE Aimportance 0 Eof EII{ZHtemporal A Eand AIL|O|
Mspatial O{H AEME Aadjustments 2lin O/& meeting Ethe M Edemand. (24 M
H| A0 A9 S Al7tel 2{4{0Y, US| WAzl &3 50| 0|8 Hof ZCf).
O|Hi = 0j|0| MEvaluation O{Eof A{H A Zservices O|Xis ZZ}O|H|=E & primarily T done
M EZIE| E2|subjectively H}O|by HAE{H Zcustomers. (MH|AQ] WI= 2 17H0| 9
of Moz 0|20(2IL). T2tEH E AProducts 7Hcan H|be O|Hi=0{0|E| Eevaluated Hf
Olby Z2{&AMZproducers, ¢1Eand L|O{their ZEt0|A& Zprices OfOtare L|EHE
determined H|O|AEbased Qton Z2{E Mproduction 7IAE Acosts 9 Eand OfFother
WE Zfactors. (HF2 427 Bt & Q1 1 714 % AH4tE] 3o 2Jsh ZEEH ).
°lIn 7FEZjAEcontrast, A{HA{Zservices OfOtare QIEHZ{Hintangible ¥ Eand #E
ZEcharacterized HIO|by O|O{their ®one EfUtime Y|O|X{nature, 0|0|Z making Slit
O A Edifficult Hto H|Ameasure Z2{E|quality QI 5O|E|E2Zintuitively E{The IZZiO|
Aprice O]Eof Ola A{H Aservice 0| Xis QAEE=AH A Einfluenced HIO|by Cithe A EAIE]
Hsubjective AE]A D Msatisfaction A =and SEE{E utility I{A|E Eperceived HO|by
Cthe HfObuyer. (O[0f Hfolf MH|AE= FFZX0|H X FHC=2 Aoz FHS
S4ot7| ofg L LYAZE FHHCE Ly BEL 280 Qof 1 7tH0| FY¥E e
C}). §The M Edemand Y Eand Z2}0|Aprice O{Eof Ola A@A|Especific MHA
service OfOtare CJE{H Edetermined HO|by Cthe ¥ L Awillingness O] Eof QIC{H|Z
2 Zindividuals £to L|O|pay Ola MElcertain OO0 Eamount Qin 20{Forder Eto
2{A|Ereceive Hthat AH Aservice. (5§ MHE[AF 27| Yoll= 7|740| O] =& A
Soth= 420 MB[A9] £ & JtAZ ATFH).
EThe OAEZ HAMdistribution 2z Zchannels ZO{for A{H A Zservices, O|Zif L|O|
they O|Z1Z| A Eexist, OfOtare E|IZ&|typically H|O & very £0]Eshort. (A|H A9 S &
B2 TAHL S 0f% ETY).
A B A ZServices sf{Ehave Y A{Euncertain Z2|{E Mproduction Z8iZplans. (MH| A=
MAtAH 20| E2AISILH). 5Due Eto Hthe UE|Hactive QALEM Einvolvement O Eof
HAEH Zcustomers 2Qlin Ethe AMB Aservice Z2{YMproduction ZEZA|Aprocess,
Cithe H|3|0|E0{behavior OlEof FAEHRcustomers A|Zseeking Eto THXHA
purchase MHEAM Zservices O|Xis AZ2|EE{¥Hunpredictable Y1Eand HHEZS2H
uncontrollable, 0|0|Zdmaking Slit Q5| E&inherently OI{Z Edifficult ZEO{for L
the AMH Aservice QA AEZ|industry Eto O|AEfS2|4]establish Z2|AlO| Aprecise &
2 & dproduction E% Zplans. (MH|£ AH4AtubE0| 10| 21 27)st= SAEES 714
1 A7 WFZof| ME[AE 0ot = L9 HF2 AMMOSH SA7F 7oA ME[A
Aol AEOM = ditA =0l S #8150 ST,
2tAWhile O|H =0j 0| evaluating E{the Z2{E|quality 0 Eof 0ja Z2tH Eproduct 2™
often H|2l Atakes EtQtime, Cjthe M| AMH Eassessment 0 Eof M Aservice Z2{E]
quality E|I-Z&|typically 0{7{Zoccurs O|0|HSIZ|immediately. (&2 F&2 B7I5t=
Ol A|7tO] 28 &= O ghoff MB|A FHO HIh= SA| O|F0X|= Z0| EFO|CY).
oatd EProduct  O|HH|O|Minnovation ©O|Xis AMIAME|Esensitive Eto HEO Y
material A Eand Z2XM|Aprocess HIEE{Z| Ztechnologies, 2FYUwhile Al Aservice O|
L{H|O|Minnovation O|Xis MAE|Esensitive Eto QAZO|H|O|Minformation ¢ =and 7
T4 A O communication El'g2{X| Ztechnologies. (H&2 342 221 & I 7(=0
QIZskl MHA A2 FE Y HFYAOIMA 7(=0f TUZSIL).
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5.3 A|tHAService Or0}7{ & Marketing (AMH|A OFE)

EThe AH Aservice QG AEZ]industry O|Ris HAEQXEcomposed OjEof ZzZ{EHM
production, 2l 2|delivery, Al Mperception, Y Eand OfOFHE marketing AEXLEHEA
components. (MH|AYZ MR HFE QIAH O E=Z J1dHETLD

A AService Z2{YMproduction Q2FrE Xinvolves 32|0||0|®creating FLZgoods, 2t¥
while MH Aservice E2jH 2 delivery QH Y Zentails 22| Hdelivering EiZ & tangible 2
Olor QEHA|Hintangible 2I{ & Zofferings Fto 7{AE|H Xcustomers. (A|H|A AMAt2 AFE
2 UEE Ao, MH|A HE2 FY R399 HES LM A HdEst= Ao|H). HThe M
H Aservice Al Mperception CI}OFEMH Edepartment Q2rE Xinvolves 00| Z making 7
AE{H Zcustomers O] Ojaware O] EHof Cthe YUname EaH Ebrand, 22 7#|0|Mlocation,
Al Zsymbols, AO|YZ|signage, UE==Z0|0|employee O{EftHattire, Y4 =and OjEother A
2{HE Aelements HSithat @ Zhelp FHAE{H Zcustomers 8|7 10| Zrecognize A Eand
I{A|Eperceive Hthe AH| £service. (MH|A QA EE 17ZHO| QUM £ QU FH(EHE),
2|, dHE, Y=, AEEY 22 YoM o] QAAMER St= Z0|L}). HWhat O] Zis
Githe OfOFHE marketing OlEof Cthe A H Aservice OOt ®H marketing CLIOIEMHE
department? (AH|A OAHES OAIHO|ZN)? QlIn Lthe OOtZImarket, S8 attracting
FHAE|{H Zcustomers O|Xis 2T Ereferred Eto OfZas OFOt7®&H marketing. (AZOAM &
HE7|E OpA|”0|2f 3tL). In 20| order Eto 2 Eattract 7 AE M Zcustomers 2lin
L 20MDongdaemun OF0FZiMarket, AFREBEshouting Of2out We sf{Ehave 1Z|0|E
great I{E=fabric Qlin 0F20jour AEO{store! O|Xis &4 Ralso 7AA|E Econsidered Of
Zas OFOtH & marketing. (SHZ AlYOM &H2 E7] fsHM "8 ZHA0 &2 240
AsYHO e 48X = AYE "DFAYOILY). Ot & Marketing QI E Zinvolves D%
managing 7 AE Mcustomer COMHEdemand, A{ZZ{O0|supply, A|¥Zsales, ZEZ{ELM
promotion, ¢1Eand I{X|A'Fpositioning. (OtAHZ 2 LM L2t o5&, TOH, 14,
Ate|ofd 27| st= Ao|H).

OlIn Gthe #|0|Acase O{Eof Ola ZAE{ZErestaurant, Gthe 7| kitchen A E Zserves
OjZas [Cjthe A{H Aservice Z2{YMproduction OGIOFEMH Edepartment 2Z|ATHAHE
responsible ZO{for Z2tH E Aproducts, ZF2{E|quality, Z2t0|4lpricing, HEand ZE2L2H
E|HEproductivity. (AEF& 0|2 EH Y2 MH[L YUEEN 4F, 82, 714, Yd2
S5t §The g|AE{ZErestaurant MB{ Aservice AE{IZstaff, E|O|® Rtables, A|H
seating, QIE|O0{&|0jinterior Cj|7{2||0|4decoration, AI{O|4Aspatial 2[|0|0t2layout ¥ Eand
M3 M He|Elfunctionality, O AEZ{HEMdistribution 2z{'d Zchannels, ¥ Eand ZZEAA
process =™ handling Efall 2Eunder Gthe 2| ATA R 2{E|responsibility 0{Eof Fthe
MH Aservice E2|H2ldelivery CJL}OtEMH Edepartment. (MY MH|A 2 HO|E, ZAM,
WEYA, 1t Bz 7|87, F&838 2, HETBA = MH|& dEE EF0|H). EThe 2| AE
2ZtErestaurant LU|®%name EZiEbrand AfO|YZ|signage, Z2#|0|Mlocation MM
selection, AEfZEstaff SL{ZZuniforms, g|AEZErestaurant A Zsymbols, 1 Eand
AT Zsculptures OfOfare Cithe 2]AMAMHEIZ{E|/responsibility O] Eof Cjthe AMHA
service IAlMperception IIOFEMH Edepartment. (AE H(HaHE:7tm) AlE 2| M
d, AEEY, AT 442, RFE2 AMHL AAE ZF0|0).

FHAE{HCustomer CMEdemand Ol Z|HEmanagement, A{ZS2}O0|supply OjLHRAHE
management, A Zsales, ¥ Eword O Eof 02 mouth OOt & marketing, ¥ =and I
A|Mdpositioning  Qlin  E{the  OfOtZ{market OfOtare Cithe E|ATAMHEIZEZR
responsibilities O] Eof Cthe Al Aservice OFOtH B marketing CjLOfE/ Edepartment
Qlin Ola 2| AE{Z Erestaurant. (AT 1M ~Q@d| e, TOf, 1M, 220 27|
S2 MH|A OMA”HE 2H0|0}). O{EOther HAE M Zcustomers OfOftare &4 %Ralso LiOf
Epart O]Eof Cithe AlH Aservice OOt & marketing O IO EM Edepartment Qlin O A
this 7ZFEl A Econtext. (0{7[0|M §& LMELE MH|A OHHYH RO E3HHEHLD). HThe HO|A
Etaste O]Eof Ola Ymeal FlHcan H|Oj&]vary L BHIddepending 2ton QE{whether 014
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other 7{AE|H Zcustomers OfOtare QA RO0|Uenjoying EHMME ZXthemselves 20jor H|Y
being =0[Z|noisy. (& &HE0] 4 &2 AMLOEA st=L0f| T2} A]AtS] OFo| FHafd
4 97| mj2o|ch).

ME AService Z2{E Mproduction O] Z|HH Emanagement TE|{ Zfactors Z2}H Eproduct,
Z2{Elquality, Z2}0|£price, Z2EHE|HE|productivity (MH|A diEd]oa: HE, &4,
717, H4bg)

A AService EZ|H 2| delivery OjLHZXHEmanagement MME{Zfactors UEZE0|0|=

distribution Z{'& Zchannels, ZZ2 M| Aprocess M FAMexecution. (MH|A AEH2 Q4! 2
H, Y Hizfel 7| 5d, Fed=E. HETA)

A AService I{AlMperception OjLZ|HEmanagement ME| Zfactors L|YUname EHaH
branding, 22#|0|Mlocation A= Mselection, &HZsymbols, AIO|LZ|signage, USZZ0|
Olemployee O{EfGiattire. (MH[L QA2 R4 HY(EHME) AZMY, 4=, 2= 2HE
=)

M EH AService  OOtHE marketing O A|HEmanagement  ME| Zfactors 7 AEH
customer 0o =Edemand Of L4 X|™H Emanagement, A E2}0|supply O RA|HE
management, A|2 Zsales, Y Eword O{Eof 02X mouth OFOtHE marketing, I{Z|MY
positioning. (MH|£ O #HE|Q4: UM4Q 8], S8, TOf, 2™, X2 ofd 2Ho])

1 ZXGoods(4HE) : OJA IZEZHEproduct O|Zis M something HSthat O|Xis QIHIOE
intended Eto & Esolve 0ja HAEH'Zcustomer's Q5|2 Einherent Z2t5&problem 2
Olor 4O|Cneed EO|{For O| 1M ™example, Z2}0|Uflying ZZfrom A2Seoul Eto &
New 20{3York Qton QHan O|0{E&|Qlairplane, A& getting Ola EMtooth AAEME|IE
extracted SHat Oja HIEJAE'Adentist's 2 Aoffice, 20 or Z{A|®receiving HE4HE
nourishment ©fat Ola 2| AE|&Erestaurant. (&2 1Z9| 2210l 1ol s{AsH| &
st Aot Ol & =T H|A7|E B MMM FE22 7t= A, UM SX|&F &=U, A
TN FYS S=ot= A SOIH).

2 E]Quality(E32!); §The Z2{Elquality & Eshould Hlbe ¥YZ-&2|%appropriate EOfor
Hthe HAE{M'Zcustomer's 2i|&level. (L £F0 = FHO[0{0F 2tLY).

A E ARG ESubstandard Z2{E|quality A Xl E Adisappoints 7{AE M Zcustomers A
Land 0O|may &4 Eresult 2in Ola #lack O Eof EX{future MU Zsales, & dleading
Eto I}o|HAMfinancial EXMZlosses Q0n Clthe OjFother @HEhand, <UAMAIESZ
excessively ot0|high ZE2{Elquality FHcan 2|/Elead Eto <AUA|A|Eexcessive IZZ{EHM
production 7tAE Acosts 9 Eand IfO|WHfinancial 2AlXlosses. (44 Z20| otd st¢
FHEE 1AS ATAZ o2 TOi7F O|R{R|R] oot MY HAE LAAZ|L, 2T &
A2 Y47 20 2 QE 24 HAE HYAITE). 0| 2As HLE{M Z'customers’ QA
income 2| Xlevels d2fjF2gradually YLIEZ=Himprove, Slit O|Xis L AN Og
necessary £to C#!&EHdevelop 5t higher Z2{E quality Z&tH EAproducts £to SBlmeet
Ootheir O|%Hlevolving Y Zneeds Y Eand A ABE|O| M ZXexpectations., (L9 A5 %4
TO| 2tE FSEA et 4 82Y HES MEstL Q00 3thy).

20| APrice(7}A):

o IHE{ZFactors Sthat E{E{Hdetermine ZE2}0|Aprice (7}A2S] AYQA) FIAECost, A
H|E{E{Competitor Z2+0| Al Pricing, 1 2E{HCustomer QZIncome, ZAILCompany Of
HAE|H Z0bjectives, M EDemand U2 AE|ME|Elasticity (E7f, ZAAZIE, 1A

7199 BE, 48 £Y)

IZ{HE AFlements O{Eof Z2t0|APrice Y 1Z240|0|dNegotiation (74 7Ha{el &

! | Payer, H|O|HEPayment 22 #|0|MLocation, H|O|HEPayment EfQUTime, Ij

M EPayment 0| E=Method, Z2t0|APrice L2E{ I # O] M Notification (=234, A|

O P2 4n
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=YL, A=A7|, AEYE, 7HESA)

o I2I0|4Pricing AEE|E{X|Strategy (7t A=) EfQUTime H|O|AEbased ZZ0|4]
pricing 4 I =4 00| Mdifferentiation, Z2t0| APrice CJI &4 0f0| Mdifferentiation H|O|
A Ebpased Qton HFO Zbuyers, ZZ2}0|APrice O 0f|0| Mdifferentiation H|O|AE
based Qton I{x Apurchase 2ZE{E|quantity, Z2}0|APrice O 2 4 0| 0| M
differentiation H|O|AEbased Qton d2fxFUgradual AE!Asteps, HE =EBundled Z2f
O|dpricing, OF=0dd ZZt0|4pricing BiE Atactics (0|8 A[7{HE 7rAzpE3, SLO{AHO
U2 7t4 zigEet, F0iFE0| e AXMEe, 2500 OE 7HExMEe, Ess87t4, 25
7t1AAZN, EJ0{ETiered Z2t0|Alpricing H|O|AEbased Qton ABME Estandard ALA
I #|0| M Zspecifications A =and A Zoptional L% Zfeatures (EZAQYF 7t L4t AMEH
At JtAC = COhHHA Stot), 7AA|EE|0| MConsideration O] Hof ZB|AE| Zprestige X
2t0|Alpricing (HH 7tZ213), Z2{Z2MZPromotional Z2t0|Alpricing EO{for HA
E{Hcustomer Q1 SAMHEinducement (074 S AFZo EH A stCh), ZE2H0| APrice
O0|Ris ©9Man UXLOEEimportant Z1Zmeans OjEof CMEdemand 2 ZA2|0|M
regulation. (7t42 £2F Zdst=0 F823 #TO|H). FZDuring Hpeak OfL0{=
hours, 5t0|high Z2t0|Apricing Z2{A| Zpolicies OfOtare YUZSZ{HE|Eimplemented &
to Q3H Aenhance ZE2tIOE{ & 2| Elprofitability, 2f2while F&during Ynon Tpeak OI%
0] Zhours, 2%low Z2}0|Alpricing E2|A| Zpolicies OlOtare UZ=ZZ0|Eemployed Eto
QI3 Lincrease HMEdemand. (M 3A|0= 17tF HAMO = £HS FdA7|H, 4
JELUO| otd FR= AH7tF JHMe=z £9F F/MIH). FTo AE2HEimplement
A E 2} E|{R| Zstrategies MZX|such OjZas HZ|early H{ Ebird O A7I2E Adiscounts Hat
Al Zcinemas, #Zx|EfUlunchtime OAJFREAdiscounts Sfat  E|AETEA
restaurants, A Eand 2 IZoff Mpeak OA7t2E Adiscounts H[O|by 0|02t =
airlines, Slit O] Zis YA M|O{E&|necessary Fto &/ F 0] Erecord O|¥ddaily 8% user 7}
2E Acounts ¢ Eand Ofj'E2t0| Zanalyze Ethe M Edemand 7{Ecurve. (oo =
2O, B AR HA AIZE &Rl FAS H|&7| &I, O|F YoM = 0¥ o|& ¢IHE
2 7|55y +£2LHS It ofoFstLYy).

a2 QEE|HE|Productivity(4d4Hd): T The QI ZEinput O|Ris & E=AEreduced 2%Lwhile O

the OF2ZFoutput O|Xis QI FE2| A Eincreased (Input 2 £0|1, Output2 =),

e IZ{EHMProduction 20]2|AHE{ Eoriented Y€ E22X|approach (ARG HZ2) @ FIAE
Cost 2= Mreduction, ¥2fQIdaligning Z2{H Mproduction IjAl2{E| Zfacilities Hwith
OfjHH 2| X|average OfHEdemand, <2E{O|Mautomation, O|LMEefficient I{AZ|E]
facility QIH|AHMEinvestment, O|Z ™ Eequipment M|&Esharing, £EZ{E|?Z|strategic &
20|21 A| Ralliances, Or240{4Joutsourcing, 2|AUAHreengineering, <¢IE2{EHMA
introduction O] Eof AAI|Eexpert A|AE Zsystems. (E71AZ, B S T0| AHARA|
Mg UMY, ASH, EUHIEA, QHIBQ, WA E, Ob244, AR, U
ot AR EQ)).

o HAEHCustomer 2O0{2|%E|{ Eoriented ¥ E2X|approach (LR H2) : 50|
Hiring ItOtEpart EfQtime UZZ0|0|Zemployees F&Hduring Zpeak 020 Zhours,
Ol managing M Edemand ErQtime £&5t2Aslots, YE2|HEimplementing QE{L!
internet X ZtA|Aprocessing, EjA FJtask =2{A|0|Mdelegation, & ATMHexpanding 44
Dself AH Aservice €M Zoptions, UUEZZ0|0lemployee Eg|0|dtraining, AALAEH
installing Z2{E/quality ZAZEE{computer A|AE Zsystems, QAU AEHinstalling OH
waiting HH number A|AE ZXsystems. (L] 3A| Of2HIO|EM 2L, £ A|7tQ &2, ol
Hull Xg|, R4, AIMEH|A 3, A, 22 AFEAZ|, W7 s B7| dZ]).

AE EStaff(RIY): O X|Manage 7FFE&EAconflicts U Eand AEgZ|Astress H|EH

between UEZZ0|0|Zemployees A Eand 7{AE{Zcustomers. (AH7F 2IY|-0M7F 2=

1 AEFAE #E|sta}), St0Hire 4-E{¥suitable FHE Q! Acandidates. (HgsH AHE z

2512t), 2 QIRetain Ethe H|AEbest {Z20|0|Zemployees. (19 ZI#

==

mjo
=[o)
el
ol
L
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74 EConduct Eg|O|Htraining A Eand T MHEdevelopment ZEQ718HXprograms.

S AA|sta), st AEnhance QE{Einternal 5L # 0| communication. (W&
ARYAOIAES Hatotet), YEEHEImplement 27 1Y 4recognition 1 Eand =YY=
rewards. (A2 A4S 5tat), 2 2{ZDelegate CjA|Xdecision O|O|Z making O{AZ{E
authority. (YAFAAS AHSHE Hostah), T2 2L EPromote E|BE”teamwork. (HYIE
Zfe{stat), SE2to|RUtilize OiAmass HSH U AHO|Mcommunication. (HAHSYAHO|MH S
2+8512}), UE2{HEImplement AE{7 Estaggered EHteam O{OO|®Harrival EFY Ztimes
0] Z0{Qaccording Fto Wpeak OfR0{Zhours. (LIAEUEZ HE ZTAILE FH2sta),
O{ ARl Assign ¥E20|0|Zemployees Swho 7Hcan gHZhandle 5tO|high 2|t Zlevels O{E
of QIE|{I{ M Einterpersonal At Aservice YR Ewithout H & feeling I E| 1 Efatigued E
to HAE{Hcustomer A Aservice 7F2E| Zcounters.(42 2l MH|AN L MEE L7713
%= A EE Z0| BiX|stE}).

AT O] Aspace 2[0|0fZlayout =& HIM'AZ Elfunctionality (F7r2] HiZ|Lt 7]|&57d): €
Well-C] X9l Edesigned AIjO|Aspatial 2i|0|0t2layout Y Eand I AR E functionality
Z80| play 9a Z2role Qin Z22Z2Hpromoting 224 social QE M Xinteractions
H| E®¥between UEZZ0|0|Zemployees A Eand HAE T Zcustomers, O Zas Hwell 0=
as 0{Hamong HAE{H Zcustomers EME ZXthemselves. G|O0|They 71 E&2|Zcontribute &
to AM|O|™shaping Cjthe A2AMsocial CO|W Bl Adynamics Y within Clthe ALO|A
space. (MH3| MZAT Z7Hd Wjx|ot 7SS WD LA DAD DM|E| AS|H ArE2
82 Yo7 st OlF Fgst= S IFHEZ 2tH). HO{ZEO{Therefore, AH Aservice
Ao L ZXcompanies 4 Eneed Eto OjL{Zmanage OfAME Agspects A{ZX|such OjZas O
the M| Al 2|E|accessibility O] Eof Cithe AI0|Aspace, M8 QX H Earrangement 0 &
of AlAseats, §|O{their AIO|Zsize, Y Eand Cjthe 4 Mconnection 20jor A|Ljg|o|M
separation O]EHof TWIMYE|E|Zfunctionalities YW within CEthe AI{O|Aspace.
(A B2 ME|A 7|82 379 82 &, M9 Hiz|, 37|, 7|9 AZAL 78 &8 &

2|3 OF SFLH).

O AEZ HMdistribution Z'2channel (§EZ4&):

e HHE|Multi A EO|store AEEZ{E|X|strategy (B4HdE A=) BLAEMost AMHMZ
services AEfOFEstart ¢ =and A A|Esucceed Qlin Fone 227 0| Mlocation OFI{g|O|
E{ Coperated H[O|by Ofla JZsingle AI{Ycompany. (EZ2| MH|AE 2F UA|7F 2F
oM A|RFSHA HZ5HT). ETo MCifurther Z2{ 22 Epromote 122 M growth, A
Hdexpanding Eto M|710|0]2]secondary 91 Eand E{M 2| tertiary 227 0| M Zlocations
AHAEand AME20|Ysupplying Hthem Fwith 2traw HE 02| ¥ Zmaterials Z&EHfrom L
the M|®Imain E&lizx|branch 2¥Uwhile M|™sharing Cithe A M| Asuccess AEOER
stories O{Eof Cjthe 0Qmain EaiX|'Zbranch's MH A Zservices. (2 AZ2 #|st
7 YoM A2 A3 Ao 2EE Wl 2E0M EAMERE FEorl, 249 MHE[A
2 A E A 4StO). HEO|By Zaizfo|Rfranchising E&iz|branch 22 7|0|M Zlocations
2lin 2L Erenowned A|E| Zcities 84 using O Athis €22 X|approach, Cthe ZIj
Hcompany 12%Zgrows QEinto 0Ola HHEO|WMEmultinational IOJ{Lg|o|M
corporation. (0| Aoz FHLEAIC FHE ZM2O[(franchising)stHA T=Z 7|
Aoz MHASHD}). O|ZHE ZExamples O] Eof O|O|ZXmajor A A|Asuccess AEOIE|Z
stories Q12 ZEinclude Z 122 Jongro Z¥ Kimbap, &LO0|Hyundai £-2E{Motor 22
#1 Adealerships, A|O|0|ZEAKFC, 9Eand H CtE'ZMcDonald's 3 7{ Zhamburgers.
(TS24, AUAtEsat Tojd, KFC, MEFE A S0 2 dF At 0|L}). |¥When
olAmMexpanding E&X|branch Z2#|0|M Xlocations, Ethe 0|Qlmain AEOstore
#Eshould 20| ZXalways 240/ ensure Ejthe 71C]M Zconditions XEO{for O|QIE|0|d
maintaining Z2}L E{ & 2| E|profitability 9 Eand #HOj&E 2| carefully A2 Eselect EHZ|
branch OfL{4 Zmanagers Swho Ffcan H|QE|QImaintain Cithe AMH Aservice EE{E]|
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quality. EThe YEHnumber OjEof H&#X Zpbranches £Eshould Hlbe QIZAE
increased 12§z &|gradually 2while OQIEH|O|dmaintaining Z2tIE{El2|E]
profitability 21 Eand AH Aservice ABME Zstandards. (242 WHA 20| R Af
&2 Y B2HO| BA 7|RE RA @+ UE RUY MHEIAE A & £+ Us 28%
2 M8 M 1 £3F &2 7IOF ).

o O E20{0|Auxiliary A|H AService A E2{E{X|Strategy (EX MH|A HEF): EThe 2 E
2flE{ X|strategy OjEof COHiZ{™developing YEand AMHselling AMEZ{HEOZ
supplementary AH Aservice ZEtHE Aproducts EO{for Cithe ZOcore AMHZA
service. (HHMH|L0| EHIZMHA HEFZ JHYcHA TOiStE HEO|L). O/ 1m™=
Examples OlEof O Athis AEZE{X|strategy Q=S FEinclude QA AEHinstalling Ola
7tOtcar A{H| Aservice ME{center Qlin Cthe IOt parking =tlot O Eof 7}0rZKarp
L] IO EMH E Department 2 E0{Store, M|™dsetting Yup Ha HiIbank AlH Aservice B
Mbooth Qlin Ethe AEO|store, A Eand AUAEHinstalling Ha | AE = Erestaurant
Hthat O|Xis &4a%Ralso OH|U2{Havailable EOj{for {EZ=20|0|Zemployees Fto § X%
use. (1 AEH|Z 7tE2Z HHopP™ IPYO| FHAIE HZ2|, DI 28 244 4z, AE:
0|88 A QI Ak Mz S0 HIMH|A Z2F0| QICt). HThe 7FMcaution 5|0{here
0| Zis Hthat 2tUwhile OjHadding A &2 HE 02| supplementary AMEA Zservices 7H
can Hlbe H|LAbeneficial, Ol dadding ZO{core A{H| Al Zservices YAlwithin Lthe
N Usame ELAO|Mlocation OiOlmay 2-2Z|only 2/ Elead Hto ZIL{E|Mcompetition
AHEand #£Eshould Hlbe O{EO|L Eavoided. (H7|A] Fo s AfSF2 HX MH|A ZIt=
FEotL A ME| A 27bE oF AU FAUT e 0|2z LIGHOF 3hL).

o HE|™Multiple OOtZImarket AEZiE{X|strategy (B4 Al A=) EThe AEZHE X
strategy O] Eof OHlZ2{™developing Y1 Eand L attracting 20| special HAEH X
customers F&Hduring 2Zoff Upeak OF20]Zhours. (85 A|ZtOjo] E4 17HZ J|df
SHM SGz|5He HEFO|Ct). HThe #O|Acase OjHof MEsetting Yup Ola I 7}OLE
kindergarten {4lwithin Ola Z{X|church O|Xis O]la FEgood O|1ZXTexample.
(La|oM FXES MX|st= A7l 2 AtHo|H). It O|Zis UZO{H Eimportant
Eto O]|EO|Eavoid 228 Hoverlapping with "peak OF20]Zhours Ywhen U=
2| implementing 2 E2{E{X| Zstrategies Hthat EfOfZitarget A4|Mspecial HAEH
Zcustomers, OfZas Slit H|Olmay Z Zcause ZAEZHconfusion 0{Hamong HAEHZ
customers. (7| Fo Al T3 A|7tHet SHEOf LHE0| 282 €2l 25
7b g mE oS WEHoF FHCh).

-

T2 M|Aprocess AHIstep (A& ©HA|): 5t2How HFdo OfO|I I}QIEfind Cithe 20| Eright
HiZ Abalance H|E®between ZE2{HIO|Hproviding ZZ X Eprompt A{H Aservice Eto g
O|&dwaiting 7{AE{H ZXcustomers Y Eand 7|®lgiving O|L{ Zenough Ef¥time FEto HHE
current MBserving 7{AE{{ Zcustomers? (H7|FQ LA 4l&3F ME[A Z|Zap 242
ME[ L = THOA SE5F A7E = A0 HEsE #98 AHEAH ZHE2 + U277 H
The T2 L2following O|Xis Clthe LE{DIO|ZEoptimized A|E Asequence EO{for AE
2| 220|dstreamlining Githe MH Aservice Z2XM Aprocess. (22 A2 HAE 2| Astst
= ©MOo|4}).

1. Z2MAProcess Oj™Mapping (Ae] ZAlSH: #2{A ERepresent Lthe AMHA
service ZZtA|AM Zprocesses Qlin Ola CHO|O0{1zfdiagram. (MH|AE LSt U=
nYgg IHO 2 LIEfHID).

2. OfO|GllE{I}O|Identify I EllAdpotential EQIE Apoints OfEof Of0{Zerror (M4 7t5H
O] &9l): OHE| M I|O| EAnticipate ¢ Eand Z2|I|O]prepare EO{for LjEIMpotential X
QI E Apoints O] Hof O0{2|error Qlin Clthe AMH Aservice. (AMH|A A4 JM5HE o
ot ofH|FL).

3. 28|0{2{O|Clarify Cljthe UFHAEelapsed EfUtime OlEof LEthe AMHE Aservice
(Aar A7+l HESH: EThe EfUtime TME{factor O|Xis A FAMcrucial 2in Hthe A
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0

H Aservice Z2fH E'Aproduct's 7tAEcost. (MH|A A4E2 A|7H0] 58 €71 240
C}).

4, T2t E{ 2| E|Profitability Of'd2|A| Aanalysis (U4 EAM): AMH AService EY0|&
delays 2|4 Eresult Qin IO|HMfinancial 2AM Zlosses. (MH|A ZX|E2 &AS 24
A|7IC}), MiSet Ola ABHE Estandard EfQltime. (EE A|7FS &St

5. OIE IO|Modify Ethe =& Eblueprint (AAZl £4): 2|H}O| ZXRevise Cthe A{HA
service S&HEDblueprint H|O|AEbased Qton DOiOtZimarket 2JA X|research.
AEZALE ol ME[L ZARIZ 3.

HaliCprand (B&): ¥When 7 AEHZcustomers £Zchoose AH A Zservices Z&Hfrom
Ao L Zcompanies AMXZ|such OfZas #AH|O|O|ZA|KFC, I 5 HFederal Y/ AXE AExpress, =
OlKookmin B 3Bank, A~2Seoul B 3Bank, ~&Seoul #ELand, OH2i EEverland, 2.0
2|AKorean O|O]Air, Of|O0|X|0jL{Asiana 0|02l R Airlines, 7HM|O|Cathay I{A|™Pacific Of
o1}l R Airlines, =-&C|MHDongdaemun OOtZiMarket, 'HEMHNamdaemun OFOFZIMarket,
Slotte CJI}OtEM EDepartment 2 E0{Store, &Ct0|Hyundai CjL}OtEM EDepartment &
EO0{Store, O|-Of0tEE-Mart, 7|0t Z0Carrefour, HfO|Buy EThe #|O0|Way, Y1Eand 4Ij
OOzl Asupermarkets, G|O|they #AH|O{&2|carefully O] 1A @lexamine Cjthe E&iEbrand Of
Hof Cthe 2/ ABE|Hrespective ZAL{Lcompany A Eand H|2Umake Ola CjA|Zdecision
Oton Y Ewhether 20jor Ynot FEto £ Zchoose L|O{their AH{ A Zservices. (KFC, T &=
dolamgs, T2, ME2l, MSHE, OfHIE, Ojekels, OfA|OtLtErE, Z|AM|O[THA|H
g, sHEAY, SHEAE, RO Hety, AC|#sd, O|0tE, 7t2EX, Buy The Way, #+Ij
&2 MH[A MBS A0 U2 SHE 7|Y HMEE |FA5| AHEN, O MH[AE MERE A
QIR| OFHZR|E AZASIL). EThe O|l'dmeaning Hthat 0a E3H Ebrand 7Z4H| 0| Zconveys E
to HAE/HZcustomers O|Xis Eto I Zhelp Z2fAIO|classify A Eand CjIji4ofSl
differentiate ZALO L Zcompanies. (EEHEJF LA 2= Q0= 7|98 255 WEE &
QF 2= Zi0|LC}). O|oj X O{Therefore, Ola E2 Epbrand £ Eshould 3Ehave CJAR FE|H14
Adistinctiveness, #2{t Arelevance Hto Cthe Z2}Y Eproduct, O|Zease O{Eof ZZ
recall, @Eand O|E=2evoke I}AE|EHpositive O] &2A|0f|0|M ZXassociations Qlin 20|
order Eto 3g|0f|Slcreate O meaning. (I2{E2 EHEME= ZEM E1 A, 7|49
80d, £2 O|0|R| & AdHst= TOl X£O| UO{OF try).

Zgo|Aplace (YZR| MA) EThe =L#O|Mlocation O|Xis MEIE| Eselected AL ™
considering TE| Zfactors A ZX|such O Zas Ez AIjE|O|Mtransportation, ‘20| Znoise, 2
LLE Zodors, HZRviews, Z2Z{Zcolors, 20|Hlighting, HIEg|0|Mventilation, EIIZZ|%]
temperature, ¥ E{water A Z2}0|supply, E2|0|4X|drainage, 1 Eand Z2Zlocal MEH
E Asentiments O Zas Cithe 2 &®lliving QIHIO|H ™ Eenvironment XEO|{for E2Mboth #
AE{H Zcustomers Y Eand UEZ0|0|Zemployees. (Y2|= LZHAF RO Mg FHHOZ
MUE, &2, M, 1Y, MY, 2F, 27|, 25, 4, B, AFEM 52 L6 MY
stht). M8 & Oof Z#0[d Bf O|2 ZHH|HE IO HAHHZ E 2{AlE O MHA Ol
=4 Setting up a location that is convenient for customers to receive the service
is crucial. (1L740| MH|AE 27| 22 22| 442 0 F2s5IH). HThe Z2tE Eproduct
£ Eshould Hlbe 0|2 easily WA M Haccessible Eto 7 AEH Zcustomers 1 =and &2t
Qlalign <<Hwith LCthe =Z%2Zlocal AMEHEsentiment @Qlin HSthat 0|02 area.
(Lo FHst7| g, I AF GMO| = JEFOINOF 2FH). HO{ZEHTherefore, Slit 0|2
is AZ2AMcrucial Eto MdElEselect Hthe ¥YEZF2|appropriate Z27|0|Mlocation ZEOf
for MH £Aservice Z2{H|XMprovision. (1822 MH|AE I Az MFO| & EOfof gt

C).

AMBsymbol(4tA &) QlIt 0O|Ris YAMAMO|&necessary Fto dliEhave LHARKIEE
distinctive OfOf3 Amarks ZEO{for HHHH Egovernment I A Zoffices, 2= Zschools, H|
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ZL{M Zbusinesses, Y1 Eand tf4Ashops. (H3AM03, stwdr3, 7|HOrE, 7tAOF37F QIO
Of 3&tC}). OfofaAMarks #Eshould 290|Zalways OQIE|Qmaintain  Z1A|AEA|
consistency 2Qlin O|O{their M|®Ushape, EJLI12{Ltypography, AO|Zsize, YYE=and O
other AZIHE Aelements £to Q+#40lensure Hithat 7 AE M Zcustomers Flican 0|42
easily 2|7 1L40|Zrecognize ¢ Eand OIO|HIE|I}O|identify Hthem. (OfZ= L17ZHO| HA|
LYot = 4 ULF 1 2YO|L, FMZA|, 27| 50| 4 LYsHOFSHH).

OO}E{ M E A grtifacts(RXF F): O| LA™ ZExamples A ZX|such OffZas Lthe #|O|0|ZA|KFC
7= Colonel, Githe 11-&Fgolden O}Otz{ Zarches O{Eof HLC}E'ZMcDonald's, 0|7|Mickey
02 AMouse, 9 Eand =2|Dooly OfOtare FLEgood #|O|A{Zcases Oj{Eof O|HEE
effective E#tidbranding. (KFC AOIHR|4f, MEZHE SHHAHAIS ZZAMMOFz|, O]7|0+4,
=8 30| 1 E& AtEo|L). H|AHVisual O|HZ|Z2]imagery O|Zis O|Z|easy Fto Z|HH
remember, £2so0 QA E#™installing I 109l Zfigurines A{X|such OfZas EZdolls 7
can H|be O|HE|Heffective. (AZfA FO| 7|Hst7| €7| W20 AF &Y 2d=2 =3

C).

Al symbol Eg|Adress (RIHEZ): AEZ0|0|Employee SL{E Zuniforms OfOftare 9Man
QL O|E Eimportant ™E{factor 9lin [|0|Zdmaking 7{AE{ Rcustomers g|7{1L}0|=2
recognize Blthem Of Zas AMH Aservice AEjZstaff Swho Ywill {A|AEassist Hithem.
RlEsE2 L40| ME[A0]| SO ofF AMH|A AEUS AUASHA ot= S8 240[0). ot
Having O AR 3 E| Edistinctive S & Zuniforms ZO{for YEZ0|0|ZXemployees H|O|AE
based Qton O|O{their QI AEz2|industry O|Ris Of EEHE|O|A Aadvantageous, Of Zas 9lit
A2t Zallows EO|for Ola A|HI|2{E[similarity Qlin AEtUstyle with O] other H| XL
MZbusinesses ©lin Cthe M|QUsame QIHAEZ|industry. (QZHE 2Ol L22+0| EAQ|
etz FUFTO =YL FARRH AEFYOl FEloth). In I{E{ZH 2 particular, Slit O[Zis
H I A beneficial E0for Hthe $L4EZuniforms Y1 Eand QE|O2]|0interior H|7{g|0|M
Zdecorations O{Eof A{H Aservice Of|AEjE22|4HHEAestablishments Eto ZSEHE
reflect Hthe E2{Q M Ztraditions A Eand 22 Zlocal H2AE Zcustoms O{Eof LEthe 71
E2|country ¥ Olwhere Cithe AMH Aservice O©O]0|ZY|0|E Eoriginated. (§5] MH|A AE
Of ZZ0| AZHE T7tO| A0 B LRYAO| THERLE HSS O[ofHre MH|A o
= QAIE|A StC}). ZEO{For O|dMTexample, EZ{L A Ytraditional AMHGerman H|O
beer 5t2MZhouses with HO{their AR JE|Edistinctive SL4& Zuniforms A Eand
QIE|O{2|O{interior  O|7{2|0| M Zdecorations, Z&#ZX|French 2Qlwine E|AEZEA
restaurants Ywith G|Ojtheir E2{CA traditional OjE}0attire A Eand <QIE/O0{Z| 0]
interior CJ ARl Zdesigns, 91 Eand 9|0{2f2 Rairlines Z&Efrom Cithe ZEZ|country HH
that QIHIE{Einvented Clthe O|0{Zg|Qlairplane Ywith C|O{their Z20|Eflight O{HIEHE
attendant {4 & Zuniforms 9 =and 7f{tHcabin § Z0{decor OfOftare ;1 Egood O| 1T =
examples. (|24 SUo| MSHOI WIS BYI W24, T 90l Ngo| U5 =
I WRYA, HYIIE BT 2710 YBA YEBYL WYY 50| U,

S Xuser OjL{ZX|HEmanagement (1ZH4Q32]): O AJI2E| EDiscounted 20| Elate LIO|
Enight Y= E2| A Eelectricity &S Arates A Eand OL{R|energy Af|O|®lsaving ZHLHQIZ
campaigns ZEO{for 0|0fair AL MYconditioning F&Hduring Ethe MM summer OfOfare
O| JM™ Xexamples O{EHof #|O|0|LA|L2L"'ZKEPCO's HAE{Hcustomer CMHEdemand
O ZX|H Emanagement ZEHE|A|Zpractices 0| Eaimed SHat AH|O|Ustaying 4 within
Othe O{I{upper YEand ZElower ZH Alimits O Eof LYpower E 2= Mproduction
(MOF HM7|2F &2, OEE A E X & 5 WH Yot detdit stetdE 2 1}5hA|
FoE= Mo M9 HE| AEO|H). HI{lMDifferential ZEt0|4pricing ZO{for W
peak AEand 2 Zoff Upeak Al Zseasons HfO|by 0f|0{2Ql Rairlines 4 =and G A7
E|Ediscounted & early 2Oldmorning £2UZshowings SHat FH|movie MOEZ
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theaters OfOtare &4 %also O| 1™ Xexamples O] Hof 7 AE{Hcustomer Cj¥H =demand
O 2 H Emanagement ZE|A| Zpractices. (ALY d47| Hl+7| 232, FetHe] =
2 AR S M 29 FE| At O[T},

MSome O{Eof Cthe M Zmethods S RXEused ZEOfor HAE{MHcustomer LCTHE
demand OjLZ|H Emanagement QZZEinclude LO|H A I #H|O|Mdiversification O] Eof
AMH Aservice R2IE Rofferings, O]A4 A8 adjusting AH Aservice 0t20{Zhours ¢ =and
227 0| M Zlocations, Y= HEHimplementing Z2}0| A pricing A EZ2{E|{X| Zstrategies, &
2{HI0|dproviding QIZEO{H|O| M Hinformational E2EI|AE Aproadcasts, A Eand WAIE
accepting 2| H|O|/d Zreservations. (1 2 MH|A AEQ CFYat, MH[A AHF A7
oF 4ol 24, 7t4 RPME, AUE, ofF 27| FO| UL.

ME2O|supply OjL{A|™H Emanagement (Z25&2]): ®0ne M Emethod O|Ris Eto A4
Bl Eextend OfI2||0|&Hoperating OF20{Zhours, A{ZX|such Of2as YEZE{HHimplementing
g0l Elate LO|Enight MBAlZservices, Fto OJ7IHE0|Eaccommodate HAEHZ
customers F&during 2 AHLE Eextended EfUtime IO 2]0{ Zperiods. (4AlOF238HH 2k
20| Ol A|ZtHHE EHZSHD)). oM 2 Additional A 2{E| Zfacilities Y =and O|EHE
equipment, AlX|such OjZas AAEZ{extra A|-Hseating 20]or Of12& E{O|auxiliary |0
Zchairs, 7liican H|be Q32| AEincreased 222 only F™Hduring mHpeak Er Ztimes.
(EZ9At &9 Al HHIE M3 EHY W7t 53L). FEE0|2Utilize FHZEmovable IO}
E| M Zpartitions ¢4 =and H{O|2|0| Zbarriers Eto O7}HL|O] Eaccommodate Oja 204
larger HH number O{Eof L &people AIO|HE|O|Y0O|&8]|simultaneously F&during &
peak EtQZtimes. (0|& 7IHO| 55 EESI0 LI EfYU0 T2 AES A0 +=&3tH).
o4 ME 2| Additionally, 2] Alease DA 2{E|Zfacilities Y1 Eand O|HH Eequipment OfXas
LG Eneeded. (Z7I2 Al ZHHIE AOistEh). QI E2 S=Alntroduce AA|Aexcess I{A{
personnel Eto OJEZ|0||0|E| Eaffiliated 20]7{4%|0| M Zorganizations. (21 QAEH2 2ISH
7120 AZfStEh). & 20| ZUtilize LIOFEER/part B g 2| time/temporary 7 Zworkers
E2lduring Epeak OF20{ Zhours. (L] 3A| Of2HIO|EE &8 3tC}). Q1HE{X|Encourage
AE|{Hcustomer IJOIE|M IOl Mparticipation X Zthrough A IZself AMH Aservice YMHZ
options. (A Z MH|A 2 UMO| 2 E FLatC).

M| Zsales (TO{): C|OjThere OfOtare H|0{2|0] Avarious EfQ Atypes OjEof MU Zsales
AEZLRZ| Rapproaches A{ZX|such OffZas OfEHEFO|Rladvertising AU Zsales, LA|d
personal A&selling, 2™A £lsponsorship M| Zsales, YA Eand Z2|Z2A Epromotional
MY Zsales. (FaTOf, <& oy, AFAM O, H=E TO§ 30| QUL). OfEHEOIY
Advertising M| Zsales Q2 Hinvolve Z2| 228 promoting Z2tE E Aproducts 20{or A
H Al Zservices X Zthrough O/ Y Zmediums A ZX|such OfZas F+=ZIO|I Znewspapers,
L X0 0| newspaper QAUME Ainserts, Hthe QE Yinternet, O§7{ 2l Zmagazines, 0| <2
Lradio, E/H|TV, O|E|Aletc, P Eand UAlHaccepting 7 AE{Hcustomer 20{E Zorders
HEOffor MY Zsales. (F1 TO= 4AF, A& A, Y, A, L, TV 39 452 &
Uol{Al 17| REF-Z HIOF WO3HL}), IjA|'FPersonal d&Hselling Q1 ZZXincludes £2E

E{X| Zstrategies A{Z|such O Zas C{the A|tH7 ARlstep AU Zsales T E2XA|Aprocess HE
and EEImulti 2|Elevel OO ® marketing. (/A MO|= 22 Sales 7 step, CHEEA|THOfEF
Al 50| ). AMAM#Sponsorship MY Zsales Q2 EHinvolve X2 228 promoting ¢ E
and A&Hselling Z2ZfHE Aproducts 20jor AlHA{Zservices AUwhile ATME
sponsoring I{E2=public O|HIE Aevents, A X|such OfZas H|YUbeing Ha AMAMsponsor
HEOffor Hthe @ =World ZCup. (2FAM(sponsor)Hif= HEH S AR Z0| FF WAE
SSIHA MOjst= HrAlo|h}), Z2{Z222AM'dPromotional MY REsales QErEHinvolve AH
selling Z2tE E Aproducts 20{or AH{AM Rservices A Zthrough H|0{2|0{ Avarious M
Zmethods A{ZX|such OfZas Z2t0|Aprice AI2E Adiscounts, 2/ Erefund AHZIE|ZR
guarantees, T2t Eproduct ™ Zsamples, FMcoupon LI Zoffers, Z&|0|Upremium
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OIO|& Ritems, 7|H Y|0| Zgiveaways, &1 =and Z&E|loyalty H|H ™ Abenefits. (LHELOj=
tAYel, EEE, A2 AFE, FEA, ZY0d, 85, TE=fH 22 ToftH).

02 M mouth Eto O mouth (FL4): O AThis 2{I{ Zrefers Fto Clthe HEIE Altendency
Ol Eof QEH|A€& Rindividuals £to CE{Hdetermine AH Aservice Z2{H}O|E Zproviders
H|O| A Ebased Qton Cthe &|I{E|O|Mreputation 71H|O|=conveyed *Zthrough ¥ E=word
Ol EHof OF2*mouth ZZfrom O{Eother HAE M Zcustomers Swho sli{Ehave 2O
already S ZEused Cjthe MB Aservice. (AH|AE O|0O] O] &3t A|RICZHE Hsl| E= H
o 2sfM MH|AYHE AEstE 0| USS EZ = oIH). H0fThere O|Zis Oja AH
E| AE|Astatistical M|O|Ysaying Hthat 0ja L=good YU Z | Mimpression O|Xis E|L|Z2|
typically AM|O0jEshared €with MZ|three I Epeople, 2Awhile Ola H{Ebad U= M
impression 0| 2is M|0]Eshared ¥¥with IO| Efive I &Epeople. (B4 2 QUM 3FOA
Zotal, L Q= 5SBOA st = SAZF UH). 0{'FEarning EF{ A Etrust IH
from O|1RX|AH”existing 7{AEZcustomers O|Xis FJEZEAE|crucially YZESHE
important, 2Moften 2Olmore £%so Hthan OlZULUacquiring Lrnew HAEHZE
customers. (M2 LAHEL 2(F DHOA LlUAZ BFOLOF 5t= Z0| Of2 FRSIL).

I 2| M 'Fpositioning(AtZ{ O AA5t7]): St 2{I{ Zrefers Fto Hthe Slong O| AE{S2|4
establishedE 2| E|O| Mreputation O] Eof Oja ZAI{Licompany Hthat 5 Zhas Hlbeen T
2lfirmly O|AE{E2|4| Eestablished XZthrough YEword OjEof 0OF&*mouth
(8 LMoz 203 7|¢¥e M-S LE5th}), AD{Y ZXCompanies £ Eshould d3fEhave 1
£Xgoals ¢9Eand S Zplans 2{70tHregarding Cthe &|I{E|O|Mreputation L|O|they
2tEwant Fto O0{X|Eachieve Z&Hfrom Lj|0their HAEHZcustomers. (7|82 LHER
B2E ot BHES SO0 = SH A=ES 7HA|L UO{0F ot).

5.4 A{H{AService H0j2{EAparadox (A{H|A BDHAHAIR])

5.4.1 EThe 7l Econcept O] Hof A H Aservice H| 0|2 S Aparadox (A{H|A BFHAIZ| O 7j
#)

0 ZThese G|0|Zdays, Slit 0| Xis 7tHcommon Eto 5|0lhear 714H Zconsumers A A X
2|4l expressing CJAME| AT Mdissatisfaction with AlH{ Al Zservices. (X2 4H|ZE0|
MH[£0|| Cfsff st A2 25 &2 & UH).

Ollt O|Zis O|ZX|leasy Eto Zdcome HUZAacross 7140 Zconsumers 20jor H+ZI0O|L
newspaper O}O}E{Z Zarticles 74Z8|0| Y complaining O{HI2 Eabout H|0{2|0] Avarious A{
H Aservice Z2{HIO|E Zproviders A{Z|such OjZas 7tOftcar & | Ojrepair +FAshops, 2|4
E{=E Arestaurants, B3 Abanks, Q48 Ainsurance ZAT{L Zcompanies, dEand £
so Qton. (At&2f GH|4, A, 238, E3|AF S0 ol EBS ot= 2HAH A&E 7|AHE
=2 g4 & = UL, ¢In OFEmodern &2AFO[O|E|society, Y Oiwhere IjEHpeople AUZO|
enjoy _12|O|E{greater ¥ Xwealth Y1Eand 9742 economic E2FAL|2{E|prosperity ZAL|
O] Ecompared Eto Cthe I{AEpast € =and SiEhave ZO0lmore 2|A{leisure EfUtime,
Slit FHcan H|be Alseen OfjZas OfO|ZfYironic HHthat L|Ojthere O[Otare ZAEF QU EA
complaints OJHF R Eabout C|E|0{2|0j2| & deteriorating A{H Aservice ZF2{E|quality. (FC{
Atgl= 20| Hs S2EFL FAAEQA EE S AEHE2 O B2 AfAE 24l U=
O ME|27F 2detdEbbE A2 omolgiyety & £ Y71 HEo) HAThis DL
phenomenon O|Zis 2{I Ereferred Eto OfZas Lthe A H Aservice H0j2]EAparadox
Ol2} #2 LS ME|L TtAHHE|(service paradox)2til BEL}).

EiThen O|Xis Eithe Al Aservice YAworse Hthan Qlin Ethe WA Epast? (13 A
MH|AZF 2}H 0| H|S{ LiEE=7H)? 2tOn C{the R¥one 3iEhand, 9lit 7ican H|be 4lseen
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tithat Cj Athis O|Zis Wnot Clthe #|O|Acase. (StHOZ HMH OFHZ| oty & 4 QCH.
ol Elndeed, Hthe O|HZA Aemergence O]Eof ZAEE|{computer H|O|AEbased A|HAZ
services, A Z|such OfjZas EQIE| X024 O}R0|hour #§Zlbanking AlH{ A Zservices, o &
hasZ2{HIO|E Eprovided WA|Aaccess Eto AH{ Al Zservices HHthat Ywere Z2|H|0| &2
previously OfL{H|Y2{Hunavailable. (24A|7F 23 MH|A & ARHE 0|88t T2 AMH| A7}
sl Feolls SR ZotEH MB[AE %87 IfZO|H). YlH Z2|ANevertheless, 04
many I &Epeople ZAE8|QAcomplain Hthat Ethe AlH Aservice siZhas TE/ O] O E| =
deteriorated. (1ZO|= E-otl T2 AHE2 AMH| A7) AotE AT EHrH). EWith
Githe AfOfZsharp 20| Zrise Qlin 0| % Zwages, A Zself A&H Aservice 3 Zhas Hlbeen
ClE{EAEintroduced, 2/Hleading Eto Ola O 32| Adecrease Qlin AZ Eskilled Y4EE
0|0| Zemployees Y Eand QMan QT2 Aincrease 2Qlin O|HWAIO|Z|HAEinexperienced
BIm 2|2 temporary Y7 Zworkers Of=ZAs Oja 2|4 Eresult, Ethe ZF2{E|quality O Eof
A H Aservice siZhas O Z2tQI Edeclined. (YZ0| Z5¢0| e} MIAH|A(self service)
7t EREHAL sTH TUES Az S0EL MEE A SEEO| Ao Ther B[ A9
A2 "ojzln).

OlIn OfEmodern AlH Aservice 20{2|AIE|{Eoriented A{A}O|O|E| Zsocieties, Cithe 2|
Elreality O|Zis Hthat |ZEQJAEMZ|1 3 LA million LY$|Finnish A|E|& Zcitizens O}Of
are QOH|F&g individually 2 AMAHresponsible ZEO{for ZZ{HIO|Hproviding AHAZ
services, 2|Qleading Eto A|Z0|0|M Zsjtuations YOlwhere L|O|they OfOftare Ofl|O|
unable Eto I{ZEperform OE 3 2]adequately. ("L A{H|A AFO|M= 1300F O] M
=250 ZIAt MH|AE FHEStL JqO{M Az Zot= AFOo(L). o LIE DIE] Lol
0ol ¢ &g mIZE| MRHUE MHA YFHZ. In 1959, there were only 50,000 service
workers. (1959 58F THO| MH|A ZIREO|QLC}), EThe ZHIEconcept 0 Eof Oja AHA
service AR A}0|O|E|society FHcan H|be AL AECunderstood OfZas O|ZX|each QG H|A
<individual I 2{HIO|Hproviding M H Al Zservices I Ojfor BlM H X themselves.
(ME|& Afelgt= A2 20270 A7) A2 Yt ME|AE A|gotes A2z QA & &
o})."

#HQuinn YEand 7ZHHGagnon LQIEIQOJEJAA1986 <QUAIZAEexpressed ZAMZE
concerns OlHI2Eabout Cthe OZZQldecline O]Eof Ethe Al Aservice QAEAEZ]
industry Qlin Gjthe SL{O|E|EUnited AFE|SI AStates, A|ZE{similar £to Cthe C|Z2}9l
decline O{EXEHEobserved Qlin Cthe Oj{IMZ&H manufacturing A E{sector (Quinnit
Gagnon(1986)= O|=2 MH[AYO| AHZYXEH =Hotz|gt= AS S HE AD). HO|
They IF2Efound H|O012|0] Avarious @E Y alarming 4 ZE Zsymptoms Qlin Cthe OfH
2| A| Aanalysis O{Eof Cthe A H{ Aservice ME|sector, QE A O|”indicating Ola I{EIA
potential T 222l decline Qin MH Al Zservices L|O|They O{EZ E Eobserved Hthat A{H
M Zservices OfOtare Q3|4 Z2increasingly QAUEFAMinfluential Qlin Ola YO|Md'Z
nation's O|7ftL{0jeconomy Y E=and EHMwealth SHat Oja D2 E22macro gi|Elevel 520
H However, SHat Ola OFAZ2micro Zi|¥level, Ethe & X|challenge O] Eof MAHEO|Y
sustaining A1 Al Zservices O|Zis J2j&2|gradually H|7{Ubecoming 20 more 4IL{ZA
Edifficult. (152 MH|A BEF2 M -0 MH|A S-S AASHE O8] 78] dZst §
SE2 LA AAA FAEO|M ME|A7L F719] FA|2F 2o DXz FFE2 Hxt 37t
<O O/AA 2HE0M &2 ME[AE FAIStE A0l AzF =R L UL}). BO|They AAF
g|Qlexplain Hthe 2 Z|Zchallenges O ZXas 22 Zfollows. (152 0|0 I{3HE 2t
20| d¥stil Q).

ETo Z2|HIEprevent Gthe ZAloss O{EHof Othe OfEHHE]|ZX|Zadvantages Ywe SHE
have Qlin Gthe AMHY Aservice AME{sector, AAEjust 2}2like Qlin Cthe OfjL{THz{
manufacturing AlE{sector, Ywe M AEmust G5 #O|Ededicate OFR0{AlE Zourselves
Eto H2|AEdiligent 4 Eand A|0]2|0{ Aserious O|L E Aefforts. (“"AH|A HEO|A 71X
1 A= FHE MZEZAMAME wiSH7|R| 247 YoM = Eals| RIR|qt =3 Z 7[Z0{0F gt
CH). §The 2/ Zreasons Hthat Z|Eled Eto LGthe ZAloss 0{EHof OrR0our ZH

ol
-

Engsthan



218

leading I X|Mposition OfOtare &4 Ralso O{Idappearing Qlin Ethe A H Aservice ME
sector. (M=H z|E #WiSt7[H & O|F= O ME|A EZ0ME HELHA AT). HYMany
Ao L Zcompanies OfOtare <UI{AtO|Zemphasizing ©O|7fL 0| Zeconomies O{Hof AHY
scale ¥ Eand £0{Eshort Eterm IO|HAfinancial 20]2|QlE|O|Morientation 2{CE{rather
Ethan 71A|E ™ considering Gthe HAE M 'Zcustomer's I{ ABE| Hperspective YWe
AEmust 2 HHremember HSHthat 0§ Zthese IMME|Zfactors 3dlj{Ehave ZHEZ|HEE
contributed Eto Cjthe OZ2fQldecline O Eof CEthe X Hmanufacturing AlE
sector. (32 7|50 DM YAHCH= FBo| A ©I|H YT 23S 225D 3
=0, 2= ol 22 AS0| HERYY S 7IAHAL= AdS 7[Hslofgt g Zo|L}).”
5.4.2 The 7}A ZXcauses O{Eof AH Aservice H0]2|=HAparadox (AQH|A TFAHAIZ|Ol
on

ETo A AEBHEunderstand Gthe IjLtH Yphenomenon Ol Eof A{H Aservice HO{2{HA
paradox, Slit O|Zis U X O{EH Eimportant Eto O|1&|Tlexamine Cjthe QA AEZ|H2|%|O|
Mindustrialization O{Eof A{H A Zservices, Y Hwhere OIOtHE marketing A2EZ{E|X| X
strategies Z&from C{the O I x{dmanufacturing QA5 AEZ|industry 3 Ehave Hlbeen
A 2}0| Eapplied Eto Cithe AMH Aservice ME{sector § AThis Of & E|O|Madaptation O E
of OIOFHE marketing M|0]2] Ztheories Y1 =and ZZHE|A| Zpractices 9| Zaims Fto Of
Z| Hachieve AMH Aservice QUL AEZ|AE|A|0|Mindustrialization. (MH|A DFHAIE] dAAS
Olshat7| YoM MH|AYS OrAHO| AHZ2HS DAY O|l22 1=z Ml Ol ME|A F
AetE MM ELN, ME AService QA AEZ|HE| A 0| Mindustrialization 2{I{ Zrefers Eto
Othe MW2{# O|Mapplication O] Hof A|AEOfE systematic Z2ljidplanning, 20{ AL #|0|M
organization, EZg||O|dtraining, Z1EZ&control, ¥ =and O ZX|HEmanagement Eto L
the Z&|H 2 delivery O]EHof AHAMZservices, A|EZ{similar Eto Cjthe IZEHEJA|ZX
practices U=Z0|Eemployed Qlin 2E 2R automobile Z2{EMproduction TEZ X
factories QlIt QrE Xinvolves 2| E&]|0|4replacing 2|0|Hlabor QIEIA| Eintensive Of AH
E Aaspects O{Eof AMH Aservice ME|H|E| Zactivities Ywith 442 machinery Qlin 2
Ol order Hto QgiAenhance O|mMA|efficiency A Eand 2 FAreduce 7tAE Acosts
(MH]| A ZY3H(service industrialization)= &4 A2 % HE A7 S2 6HM MH|A
2359 =3ldH EEZ 742 HAotil, AtEat ARSI st Ad Z2 A=EzE
z2, 28, 84 & #HEFE MH|L #2359 [N A&t A= 20[5HH). EO0ne #HE
E{2| AElcharacteristic O] EHof AH Aservice QAEAEZ|YE| #|O0|Mindustrialization O] Xis
CHthat C|/H}O| Al Zdevices 20{or A|AHE Zsystems, 2iErather Ethan &M Zhumans, HE
act OfZas QAUED|HO|0{8] Zintermediaries. (MH|A Z¥at= Q70| OfYE} HZ|Lt AL
qlo| Oj7i7t HChe= 20| stHel 40| ). MM AESuccessful O] 13HE Zexamples Of
Hof AH Aservice QAUCEAEZ|AE| 40| Mindustrialization H|O|AEbased Qton O Athis Of
LIz ™A manufacturing 20{2|AME|{ Eoriented ZHd! Econcept FHcan H|lbe Alseen 2Qlin Iif
A Efast £Efood EX0|Zfranchise #|QlZchains, 4L 00}7! Asupermarkets, ¢ =and
#idvending M4 Zmachines. (O] A Z2YA L0 7|23 ME|A ZHE7E dEZ3t AtEl=
HAEZCOl DR[O A2, £L{Ot7l, AtSHINZ| 52 & & UH).

AMEH AService QI AEE|YE| | O|Mindustrialization d{Zhas EZEbrought H|O{Z0{A
various O|IL MA|efficiency X2 EHMHE Aimprovements Qlin I & Edifferent O AT E A
aspects, Blbut %fat Cthe A|QUsame EfUtime, Qlit s Zhas M|H ZHseveral ZO|H|O|MHZ
limitations. (MH|A ZYat7t o8] YHO &F3HE 7FHFA|TF 12 A Ll 22 F
71| SHAEE  7RA I T, MAEFirst, Qin AMHAservice QIHAER|UE|A|O|M
industrialization, AEHC{C{%||0|Mstandardization 9 =and Cjthe 8 2Ause OlEof M4
machinery 91 Eand A|AEsystem El'Z2{X|technology OfOftare AUWEZZO0|Eemployed Eto
MO Esave g|O|Hlabor 4 E=and Z2|SAproduce OfAmass ZE{E|Zquantities 0{Eof &
H&uniform AMH A Zservices. (AWM, MH|A UM BFS, 7|4 © AL® TS
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0|85l L3S Aot FUst MH[AE HFC= AMLketh}). Of2As Ola 2|H Eresult,
Cthe AT MY Ojaldiscretionary LY power O{EHof UEZ0|0|Zemployees A Eand
Othe O|MAMessential Of AT Easpect O] Hof SMhuman ME|Ecentered AH Aservice Of
Otare 2iZlacking, 7|®giving 20| Zrise Eto O0ja IjAlMperception O Eof AlH Aservice
IttHE|poverty O|OJEAEamidst Ola IZ2tAIN2{Aprosperous AlH Aservice O|7(LHD0|
economy. ([If2tM FYHES AFAUZOIH MH| 29 7[&Q A7 ME| A7 AXEH 82
& ME|A FA| 7t20 MH| 29 BIEO|2tE= QAS EA HO).

MZAE2|Secondly, Hthe S20t% L4 *|0|dhomogenization O{Eof A H A Zservices Hcan
Hlbe 71A|E Econsidered Ola Z|0|E|O|Mlimitation O] Eof MH Aservice QG AEZ|HZ| A
O|Mindustrialization. (E®, MH|£9 FHSE MH|L FYY HAZ & £+ AH). M=
Thirdly, Othe QI AEZ|H2|#|0|Mindustrialization O]Eof SMHhuman AJH| Al Zservices
S Zhas Z|Eled Eto 9/ F2 A Eincreased E=QEHE|H E|productivity 1 =and ZHA|AEA|
consistency Qlin Z2{E|quality s}0|HHHowever, ?lin ME Al Zservices Y Hwhere O Il
4| of|o| Mdifferentiation O|Zis Z£sought, O|Ojthere O|Zis Ola 2|A3drisk O Eof ZZ{H[O|
Hproviding AEBHECHO| X Estandardized AMB{AlZservices HSthat 2Hlack ZSEIA&l2{E
flexibility AHEand L Ufail Eto O] Eadapt Eto OILT Edifferent A|Z0O|MZ
situations. (A7 MH|AE FYatsto] didel SHU 52 LGS 7tA2L 214
tE FAoIGOF ot MH|AOME HUXQ MHE|AF |Gt o= mef FAHSHAH S
SHA| 25t FAEE S A ULH. 0fRAs Hthe I{Zpursuit O]Eof SL{ZO{HE]
uniformity @lin CEjthe A{H Aservice Q1§ AEZ|industry sl Zhas Hlbeen IZ2}0|20{2{E}O|
Z Eprioritized, Ethe I Ojcore OjAH Easpect O] Hof QICH|=UZ|E|individuality Qlin A
B A Zservices df{Zhas Hlbeen Z2AE|ost. (£t MH|AYS AUMES st EHY
MH[AYel Ml IHEES SHsHA | ZAoln).

ME2|Thirdly, Ethe EAloss O{Eof SMhuman E{X|touch Qlin AH XM Zservices ZHcan
H|be O}O|HIE{I}O| Eidentified Ofj=Zas Ola Z|O|H|O|Mlimitation. (AR, MH|AQ QI7Hd AF
HE & & UH). FZDuring Hthe ¥fearly £F|O[X|Zstages O Eof QAEHAEZHZ A0
Mindustrialization Qlin Clthe OjY{ @™ & manufacturing AME{sector, H4Ymany ZHI{Y=
companies L Z2lE{ Eneglected Ethe SHhuman 2{HEelement, 2 dleading Eto Ola
MY A Esignificant &2}l decline Qlin AE=Z0|0|employee H&Emorale, £ Z|which
H|#|®became Oja A|O{2|O{£serious O|ftissue. (AMZFOAM ZEat =7(0| 2A7HO[2t= 8
20| S5 MFAR] ¢oF U2 7G| TEEY A7|7F AAS| HAR|A H et 24|
7f HFMSIAILH). I 2 O{Furthermore, Ydeep A|E|Eseated 7AM Zconcerns ¢ Eand IO
Zfears O{Hamong Cjthe g|O|H{labor XZEO|Aforce 2{7}0tdregarding OjHAHE'A
management's 2E|{0{|O|Mautomation S& Zplans 3 Ehave 71 EZ|EE|Econtributed Eto
ol32|AEincreased Z|X|AE Aresistance A Eand AFE|A|Askepticism. (&, AIRE9]
AtEet A= ogh =& AE9 Qi FHF 22 HrF0| ZHoZRl ZAo|n). QlIn Hthe
I g=pursuit O] Eof QUG AEZ| U | O0|Mindustrialization Qlin A{H Aservice 2O{Z|QAE =
oriented H|ZL{A{Zbusinesses, [LOjthere O|Xis O]la 2 Adrisk OjEHof I{A}0|Z
emphasizing O|I MA|efficiency %at Tjthe AAT Aexpense O{Eof E2|®Htreating 3HZ
humans Off Zas 0|O0lmere ZAERXHE Acomponents O Eof $l Zmachines, & Yleading
Eto Ola O AZ|7f0tEdisregard ZEO{for EMhuman O I1L{E/dignity ¥ =and ZHUME
reminiscent 0{Eof Cthe O SML{A|0|Mdehumanization O{E % E Eobserved Qlin Ethe
O H Edevelopment O] Eof Ethe O IZ{™H manufacturing QA AEE|industry LHO|&
ZKnisely, LIQIEHO|O[E{ZL0{1984. (MH|AY 7|¥e SHBtE FAot= UFOM 2&8di=
dxoth EH AE 7[AY BELFXE HEoH E2=2M HR2YY LHIYOM LEHGH
Ql7td BA|7F CFA| AZ|A EHOHKnisely, 1984)). T{E 2 0{Furthermore, Sdue Eto Cthe
2}0|rising 7tAEcost O Eof g|O|Hlabor, Ethe ZHE| Elimited @H number O Eof ¢
£ 20|0|Zemployees 1 =and Ethe A{%4surging EJMi Edemand ZO0{for A{H|{A{Zservices,
QUE=Z0|0|Zemployees FlHican H|Zbecome HEZ|mentally Y E=and I R|ZZ|physically O]
X AE|Eexhausted Of ZAs G|O|they Edeal ¥with 9an Ot ever 21 32| Alincreasing &
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Hnumber O]Eof HAEMZcustomers, L|O|they H|O|may 2 X0 Eresort £to H7HYZA
mechanical 9 Eand ZLHfErobotic QE{ZHM Xinteractions £to AScope with Fthe
0o Zdemands. (&£ QA7ZH[ H&2=2 Qch Aohd TUHEY £ FSot= ME|L 20
osf TUEE2 GAAHCE SHHoz OjFiAH F45| W2 IMS HOHSITHEH 7| A A
OS2 K& Zo|h). A2tUUnlike Qlin Ethe O IMXHmanufacturing AME{sector, ¢lin §
the MHB Aservice QA AEZ|industry, 0ja =222l decline Qlin WZ==0|0|employee M
morale Y1 Eand & mental I{E| 1fatigue 7Hcan sl{Ehave Qan O|0jEdimmediate
Eimpact Qton A{H £service E2{Hquality. (A2F4= Y TEEY A Aot FAH
L= S44oz MHAYS FHO| g9FHL). M AService Z2{Edproduction 2lin H
the M Aservice QI AEZ|industry Q2HE Zinvolves QIE{ZHE| Hinteractive IIOLE|A{I{|O|
Mparticipation H|E3between UZZ0|0|Zemployees A Eand HAE M Zcustomers, ¥
Z|which O] Zis 2t0|why 9lit 0| Xis QAEZAH A Einfluenced HfO|by Fthe B ZLmutual QI
SFEHM Ejnvolvement O] Eof E2Mboth I}OtE| Zparties. (AH|AY AAL2 4FS 28O 2
SYEI Mol P 045ty [fZO|T). |0 ZEO{Therefore, Eithe Z2£loss Oj{Eof §H
human EjX|touch Qlin AME Aservice QG AEZ|industry YEZZ0|0|Zemployees O|Ris
71X E Econsidered £to H|be Ola H{X|much 2Oimore A|0{2|0]Aserious O|#issue H
than Qlin Cthe OjL{Iz{™dmanufacturing QAU AEZ|industry. ([CF2HA] MHIAY YR
QU JdH= M 2Ye FEL "N O dZet A7 Hon & 4~ Qh).

CThe XO{Afourth 2|&reason EO{for Hthe MHE Aservice I|0{2{ = Aparadox Zlican H|
be SZ|H{E Eattributed Fto Cthe ZAE=ME|complexity O Eof ElZZ{X|technology.
(ME|& BrAME o Y O|f&= 7|9 Stz & £+ AUMH). HThe A3 4increasing A
S8l M E|complexity O{Eof Z2td E Aproducts @THoften AJIA|Zsurpasses Cjthe O{&lgy
E|ability O] Hof 7140 Zconsumers 91 Eand YZ=Z0|0|Zemployees Eto Zlkeep Yup ¥
with BlId2+X| Ztechnological O EBHAME Aadvancements. (A|E0| HELt BRI A
HIZ2fL ZYHEOl 7= MEE ME7rR] ZeH). @With Hthe  TfO[E{A{I{#| 0|4
diversification YEand Q32 Aincreasing ZHAEZ=AME|complexity O{Eof ZIZZfHEA
products AMX|such OfjZas H|A|O}OfZVCRs Y Eand E|H|ZTVs, #4H Zconsumers LS
now LEneed Eto =HZ{O|rely Qton AT A2}0| X2 Especialized 2|4 Ofrepair MEZ
centers, 2r¥while 7f0fZcars 2/30|Xrequire H|Al Avisits Eto O] EHI A Eadvanced T4l
2| E] Zfacilities 2}like A{H Aservice ME|{Zcenters XEO{for O|QE Y Amaintenance
(VIR, TV &&= Ol L FHoHAM ML HE 2 EUOF HU a2t HE A4S 7t
A HHl a2 Jpofgt sk AMZF = Ao|H). HThe Ofo{Z era HWwhen FHAEHHZ
customers T Ecould O|&Z|easily Zlget O|O{their 2|0 Zrepairs Edone %fat L|O{H}O|
nearby 4+fAshops O|Xis £gone, Y¥Eand Lt2now L|O|they sliEhave Eto Ezli¥travel
E7longer LOAEAMZRdistances YEand QSlwait EO{for L|Ojtheir  Eturn.
(47 Q12 AAOIN 42| W Alths ZL7ED 0% Do Wankx| Jtof Hn & 7|ct
2OF & Zo[T),

O The O IXMfifth 2|Xreason EO{for Cthe Zg|®H& Aprevalence O] Eof A{H| Aservice L
Ol2{Z Aparadox O|Ris C{the H|A{Avicious AfO|Zcycle O]Eof AEZ0|0|employee 2|3
EMH Erecruitment Qlin Gthe AMH Aservice QI AEZ|industry. (AN, =S¢ &HO <f
&3 ESE MH|AY QrAME|ol HQlIo] FHO}). 0fXAs Cjthe CjmZEldifficulty ¢lin A|FT
securing ¥ X0 Aworkforce Q3Z|A|Rincreases, Ao L Zcompanies 2MHoften Z RO E
resort Eto SO0|dhiring Z& E2Qlfrontline YE=Z0|0|Zemployees Swho QIEHE
interact with 7 AEH Zcustomers YL Ewithout Z2{HIO|Yproviding Ethem ¥ with
MO M Esufficient EF|O|dtraining 91 Eand 0 A #| 0| Meducation. (Z|YoM= Azt Q=
sheL YSO{YO| Rt DI WsHe HUMO| FYUNUS FET 2§ E Q0| A
=oh, 2 Furthermore, ¥when YLZZ0|0|Zemployees 2 Eleave Hdue Eto Othe
L|0| z{nature O] Eof O|& e easily 2|Z2|0|AHreplaceable EfjA 3 Atasks YL Ewithout
2| 3}0|0{Urequiring O] EBH A Eadvanced AZ Xskills, ZAI{L Zcompanies ElEtend Eto
5t hire AEand ZE2{HIO|Eprovide DOjL{ZEminimal E&g|0|dtraining Z=ZL =X
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programs £to @ quickly ZEfill Gthe I XM Zpositions. (A1 I1E2| 7|= O|L 7t
&3 YF=Z dAHM TUHO| o2t BT &HA 2ot WwsgsH ZZIME 24
St 2 20|28 3th}). QAThis YWESLZX|approach H|O|may & FAreduce Tthe O{HTA
occurrence Oj{Eof 0]0j2{XRerrors 20{or Clthe O EL{E|opportunity EO{for 00{2{ =X
errors 0{among YZZ0|0|Zemployees, Hlbut Slit 84 %2also OO/L4Zdiminishes
O|Oojtheir {@Zmorale A =and Z2|HIE Aprevents Hthem Z=from Cj#2{™developing
Cthe Y A{A|O{Enecessary AZ Zskills Eto iZhandle Z2HE3 Zproblems €when [
Olthey OfOfO|Zarise. (O|ZH HH FTYUHY H+(Es T 7|8)s 29 & AR F
YE AZ|E ASHAZ| L ZA|7F LSS EH?HE = Qe s¥8E 4AFA ISt &
C}). Of2As Oja 2|dEresult, Cthe Z2Z{Equality O{Hof AMHAservice Z2{HIO|EHE
provided HfO|by AZZ0|0|ZXemployees O|YHE|-&& inevitably T Z2tQl Zdeclines, &4
leading Eto Ola O 32| Adecrease Qlin ZEtM Aprofits, (LF2tA ZURO0| A Z5t= MH|A
Y B2 Aob EHL o|of maf 0|2 Ford 80 giH). EHEZ Ultimately, Hthe ¢
0|?<17~wages Sthat FHcan H|lbe 2IEoffered Eto QUZ 20|0|ZXemployees O IZ|A
decrease, O0|O|Z making Slit 4I{ZA Edifficult Hto A= Eattract A =and 2| E|Qlretain Sf
Olhigh AZ! Eskilled ¥7{Zworkers, ¢1E=and Ethe ZtEjob C|ZtQldesign H|Z Zbecomes
=B Elimited £to Hsimple BiA3Atasks. (B=0le SYEAH M = U= Y=
2 FOMA|A O] 1ZQ8E &ESIR| Zotl He dF=EM AEF HAGHOF 3Hh).
1E|EO1Furthermore O|Hleven O|ZLif QUEZZ0|0|Zemployees I{Zperform <Hwell Eto
Ola AMElcertain 2 ABIEextent Y Eand 2{A| Ereceive 2|7 1Y Mrecognition, §|O|they Of
Ofare 2MWoften Z2| 2 REEpromoted 20jor EM AT Etransferred Eto Biback 2o A
office HI}O}EMHE Adepartments Y Ojwhere Lf|O|they =& Edon't sf{Ehave E 2 Edirect
OlE{ei Minteraction Ywith 7 AE/H Zcustomers, A{X|such OffZas H|YUbeing A7IREE
scouted H{O|by O{Cjother CJI}OfE™ E Adepartments. (HCH7F Oj ZE AL Z5[0F 2l
g8 A HE SAUSHAY, BHEMO A7t2o=2 TMF 2H HotX| Us HEME A
7t =HL}). ojZAs Ola 2]dEresult, Hthe UZZ0|0|Zemployees Hthat HAEHZ
customers QE{=H Einteract ¥with HO|may H|be O|WALO|Z|AHAEinexperienced 20
or 27 lacking Qlin AZ Zskills, O Zas =2 Zthose Swho slEhave 2JME2|recently %
2lEjoined Gthe ZI{Ycompany 20or E2Zthose 3Swho dliEhave AALOZ|AHA
experience Hlbut sl{EH'Ehaven't Hlbeen Z2{22E/ Epromoted. ([Lf2fA L7HO| Ojst= =
AYUS S0{2 2| UOp Ao O3, FHES USLf 50| 0| ST D3t A
A =2 4 Qo). HOo{EO0{Therefore, Clthe Jéh“-ﬂilquahty O] Eof MH Aservice Hthat HA

E{{ Zcustomers 2{A|Ereceive 0|O|may H|be ZIZ2{0t0| X =compromised.((t2tA{ LZHO|
= MH|AY FHO| Fof & £ Uo).

5.43 AEZ|E|X|XStrategies Eto 29HZlovercome LC{the I{L4Hdphenomenon 0OfEof
Mt Aservice HO]2{ S Aparadox (AH[A QrAAEZ| Q] EO| HIOH)

5t2How ZHcan Ywe O|AFH Uescape ZEZfrom Cthe A H Aservice H 02 = Aparadox
A Eand Z2{HIO| Eprovide ¥ a st higher 2||¥level O] Eof AH Aservice Qlin Ethe AH
Aservice QIE{AE2|industry? (MH|AY BHIARIS SHISIT 2ot &2 A9 MH|AYS
2317 YHM= oA s{oF &7H? QIn 20{Corder Eto O| A Uescape EZfrom H
the AME Aservice HOj2| = Aparadox Y Eand Z2{HO| Eprovide ®a 50 higher 2i|®level
O] Eof AH Aservice Qlin Ethe MHE Aservice QG AEE|industry, Slit O|Ris YEOHE
important Eto Zlkeep Cjthe ZEZL2Ufollowing EQAE Apoints Qlin ORI Emind, Qlin O
O Maddition Eto QIEAEZ|HZ| A O|Mindustrialization AEand  OF{L{ 0| M
mechanization. (MH|AY2 7|2HOo=2 117HO| LURE ZZA|7{0F 5IEE2 ZAUS 7|A 35S}
o2 Had €2 ZQUEE FAooF & AoIH).

@ YAS - AMNMI2{E[sincerity, AT Espeed AE& AOfUsmile (S - A, £ LU O|4)
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Qlln Cthe AH Aservice QIEAERZ|industry, O|O{there +£LSshould Hlbe AIA|Z{E
sincerity, A0 Espeed, HEand AO0fUsmile. (MH|AYO|= “449|, AOME ADRA"0| U0
OF 3tC})., O AThis sl{Zhas Hlong Hlbeen UMAO|ZEemphasized OfZas O|MlA
essential AZ{HE Aelements Qlin M| Zsales. (O]l LEiEQF O[O 7|29 42 AL
o2 7zZio|}). 2QIn ofCjMaddition Eto H|Ubeing 2| Ediligent HEand ZHZE
prompt, 0ja X|O]Z™cheerful Y Eand ZE&IZ2|friendly A0fUsmile Z2|0|Zplays Ola &
Mcrucial 28role 2in HEHddetermining A& Eexcellent 7 AE Hcustomer AMHA
service. (|goUL &St M FE = A0l F8Y FI OotH et 2= 2= gt ot
£2 MH| 22 25 Ao,

@ O|E- oL{Z|energy (E - OfLZ|)

EThe MH Aservice QG AEZ|industry #Eshould Hlbe ZEfilled Ywith OfLf#|E
energetic H|Zvigor A Eand Q4 Z|0f™enthusiasm. (MH|AYO= &7|2F "gl”0] EHZ{OF
stct)., YAWhen Cthe YEZ0|0|X'employees’ EARIAfootsteps HEand UAZF M=
expressions OfOftare E2Z0|Ebright, it Hican E&™bring HIO|&iZ{Evitality Fto Lo
their ZHHAM|O|M Zconversations 9 Eand QlE{=H M Xinteractions Ywith FHAEHZX
customers. (SYHEY ZSZ0|4 BHYO| 5= Of LMo Ofjgt HF0| &HV|[E B £+
CH. OH A EEnergetic 2| ATA| Zresponses o Ehave Ola MU I Esignificant ¢ ™
impact Qton HAEHZR' customers' YUY MZXimpressions. (&7]|2F Tj-20| 17HO| QlAf
= F= 01zH).

2 |m30 |

Q YR-ZHEAML|0{2revolutionary (R - FEHZQI)

EThe AlH Aservice QI AE2|industry & Eshould Hlbe Z2|4{fresh &1 Eand O|L{H|O|E]
Hinnovative. (AMH|AYE AMSII “SAIZ70|0{OF FtC}), Cllt O|Xijs QU IELO{E Eimportant
I O{for Ethe AH Aservice QI AEZ|industry Eto Oj=add Zg|4{fresh Y =and O|LH
O|E| HEinnovative AZ{HE Aelements ZAA|AE E2|consistently, 2iErather Hthan Z2{H}
O|dproviding ABIEC}O| X Estandardized AlH A Z.services. (FTHUSZSHQ MHAYUES A
35t= 0| ofYaf AL ZZMOo|EtT AMStL FAHQl Q40) BHItk|= 20| F250).

@ H|V- Hiz{Hvaluable (V - 7I%| Y=)

The AHAservice QIEAEf|industry #Eshould Hlbe OjHIREabout ZZ|HH
delivering ¥ Zvalue. (MH|AYE “7tz|” Q= Z10|0|0fF StC}). EThe AlH Aservice QA
Eg]industry #Eshould Ynot H|be OjHIREabout YZELZimposing Eone-AO|HE
sided A3 2{ILO|A| Zsacrifices QFon fone L}OtE|party 2Uwhile E2|H Hdelivering #i &
value Eto Hthe O{Fother. (ME|AYZ SHROA = 7tz AL THE B0z LA 51/4
2 Z8s5t= 70| ofyL). Sllt #LEshould Hlbe S2d2 mutually H|H L Mbeneficial A=
and Hi2{®valuable ZEO{for E2*both LO}E| Zparties QUEFE CEinvolved, 2{C{rather H
than H|Ybeing OlHIREabout AMIAZILO|A| Zsacrifices ZEfrom <Rone A}O|Eside.
(O #H2o| 5|440| OfL{2} MZof 0|0 I 7tx| Qe ZO| Eofof ),

® Ofo|I - YA Eimpressive (I - Q142 Q1)

ME AService #Eshould Hlbe YZA|Eimpressive 20for 2|0t0}7{¥remarkable. (A{H]
AA2 “ZYZI2 Z40|0joF 3t}). MH{ AService O|Ris Ynot EE2|truly A Aservice 9
2 Ewithout XO[joy, AISIH Eexcitement, Y1 =and QA O|Minspiration. (7|4, Zt
S, dHO| gle® MH|AYO| OofY ).

® A|C - A {4 #0]/dcommunication (C - 7{{FYH|0|H)

O|HIE] B Effective 5 L{#AH O|Mcommunication O|Zis O|MlMessential 2lin Eithe MHA
service QIEAEZ]industry. (ME|A2Y0= HFYAHO|MH0] LO{0F StCf). fA-HOne-way #
147 0] Mcommunication O|Xis Ltnot HAIE{Hacceptable, 4 Eand FZUmutual HE Y
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0| Mcommunication O|Zis LU|A{A|O0{E|necessary 2Qlin Ethe A{H Aservice QUG AEZ]
industry. (¥YH22 st= A2 o8 A| L "2 HRYHOIH"0| TRsIH).

@ O|E - QIE{H|QIHHE entertainment (E - &)

CThe A Aservice QI AEZ]industry #-Eshould H|be OJHIREabout StAI{EdZ{E]
hospitality E]¥ 0] Ztowards {AEH Zcustomers. (AMH|AY 2 1HES “2H{{"s= Z10|0{OF
SO}, CQllt #+Eshould Wnot A A Ejust Hlbe OJHFR Eabout 4L Msuperficial 12| =
greetings 20{or 0|=35|Hadhering Eto 0|E|Zletiquette, Blbut A 52| genuinely A
Hexpanding A Eand LHUwelcoming HHAEH Zcustomers ©SHat =all EFQ Ztimes.
Ol 2227t HI=3F QA XL oF F7F ofHe} IMCe =z AL DMS SOst=

Z40|0{OF 3C}).

5.5 I}o|tHMFinancial A|7F2{E]&XSecurities H|ZL{ABusiness O}0|Cj0{XIdeas (Z28=H

At ofojcjoy)

224210nline AErstock Eg|0|Htrading Qlin YEweb AL|O|A Zspaces 2f2like Ola HH &
Avirtual A|F2{E| Zsecurities 5t Ahouse 7Hcan 2|HFAreduce Cthe 7tAEcost O Eof
2| 22 Eremote Eg|0|Htrading &1 =and &E2|H|0j|Slalleviate AtO|Z2tX|Zpsychological o
AEfAdistance  E{YO{Rtowards  EZforeign AEFAstocks.  (ZHAEHESE|AHVirtual
securities house)2t Z2 ¥ J{Ho|Me FAAE = FAA| e H[EY =7A0] O3t
Agd HEZHES E0ZE  Zo|Ch). OofRAs ZE2QHE|#|0|Mglobalization CHAIE{ YA
accelerates, U|0|M Znations OfOtare QI3 2|AlZ2|increasingly £%&llosing G|O{their O
2{Elability Eto A ALO|Zexercise 0|4 economic ZAEZ&control 2%Hover GO
their 22own O[7fL40|Zeconomies. (MA BA|et7t 7tEEHM Z7t= A= FAH SA|
s dHol 7t UH). EO{For O|1fMHexample, Cithe OfO|YH{ZIMF I}O|H/S
financial F2}0|A Acrisis Qlin H2|0| % Malaysia, Et2 &1 EThailand, Q=<2 ZIndonesia,
T0{2|0{Korea, A =and 2{MRussia. (%, LHO|A[O}, Ef=F, AEL|A[OF, 2F=, 2{A|OIQ] IMF
Q& 7|9 =2ff) QIn 90| % Asia, AErstock E|0|Htrading MIE{Zcenters A{X|such O &
as Cithe &22Seoul 2EStock 2AAX| QX Exchange Qlin AF2AMSouth F.0{2|0{Korea, 40
X 0{Singapore, Y9=and Qlin =0 A North OjH|2|7{America, Ethe +=New 820{3York £
EfStock A ZX|Q1ZA|Exchange, ¥ =and Qin S&Europe, Gthe @ HLondon AEStock <
AX|QIR|Exchange dli{Ehave H|Zdbecome Cithe ZERZfocal EQIE Apoints O{Eof AEF
stock Eg|0|dtrading, 4] =& shifting Cthe YAUweight O] Eof Ethe OfOtZdmarket Z&H
from H|Ubeing ME|{Ecentered 022 Earound Ola A Z4dsingle FHAEZ|country Eto H|Y
being Cjthe M EZcentral OfO}7d Amarkets O] Eof CG|Ojtheir 2| AME|Hrespective A X
regions. (OFA|OIOM = M2 SH HEl44 H7IEE, 509 F& FEFHAHN L, FEO
Me BRo] #H ZFHEHANAZE A A FAFZTHOl 74X OlF AlFO| ?F 4ol F4
AOI7| 2= O A|Fe S AZO| H1 QUT}). Of=As £Efstock OOt Amarkets ZAE|
Scontinue Eto 2228 2t0| Zglobalize, Qlit 0| Ris 2 ABE| Eexpected Hthat §|O{there
Lwill Hlbe ©9an QIHIA|LO|Eintensified ZFAMEZ|O|Mconcentration O{Eof EZg|O|E
trading Qlin  ADA|™specific Z=2#0|MZlocations YR within Cthe QIEUAMY
international 7iI{&capital OfOfZdmarket. (A A ZA|et7t & FHOf| 2t 4|22
AFOM 58 A= A7t ASEE Y2 O3 deE 422 odEn).

HThe 7t ER|O|Mconcentration IjLtHMH4phenomenon Qlin  Cthe QIEWHMYE
international 7HI&capital 0tOtZimarket CIE{™H Zdetermines Lthe 2@H Eoverall QIE
WM Sinternational AL E E|Ecompetitive AE=ZIX{structure O{Eof Lthe IIO|HA
financial A|F2{E| Zsecurities QI AE&|industry. (2| ZAHEA|ZO|MQ ZUZ5 AL 2
ESHEAMY HEel FAH FHIZRE EEAA HY). EWith Cthe ZHMEZO|M
concentration O] Eof E&|0|Ytrading, Z&|O|E|Erelated A|F2{E]Xsecurities OFI{Z|0|M
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Zoperations 24 %also H|Zbecome 7FMEZ|O|E| Econcentrated, 2 dleading Eto 213
2| A Eincreased QE|WMYinternational ZAHEJE]E L Acompetitiveness O] Eof Othe ¢l
Et0{entire A|F7F2{E|Zsecurities QG AEZ|industry Qlin 2%#|0|4 Zlocations Hwith O]
I ™ Eefficient 2/ 22|21 Zexchanges. (H2f2] UFd &4 HHH SHIFE YSE7| o
=0l 284 AYLE Z= LRNME SEAY HA FAHFYZHO| H&stA ). 0%
Each E#iXMtransaction Qlin 0ja 7|®given 227|0|Mlocation A2 Agenerates E
22 Mtransaction I Zfees X O{for tithat I E] A 2| particular O0OFZd market.
(ZZte] Aef= offg A2 YA|oM Hel ++2F EA 2H). HoZ0Therefore, Slit
E2| % Acontributes E£to WUEZO|HEemployment 122 *growth ¢ =and 2Zincome
A 2ol dgeneration Qlin Hthat ZAE& country. (LfEtM ofiE =2 LEFHt £=FH0
7|95tA =), EThe oIfo|WHMfinancial QG AEZ|industry O|Zis Ola 50|high- HiZ
value- O Eadded QG AEZ|industry Qlin B Zterms O Eof 2|0|Hlabor 22 HE|HE]
productivity. (F&4E2 =& i SHO|M LEIF 742[4HH0[H). QIn B Zterms O{E
of H|YUbeing QHan QIHIO|HHE Z|environmentally Hnon - TEHpolluting QUEAEZ]
industry, O| AE|E22|4establishing O|IL M Eefficient A& stock 2 AZ%|Q1% Zexchanges A
Eand QHiZ{™developing At2Esound IO|HAfinancial QlE|Einternal AESHXH X
structures Eto A Eattract QAUELHMHinternational IIO|WHAfinancial EzHAHMNZX
transactions 7FlHcan slf{Ehave Ola X E|Epositive UTEimpact Qton O0la ZAEZ|'Z
country's 2/Zlincome I=Z2Xgrowth. (Ol BELFS Lo e FEMUHYOIH=E =
HOM 284 SHAHNL 2 28 WEAZRE LS 22M A F8AHE FZlok= AO|
Aol 45 ZHO FHH FF2 0[2[A ). 2AIn 2elline Hwith H £this, ${we OO}
are AE20|8Hlstriving Eto A2E2| S22 streamline O0f20jour G AE domestic ItO|LHA
financial A|AEBsystem Eto S Eattract QAEIWA Hinternational ItO|HAfinancial E&H
A Ztransactions. (0|0 At=2| Z§ A|2HE &%t IA F&HUME It st
AUCH. MG H2O{Furthermore, $we OfOftare O|O|Z making 0L E Aefforts Eto ZZHIE
prevent Cjthe ZAloss O{EHof O Athis 227 0| Mlocation Eto O|Cother FHEZZ
countries. (L£3F CHE LtEt0]| O YR E WHSHZ|R| 47| off =5kl ULY). ¢tOn Hthe Of
Gother 3iEhand, 2% Eregional {&5L{E Zcommunities A{X|such OjZas Cjthe O|{EU
OfOtare O|MZemerging ZAHE|E| &2 competitively, 2|dleading Eto Cjthe ZEOJHO|M
formation O] Eof O{a Fnew O|H L2 economic 20|Corder. (SHHO = EU 59 XY Z5
A7t dHHCz HAY MER FAHEMZ FEEHLL AH). Of2As IOtEpart 0] Eof Sl&
its I=spursuit Eto HHUYO|Edominate Cthe Z2=2Hglobal O|7f{0O/economy, Lthe
O|SEU dliZhas O|L4 4| 0|O|E| Einitiated Clthe EzHAEziE Transatlantic Z2|Free EZ&|O|
ETrade 0f|0{2|0]{Area (E/O||O|0|Z=E|0||O|TAFTA) OfjZas Oja OfL{L| AE|O|Mmanifestation
Ol Hof 2RMopen & A'd2|Xregionalism, & Ealong with Tthe 0f|O|A Asia-R-&Europe
O|EMeeting (Of|O|IA|HASEM) Eto ItAE{foster ZROIIZ|0|Mcooperation H|EH
between 0|0|%|Asia 91 =and S & Europe %at Cithe AZHsummit 2|Hlevel. (EU= MAFE
Aol ZEHE MYSHAL HYH Aol Yoz UMY AARRAR|H(TAFTAIZ Of
Alot, S8 FHRF(ASEM)Z EiSAIZH). In 718 3 conjunction Ewith Cf Zthese M4
Zmeasures, Hthe O|FEU O|Ris T2 22 & promoting 2| 2| #|0| Mliberalization ¢ E
and QIE{1g|0|Mintegration O{Eof SlAits ItO|HAdfinancial OFOt7d Amarkets Eto O|A
Ef &2 4| establish Ola Q2L AHAEuropean #4/Z4Single IHO|WAFinancial OfOFZiMarket.
(Olz{et 22[2F 24 EUH S AL A Fatet &2 FRoiM FEELEZE8AMNEE B
golf 7kaL UL,

<#|0|ACaseAld 5.5-1> H|O|Bay Hi3'ABank's 7ll4{cash O|O|E|]UATM L E<=Inetwork TH
can Hlbe WA AEaccessed 2 Ethrough O|O{their OjIMofficial N EAIO|Ewebsite (H]
O| 2349 AZASUS7| HEHI HZ EHO|A])

QlIn E{|0|'Ztoday's ¥ Eworld, Slit 0|Xis O{YOjX| ¥ unimaginable XO{for Ola Hi3
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bank £to OfmZ|¥Yoperate YR Ewithout 7i4{cash OO|E]A =ZATMs, OfjZas LjO|they
S Ehave H|Zbecome st highly Z2|®H =& Eprevalent QlIn E{the #|0|Acase O{Eof H
O|Bay Hi3Bank, EO{for 2 AE Ajinstance, Y =AM &2 approximately L4QIE|IIO| EI{ M E
95% OjEHof 7I0tES &L Zcardholders S&EEF0| Zutilize H|Oftheir 7i4cash OO|E|A =
ATMs ©Hat 2|AEleast ¥ 2Aonce Ba HMmonth, (2520= AZASUZ7|7t ¢= 2H
2 ddE + 8E R AZAE UE/7F EESAEANM HO| 23S FLE EH 95%2
FIELA|A7L Ao ot Z0| 3t O|&str). AWM O] ECompared Fto O{Hother B34
banks, Cithe I§10ifigure O{Eof MIEJMHI{MES7% O|Xis EEZ|truly 2{0f0fHH
remarkable. (Bt 2342 57%0| H|StH H=z YLt 3 £ U0}, HO|Bay HIBank of
Zhas HO|Emade 0| EAefforts Eto EfflAEtransform SlAits Y EAO| Ewebsite
Einto 9%an QIE{2E|Hinteractive Z&iEplatform Eto ¥Z|HL|0| Eeliminate OfLany ¢!
71H|'3 Ainconvenience = 3|0|E|Erelated Eto M4 Zmachines. (H|O|2342 7|70 5t
=H= 2007 Ao Ho]2=42 ZHO|R| AF2t0f| =25t} 7| IfZO[L}). 2In Cithe Ol E
late LQIEIMIEHE]| 21970s, H|O|Bay B 3Bank 217 2{X|Eencouraged 7{AE{H Zcustomers
Eto §Zuse 74{cash EoAldeposit ¢ Eand ¥ EEZHwithdrawal 7t0fZcards HO|by Al
Hsending Blthem 0| A4 #{|0| M 'd educational =8 Apamphlets, HAM4gafo|RE
personalized AAZ2{L0| M ZXexplanations, 21 Eand Z2{ 2 L2AMEpromotional HE|H|E|Z
activities. (197030 S8 DM S0 &g TE, 18 B S A AZ3}
EQ127|7IEE HUM O|25tEE HQSIYLH). O XAs IOtEpart OfEof HO{their T2 &2
LM promotional WE|H|E] Zactivities, E{the 1 3bank Z2{H}O|E Eprovided ZZ|free Of
O|£ice A& cream Fto HAEHZcustomers Swho H|Z|E Evisited Ethe ¥ 3bank A
Eand 2/M Elistened Eto Cthe AEjZstaff A AZE|0|dexplaining Ethe {A X|usage O

[¢] rg ol

Hof 74 cash HI}Aldeposit A Eand € EEZHwithdrawal H{$ Zmachines. (231 Y25}
of ZEYA AZASUE| AEHE =& LASH F= Of0|£FHEZ I3t A4S X

2=9 o2 & £ L0}). H|o|Bay #ABank sl Zhas Hlbeen QIH|AHinvesting M 14D
Esignificant O{0f2E Aamounts OJEof HYmoney ¢Qlin LCthe O|AREZ4HE
establishment O]Eof Ola 7i4{cash CE IR deposit 4 E=and ¥EZHwithdrawal Y EH
network OfjZas Hwell OjXas Clthe CLHIZMH Edevelopment O]Eof 9Han O|4HH|O|E|E
innovative 9 EAIO|Ewebsite Hlong H|ZEO{before OjEother AL & competing B3 A
banks Stook MMaction. (H|0|2H2 HE FHU2HS0| 2t4st7| o|0] 22 HMEH AZFAf
SUE7|YY HO|28 SHO[R| 2FF20| Ui B[ES FASIUL). 00|*'22|Originally,
Cthe I{I{Apurpose OlEof S &ZI0|&utilizing {F Zmachines 2rZwas EFto & EFA
reduce 7tAE Acosts, Blbut H|O|Bay BidBank 2|7 140|ZErecognized Gthe Zg|mjz
Apreference 0 Eof HAE M Zcustomers EO{for O|X|easy-Eto-FAuse HEand EHIE]
O /M|EH24/7 UMM EHaccessible AH{ A Zservices L|O|They O}O|HIE{I}O| Ejdentified G|
Oltheir EfOtZitarget OtOtZdmarket Of Zas ZEtO|H|=Z &l primarily Fyoung, St 2 highly 9
Z7|0|E] Eeducated QIEH|ZA ¥ Rindividuals ¥with Cjthe IjEIMdpotential £to OjLearn
Ola otOlhigh ¢&income. (Fei= 7|AE Ol 822N H7IE AAotULAL & FHO|AR| T
UHESO| AHESHZ| HIL 24A7F O] 7h&%t O|dE MEs5IH 2330| FEAZLZ MYst7|
HotE UME0| 2 FH1 NSO 455 ¥ 7ted0| U= AHEES0I2=E EE Z2F
SH7| f-=ZO|L).

ETo Q#0lensure HEO|O|EIZ{E|reliability, H|O|they &4 %also 00| =Emade A4 DA
Esignificant QH|AMHE Ajnvestments HO|by QI AE#™installing B2 X2 Ztelephones ¢t
on O|ZX|each 7{4|{cash TjAH Mdispenser, O|4|0|®H&Henabling {AE{H Zcustomers Fto
Zcall O|YEfYanytime, EQE|ZO|/M|E124/7, 2lin #|O|Acase O|Lany O|#ZXissues O] 2
fRarose. (A2 £ AME|EE E5H7| ffalf Uoist &2 EAfsq Mg 24 3 A5
E7(0] R[St M FA|7F HWYSHH 24X 7F AAHZA| Hate 4+~ UEF StL). HThe A
Efirst 7i4lcash AT Mdispenser 2rZwas O|YA g initially Q1A EEinstalled %at Oa
Bi Ibank E2ix|branch, Hbut Zsoon AZ3 Espread £Eto 74H|H Econvenient 22#|0|
M Zlocations EO{for HAE M Zcustomers, A]Z|such OfZas A shopping &Zmalls, 9
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O] LO| E Aairports, 2E0{Zstores, HEand A subway AH|O|MZstations. (% HA &
= ASUE7 = A LR AR T 2 LB F, I, HH, dEFY ¢2 1ME0| O
8517 Mgt R|E EAEUCH. HTIEEZ|Currently, Zall 3 Abanks 2I{offer 7li4
cash O AOA Zdispensers, Blbut Cthe 7H4{cash T AHA Rdispensers O] Eof H|O|Bay
Bi 3Bank OfOftare T I{& Edifferent Z&from O{Eother Bi I Abanks. (A= 25 2HE
O dZ ASYUE7|F AFstL UA|ITH HO|2H dF ASUE7|= o= 23y H=n). 2
UWhile ZiHiIA{Hconventional B3 Abanks R2Ioffer 2-2Z|only *Z|three AMHMZE
services, H|O|Bay H§3Bank Z2{H}O|Zprovides Ola 20| Ewide Z|Q2lZ|range O Eof HI10
HBiZlbanking-E2||O|E| Erelated A A Zservices A Eand O|Hleven M Zsells ARHITA
stamps. (282320 Ml ZFA[of E2sth| H|sH 107t 234 &E MH|AYES I35t
QI A7t QEVR| L MoOijst Q). EOj{For QA AE Ajnstance, Of|Ojthere O|Xis Ola A{
H Aservice &Lcalled "7 AR Custom 7lj4{Cash” YO{where 7{AE{HZcustomers 7FHcan
D2 pre-EZ2 J&program L|O{their Z2{I{Epreferred YEZLwithdrawal OJOFREA
amounts, YLZHY|O|Heliminating LCithe UYEneed &to <Eenter Cthe FYEZLH
withdrawal Oj0f2Eamount O|ZX|each Ettime. (0& &H HAE 7H4{(Custom cash)zf
1 oM OftH LYol QlEFMES RZ TGOl LM L0 MS5tE AEFHES T2 1M
=), QlIn Gthe #O0|Acase OlEof Lfee QAZLO{HO|Minformation A{EH{AlZservices,
OOjthere O|ZRis Ola AlH Aservice &Ecalled "0{7F2EAccount ¢LO|O|EUpdate” X|
which Z2{H[O| Zprovides Oa O|Ymini A SIHEstatement Ywith 4E| Edetailed 2!
Zoji|o|Minformation A{ZX|such OfZas Cthe E@H Znumbers, §|SlAdates, A Eand OOt
SE Aamounts O]Eof Lthe II0O|Efive EZRAEmost 2| MErecent dlAchecks L0O|E
paid, OjZas <well OjRas Cithe 2LAEmost Z]MErecent 7[0fEcard EfiZAHM =
transactions 4Eand CEoAldeposit OJOfR2E Aamounts. (£4E HE MH| AR AL
= O7IZEYHO|EctusiM 2|20 X|Z2H HA +~HS Mo GR, ZH, 2|1 7t3 22
O FtEAE, oFH SO HAMstA HAUA= Ol dBME A Z=2tH). ¢lIn o{Hdaddition
Eto Z2{HI0|Yproviding H|012] 0| Avarious OFOtEHartwork A{H M Zservices Qton Ethe
Z2{color 23 & screen O]Eof SlAits E200|Xhomepage, H|O|Bay B 3Bank O|Xis 7
E|L0|&2|continuously O HlZ{™developing 7i4lcash CADAdispenser HIEZ{Z|
technology. (O|X& H|O|2382 ZafAT-O| SLO[R[] Of2] 7tA| LtFet AFME|A A=
A w20 otYel 2| &Mooz HF AFSUEY| 7|&S JHESL UL.

iE{Data: 2lLee SYou #|0O|Jae, AMH AService OOt & Marketing (AF=: OS2} AH|A
OFAH )

5.6 EO0{E|&Tourism A{H AService H|ZL{ABusiness Of0|Cj0{RXIdeas (&% A{H|A AN

ofo|jo))

AR MSouth O 2|0]Korea O|Zis Ola ZAEZ|country Hithat I{|Al Zpossesses =
cultural A=and Z2|% Areligious CHO|H{A|E|diversity. (3= 23t T WMoz QY
S HEGSH 2710, AR MSouth Z0{2|0{Korea O|Zis Ola 71 EZ|country Y O{where A
AZ|Of U E]|Christianity, £ Buddhism, 71 &AL Confucianism, ¢ =and O{Cother E&|
A Zreligions T 20| 1R A Ecoexist, ItAE| Hfostering Ha I AZpeaceful T 0| 1R AE
Zcoexistence. (A2, 4, Fu 30| A HelFHA Ats HEfo|H). O|ZIf H
one AZcomes Eto AfRMSouth ZO{2|0Korea, 9a ZAEZ|country with QUEZHZX A
interreligious ZFE= E Aconflicts, G|O|they O|Olmay OlEZ* Eobserve ¢ Eand O AFHH
discover L{HIMpotential &M ZXsolutions EO{for Z|ZHlresolving AMZX|such 7IESEHEA
conflicts. (Fu7t A4S0 U&= Yt 2h=70 &AM Eu 1 A4S A E Ao|h). A
O|Z/Engaging ¢Qlin EO{Z|&tourism H|Z Zbecomes I}A{Hpossible Ewhen I Epeople
2| X|reach 0ja MElcertain 2j|&level O] Eof OfZEAH Aaffluence Qlin G|Otheir 2/l living
L BHE Zstandards. (HE0 LM E AMRHE2 450 L 2 BRoHFES Of 7hsoto).
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O AThis O|Zis H|7IZbecause O|O{there OfOftare UAMA|Zexpenses A{X|such OffZas
E 2 ATHE|O|Mtransportation, & 2& hotel O]7}HE|0|Maccommodation, &1 Eand AfSIA|Y
sightseeing A ATA| Zexpenses Q2 E Einvolved. (W 5H|, SEIH|, Z&H| 50| QI0|0fF K| 7|
- 20|C}). H|O{There OfOtare H|O{2|0 Avarious EtQ Atypes Ol Hof EO{B|{AE Atourists,
AEand one ZHE{10{Z category QUZEXincludes H|ZL{Abusiness EOZAEA
tourists $who E&&li¥travel ZEO{for O}OtZImarket AWAZE{2||0|Mexploration I{I{AZ
purposes. (HEME2 02 BRIt U0 3 BERs AMEY AITS2MRENN 2= H3A
(Business tourist)O] ULCH. QlIn O Athis 70| Acase, Slit 0| Ris LA{Hpossible ¥when
T 0{2|0{Korea dljZhas LC}O|H Adiverse OFOt7{ Amarkets 91 Eand 9Han UE]EHactive LM
national AL|3spirit. (0] AL $HR0| CieFeh AIZZ MIXQl L0IO| QU 7Y of
7t55te}). Zo{2|9 ZXKoreans OfOtare CEthe H|AEbest I A H2|E| Zpersonalities ?lin &
Zterms O Eof I{#|Alpossessing L] Xthese E&|Sl Atraits. (3H=2210| O|0f CH3HA 7t3F =
2 849 A[AHSO[O.

BIBill A|Sl AGates sl Zhas MM Ementioned Sthat AFSXSouth Z0J2|0{Korea O|Xis Of
a ZAE2|country Hthat QlE2{EA| Rintroduces Lnew o2td E Aproducts.
(EAOIZ27t MEZ AES £L70sts Yets 2h=0|2fil 3HH). AR South FO{2|O{Korea
SiZhas OCjthe 20X AElargest DIHHEE|0|Mpopulation Qlin  Clthe QIZEOJ{H|O|M
information ¢ =and 5L #H 0| Mcommunication EZE2{X|technology (OO|A|EICT) HE
web QIEAEZ|industry, YZX|which O|Xis 2t0|why Slit 0| Xis 71A|E Econsidered EFto
Hlbe Hat Cithe ZOj{IZL# Eforefront. (3F=0| FYESL WAHFAL7F 7t TO| Q7| T=Z
O|CH). AR MSouth ZO{2|0{Korea O|ZRis H|H U becoming %a 2|Yleading 71 E2Z|country
Olin QIZEO||O|Minformation ¢ Eand HHL{AH O|Mcommunication El'E2{X|technology
(OFO|AIE]ICT) @Qlin Oj0]x]Asia, OfZas O|H T Eevident ZEZHfrom LCthe Z2t1dA
progress Slit off Zhas M[O| Emade. (O|H& 3F=0| OfA|OtS] HYE SO ME=0| EHO{7t1L
QIC}). 9lIn R2O0{Horder ZEO{for EO0E{AE Atourists Swho OfOtare O|7eager Eto &
learn Y Eand O{E X EHobserve Eto H|ARlvisit AFRLMSouth TO0{2]0{Korea, SGlit O| Ris U
MAM|Ol2|necessary XEO{for LCjthe 7F1EZ|country Eto H|Zbecome Ola HIFZ}X|ZAg
technologically OJEHHAEadvanced Y|O|Mnation Y Ojwhere ES2Mpoth CHAHE
domestic Y1 Eand E&Ziforeign QUG H| A <E Xindividuals Flican Alsee ¢4 Eand Tlearn Z&
from Sl ZAits OJEHHAME Aadvancements. (W =2QE0| E10 HIE 4 QEE 7|&0| oM
Lief7t EOjoF O|ZdE Ei H{RH= FTEA0| txZ A 2 Ao|H). I{HLLZOo
Furthermore, flwhen AFR*South F0{2|0{Korea H|ZdZbecomes 0Oja Z|dleading Y|0|
Mnation Qlin Sl attracting A X|church AAX L RXexpos, A=Zschool WAL Zexpos,
Stool AALLQ Rexpos, QHO|ZMHIE environmental AL Rexpos, YEweb AWAZR X
expos, AxHcultural AAZL Zexpos, HL2H#H 0| Avocational Ef|0|Ytraining WAL
Zexpos, HEand 2O0{more, Qlit Hwill O| AEjE2]|4|establish SlAl Tjtself OjZas Ola &
o1 ™tourism-M E=centric 71 EZ|country Qlin H|0{ 20 Avarious H|ZLl{Abusiness AlE
Zsectors. (L£3F wo| WEg|, stwHrEs|, CHrErs| SHFEIES|, |EHe|, ZofuEs], 2
Y= 23 52 |X|ots =20 E O AFYEOFY HESHI7H7F E dol). 2EH
E AStudents 2Qton Oi{*math TWEfield EHAtrips OfOtare 24 Ralso ZHAIGE
considered Off Zas H|ZLl{Abusiness EO{2| AE Atourists Al Asince G|O|they H|Rlvisit 2
O]2|O0lKorea Eto Zllearn Y1 Eand @ gain QA[SI Ainsights. (BHME9] 48H0{3H Z+AH
ot=22 HI H{R7| {3t AO|E=Z ArYFOF HEFMolrt). H{H{EAnother 7HE{110{E]
category O]Eof EO{ZAE Atourists O|Ris =2 Zthose Swho H|Alvisit T 0{Z|0]Korea
ZO{for O|O{their 2/EtO|O{H Eretirement O ZE after ¥ Zworking XEO{for MLC|30 O|0{ &
years A Eand A|Zseeking T A|O|Mrelaxation. (ZZF7HO| £ COtE HEL 30 FOF A
StCt A Zrop QFAISHY| {siM dt=Z 2= ARE|O|L}). L{AThis #O]Acase QUYEZ
involves H|Z|®visiting Z0{2|0{Korea Eto Z|AErest € =and 2 FH Y|O| Erejuvenate &
Olfor E{the I{Ij Apurpose O Eof 2| 32|0j|0|&Hrecreating &'Zone's 20| Zlife X O{for Ef
OOt 2Ltomorrow. (O] Atdl|= 2F=0|M AL WYL 42 A ZEst7| HollM =S W&ot
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= Z10|L}). ETo #|O|E{cater Eto G|Oltheir 4 Zneeds, G|Olthere #Eshould Hlbe T3
AElmajestic ™2{A|Zpalaces, 0la Z%clean 9 =and 22|0clear 3tHan 2|HRiver, T
ABlpristine AE& Astreets, 2{4lush IFOf3 Aparks Hwith EO|2{ A E Aforests, 22| &
churches 2| Y|0|&Hresonating Ywith HEZbeautiful &Zhymns, € Eand EYHE
tranquil 71 EZ|AIO| Ecountryside &2 Zhomes XEO{for Oja I ATpeaceful = Hretreat.
(O|=0| zotd g, MEAstil 3 =tF, MR e, A &9 JH, OtEHZ 29
oot 7t U= uwe|, okt M FEIO| QUOOF othf). F2TClean £EZ Astreets, ¢lin
E|ZA2{particular, OfOtare st 2 highly X0 & Eimportant EO{for BEthem. (£5| 7jZLst
HAel= 1Y £85t0). ¥When Hthe @M author H|Z|E| Evisited A]LHGeneva Eto OfEHl
Eattend Gthe LUQIEILIQIE|ZE 01994 AL ASwiss QIHIE] Z'Inventors' Ij|O{Fair, §|O|they
LA Ewitnessed Ola Alscene ¢ 0{where AE&street Z2|dcleaning H|0|Z Zvehicles
IZfrom O|X|each BYA ™2 E/municipality Y Ewould LUwake Yup SHat I}O| =5 ofAH
a.m. Y Eand T clean Ethe AE= Astreets with Y E{water. (A AI7F 199483 A AQ|
M T LY 2Rl AAMaE AUEE YEME W 2 ¥ FAx7E AE 5A|0 LoLt
M ZFAYE EE Yasts AHES EQUYLDY). Bi'AThat's 20|why 24 HGeneva 2fZwas =
Hclean. (LM A UEt7F 7HRSHEH ZO|T}). MZ|Such Z&|&8]Y £cleanliness 2FZwas Of
a 7AEZ|EHcontributing ME{factor Qlin EsH AXZO{Utransforming AL HGeneva QE
into 0ja A|E|city O] Eof QE|WA Hinternational {1124 0{|0| M Znegotiations A Eand &
Olg|Htourism. (L3 7HZEO| AHUHPZE FAFTS ZAI2 HFEHEAZ HEE &+ U= 82
O|ALC}). EThe AESAstreets 2Qlin A|E|Rcities 2t%like EL7|2%2Tokyo, L{I10|0f
Nagoya, 91 Eand E£F L 27 Fukuoka Qlin AT Japan Ywere Fnot 7{H Ecovered Hwith
oQlfine QA Edust 2like Qlin Z0{2|0{Korea. (X292 =7, Y7L, STRIIEA|IQ &
ZHO| hxXEH A[HH HRZ HEFO[ZR] oAAL}). ETo H|Zbecome Ola EOZH
tourism-ME{ Ecentered 71 EZ|country Hthat = E Aattracts H|X|E|{ Rvisitors, Slit 0| &
is YIEOEI Eimportant ZO0{for 0]2Aus Eto E8clean Ethe E{'dZtunnels ¥ Eand E&
Eroad €€ Xwalls HH Ecovered ¥with IQlfine HAEdust 9ton Ola C|U2ldaily H|O|A
Zbasis. (RELEtE AHH HAZ HEZ2 EFU T2HZ Y 70| HOIof MO
Aot = H&EIH 27t 2 4+ AU,

DO{22HMoreover, Qlin O|Uany A E2Z|country, Eto 240 ensure O|Rease O{Hof #H
8147 0] Mcommunication £&during E0{2|Ztourism, 0{a 222 2|globally SL4It0|E
unified YA|language A|AEsystem, 22Ulike Ola ZAIEE{computer YEweb FHlingua
IDEi7{franca-0f|O| X|E| O IHTML, Hthat O|Xis YA HEZ|approximately FFHEZE100
EtQl Ztimes O|X|Oeasier Eto 2| Eread, 20| Ewrite, A A X3 Aexpress, A Eand SEHZt
O| Zutilize Tthan Y=32|4|English 20jor ZO{Z|AHKorean, Ewill O|H{X|emerge X2
through 0|2 ZKoreans. (£3t O] L2t} @ASHHA A0 L 2 02 Z0| G=&E &
FE €380 - HTMLAE Fol4 2220 10081EE G177 g1 27| g1, BEist7| g1
g8t/ A2 MAZLAN A7t 2h=2lE M HEIUA 2 ZA0o|H).

Z8lidPlanning Z2t53Problem <7|&2|>

1. X20t2Throughout Hthe O A7 Mdiscussion, Ywe ofjEhave 2AAEZZ0|Eexplored
Othe OjAMEaspect O]Eof OfjEZ|Aladdressing Gthe 71A Zconcerns O Eof YO|H &
neighbors #*&through LEthe MHE Aservice QAEAEZindustry. (A 27X MHB|AYCZE O]
<29 17lZ siAsH|of OfsiAM M EQFEYL). 2t0| EWrite Oa EfO|Htitle SHthat Fyou
2 Ewould 2flike Eto E2O|try Eto AHsolve R20your Y|O|H'Zneighbor's Z2t&&
Zproblems Qlin Ethe AMH Aservice QI AEZ|industry. (AMHE|AYCZE 0|22 1OlS Y
Ast7|0M G40 0|29 1LTIZ siZFs 21 42 H=52 2AR).

2. EEDraw Ola mX{picture O] Eof Cjthe Z2{#|0|Mrealization O{Eof E{the E}O|Htitle
Ol Eabove. (Y =2 Had FHS AT 2 T8 A|R).

3. QIn Ethe mX{picture O{H Eabove, E&|EZ2|briefly AdAEZg Qexplain Ethe ZEZ AN A
process O Hof AfHlsolving 20{your U|O|H'Zneighbor's Z2t=3 Zproblems. (Y I 0
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M 0|29 1RO sfZE = S 7HHs| 2FsrA|2).

5.7 A YE{Underwater ZZHCoral 2 ZReef 7[OtTGarden FO{Z|ZTourism Z{£Glass
Z2Dome H|Zl{ABusiness Ol0|C|O{Idea (3§ 4t22Z HZ Q2| AtY oto|f o)

1. H{ZL{ABusiness O] EAIE| HObjective (AFUF4) : QAR 2|0 MInstallation 0] Eof ¢
EE{Underwater 22 £Glass &2 =Tubes H|Edbetween Cthe OFY&I XIslands Of
Hof B|0| £20|Dadohae EO{for £0{2|HTourism Z2{2.24Promotion % Eand 42
7|0|4dShowcasing 012{0f' ZKorea's ®EWorld %4 X Attractions (=319 £21&
g0l sfA RFESE 22|50 =, =Y MABL S2)

2. H|ZL{ ABusiness 710 M ZConditions (AfYR7):

e OThe EO|2|Atourism B revenue #Eshould A2 YLgenerate Ola AEA
surplus AL 0| Ecompared Eto Cthe 2| Alease QE|0{E|AEinterest A Eand T A
Mprincipal 0] Eof Ethe AAE& Mconstruction. (& lease O|Af €2 OjH| 2242l
o B2f7} 7H53HOF FHTp),

e Ollt £Eshould Hlbe H|L I A beneficial £to Ethe 71 E&| country 1 =and Sl Aits A|
E{ X Zcitizens. (712 STOA F2USHOF SHLY).

e ClIt #Eshould =i Eattract MY funding ZEO{for H|Z2{X|technology C{HIEMHE
development (2 &Zthrough HBY XA Zmunicipal, 2/%Zregional, 20{or WM< national
It Eproject Y27 0|4 Zapplications). (7| &3 |2I(Al, &, ALY L1)sHOf
StCt).

e COlIt #Eshould 2{A|Ereceive AMEO|Esupport ZEO{for E2Z|X|bridge ZHAE=M
construction 7IAE Acosts, (B2 A=H|E X|| HHOtOf SiLY),

¢ Ollt #+Eshould A& Ecollect E&toll I Zfees Eto 2| 4|O|repay Ethe L4 2| Elfacility

2Zloans. (BYEE YoM A|MH| §AHE ZOIOF 2HLY).

3. @M HQverview C0O|0{d7Diagram (HEXZ) / HEZ FJ=E2A MME  Vertical
Cross-section (42 HHE)

A FIHOZ Y90 &
—_— QTR0 9B MUY B
(BX) . _! Rol#8 R MAE < (8X)

=
tell
e
=11
2d
O
=
o
%
09
JE
MHo
r
MHD
kJ
ol
k)
o

o BT X Temperature O & ADifference-H|0| AEbased IIO{Fire ZZ|HIMPrevention
A £ESystem (2T 2t0f| 2|5t HOf| 2] ZFz])

o IOJg|OtHPeriodic 2&AGlass Z2|dCleaning A|AESystem (7|20 = WQEOA
QTS e AlAH)

o Ofd&EEJsland (M) #HELand (FA])
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e MEMAESubmerged EsiAN# ETransparent 22AGlass Qlin Hi#Vacuum AF|O|
EState €with Z&Coral 2| ZAReefs (£H EH S RIZAE] AS XR)

e MEMZSubmarine EZ20{2{Flora ¢1Eand HTMarine FXBMuseum LHFish HE
and 9% ZWhales (sfX 342 sligur=2 17| 1L2f)

MSE WHsSAE oHESHESH =] ek
ol
= pyie !
() e (&)
ol
* =8 I
NS X o AR oS

Fc
=y 2N
bl

=
e d=Coral ZZEReef (M3 ZR) AHEYE{Underwater ZTHE APlants (SHAsAE) HAH
Marine FA|@Museum (GHFEF=H) M 4Fish(E17|) YLWhale(12)
o OfA&EEJsland(M) ELand(SA|) DY Pathway(Qlr) ZLERoad(ztkt) EFHALHE
Transparent 22{AGlass (EE S2|) = Coral 2|/ ZReef (AFER)

OThe QAEZ| O] Minstallation H|7lZbegins HIO|by E™Efilling Ethe AE= X structure &
with Y E{water, =2 Efollowed HfO|by A|F™Hsecuring Slit Qlin &8|0|Aplace ETo &
g|Qldrain C{the <Y Elwater, Ola Eg|0|{X|drainage " Zpump O|Ris SZLused.
(30 22 21 |3k H, #HLY A|7|L B{SHIE AFESHO =2 W{L{OF StCY).

5.8 0f|0jAir 710t1L2Cargo B{A|AEIA| ogistics H|&XL{ABusiness O0|C|O{Idea (3}& E&

Ar otojciof)

T 0{2|0{Korea sljZhas Hlbeen EZ|E|ZZpolitically HH}O|L Edivided H|ERbetween C
the O|AEEast A Eand Y2L2EWest 52 Ablocs, QA O|A| Eengaged Qlin I X|Zphysical
ZroE| Mcompetition AlAsince Gthe T Oj2|HKorean Y O0{War Qton & ESQIE|IL I M25th,
LIQIEI XE|1950 o0 However, &2 mentally, Qlit dl{=2has glbeen AEZ{O[HY
striving ZEO{for 2|ZAAlZ|0f|0|Mreconciliation ¥ E=and O|Xis L%now Qton C{the I
path Ef0fZtowards I £peace. (3t=2 YRHLZE FMIXUFO| |AHHLZ 6.250M 4
MEIYD HAIMORZ Z|2NR| AU} BHEfe] U2 SO{MI UCH. Zoj2|o{Korea 0|2
is Ola ZAE2|country Hthat FHcan A E2|0|Aembrace EQ@Mboth I & 2| A Ecapitalist
¢ Eand 7tHLH A Ecommunist 40|44 Znations. (A2 7ttt F4bx9 H71F o Y2
2 U= HEt7h Z2|oth). 20{2|{0{Korea H|QIE|QI Zmaintains Z&lSEfriendly Z&|O]H =2
relations Ywith 7| & 2] A Ecapitalist 40| Znations A X|such OjZas Cithe S LO|EHE
United AFE|SlAStates, ZaiAFrance, Clithe K{LO|EEUnited ZEKingdom, AHY
Germany, 91Eand %{MJapan. (Z2Jope 2f2Zo|9| 0|2, TyA A2 £U Y=t 25
ChH. oM dz2]Additionally, =0 A North Z02|0{Korea, YZX|which & ZEused Eto H|be
Ola 7IHLY AEcommunist ZAEZ|country, M E|Q Zmaintains Z&lS2|friendly Z2||0|M
Zrelations ¥with 2/MRussia 94Eand Z{O|L{China. (3t ZAIFOIFEH BSH2 Z{A|0F, =
= ZIstE), JL1ZXGoods ZEZEHfrom Lthe §UO0|EEUnited AE| Sl AStates A Eand * M
Japan OOftare YUIXO{E|Eimported 2 Zthrough CEthe ZO|EPort O] Eof EAFBusan &
and §ZEused Qin IO 2|0]Korea G|O|They OOtare Hlithen 2AAIXO{E|Eexported Eto
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2{A{Russia YEand Z}O|L{China H[O|Ojvia [Cthe I1R22HGyeongui 2R Line.
(BAF &2 0= 29 FAES SOAM oM E 20 FOolME HA 2fA[Ott F
=ZO 2 £EZ35t0). O/{&E XMinerals ¢ Eand Of|L{X|energy Z|20{A|Zresources OfOftare
E#AXO|{E| Etransported E&from 2L2MHopen-Wpit 0l Zmines Qlin 2{ A Russia, Z|0|
LHChina, §8|9/Ukraine, 7t2fAEtKazakhstan, ¢4 Eand Cjthe O|AEeastern 2/ Zregions
O] Eof AO|H|O12|0{Siberia Lf|O|They OfOtare Hlthen 7i0{Z| Ecarried HIO|Ojvia Eithe 1
22 4Gyeongui 22lLine Eto Hlbe S ZEused Qlin Z0{2|0{Korea Y Eand LALOEE
exported Fto Z{MJapan. (HA|Of, F=, 3=0|L, IR S AR, A[H|Z|0F SEA[HO| A=
LHEZOM 2 HRE HO FAME HA EME A0 RO 2 £HEJIL).
ETo M43 Ygenerate A AT Eexport-2 L0 Eimport T2 Aprofits, Alit O|Xis LA
M|Oo{E|necessary Eto ZAAEZ Econstruct 21| AE Alogistics AE0|2{X|storage IjAlZ{E]
facilities2 9|Olwhere +Zgoods 7FlHcan H|be I{zAEpurchased ¢when IZZf0|AZ
prices OfOfare 22low A Eand A EO0|Estored EO{for EX{future §Ause. (££¢ 0|
2 U7 YEHME 2Ol A W AN MOMES SEAYAIMES EOF ). 2R AHA
Logistics A EO{2|{X|storage AIZ{E|Zfacilities YEwould Hlbe OjJEHHO|HA
advantageous %lin 22 #|0|4 Z|ocations A ZX|such OjZas WZLEYeongjongdo G|O]EZHHE
Airport, ZIEXZ2Gimpo Of|0{ 0| EAirport, 2lZIncheon XEO{EPort, #4Kaesong QIHAE
2| AIndustrial ZHE# AComplex Qlin Z2A|HE|proximity Eto £&Seoul, Cthe I &Paju
0|oj2|O0larea Qlin ZtO|0|QtR|Gyeonggi Z2tH AProvince, Ethe Z4MGunsan 9 =and St&
LMokpo 9|0{2|0] Rareas Qlin = A|HEproximity Eto ZtO|L{China, 1 =and Cl{the HAit
Busan 0f|0{2]{0jarea 2lin ZZA|HE|proximity Fto *{{Japan. (ERAYAEZ ES &
g AEZE, AdHE, WEEYH, M0 7t F71E LEAFEE F50| 7tk 4 FE
2|3t YEO| It HAF 2/So0| Salstalat 20H. CiThe 2{2| A& Alogistics QIC|AEz]
industry, I{AI2{E|O|E| Efacilitated M Zthrough Eg|O|Etrade, <Ewill AEEF0E
stimulate Tthe HE{H|O|Mactivation O{Eof EZg|0|dtrading ZAI{L Zcompanies ¥ Eand
AU g|¥generate WWEZ0|HEemployment Ot EL{E| Zopportunities. (5= FE92 &
siM O|ROREE FH3ZASO| &/gatk|n 18F HE Zo|h).

O 2As Cthe AAE= Mconstruction O] Eof M2l Anumerous 2{X|AH Alogistics T A2
E| Zfacilities H|Zd Zbecomes U|A M|O]Znecessary, Slit Ewill 2/HO|Erevive Clthe 714
E&ZiMconstruction QG AEZ]industry Qlin I0{2]0{Korea Y Eand 2/3t0|Ojrequire Ofa
M4 Esignificant 0{0F2Eamount O Eof MM Ecement H0{XE0{Therefore, Slit O]
Ris A2Mcrucial Eto HQIE|Qmaintain Ethe 20t AElargest £3|0|Donghae A&
Ssangyong MBI ECement S EPlant Qlin Z0{2]0{Korea OffZas ¥ a 7|key =&|0player
2lin Cithe MM Ecement QI AEZ|industry. (H2 S2RAEA|ME0| BRsHA &of ALt 2
H ot=o| AMF7|7t EAotLtn T2 AMEZE £QFH 702z 3tF0M 7t 2 o
HEAHE Y2 7|{HtE FO0F2M [A|A|7{0F SHLY).

QT2 EWithout A 14 Esignificant AE& 2@ structural 212 Zchanges 2lin Cithe
Z2}0|Hlprivate A H Aservice AMlE{sector, I{E|Z&2Z|particularly Qlin CEthe 2/H|YUretail
ol AEd|industry, Slit ¥ Ewould H|be & Zlchallenging £to 0]X|Eachieve 5} higher
Tz QEE|HE| productivity 122X growth ¢ Eand OAEZ|&distribute Z2tATN2{E
prosperity 20{more EZZE8|broadly AX|Such |21Z Zchanges OOtare U|A{A|0|E]
necessary EO{for Githe 2|7 EZ|recovery Eto E|Utake Z2{|0|Aplace. (O =2 ALY
of 7t o FHYr G FHiE D7F ME[AY BF, AF0ME 55| £0Y 220N
ARl 24 Hatst OfE|R| oF=¢%t 3|52 & G2 ZAOIH). HThe AMH Lservice M E
sector 23t Zrequires San O|LH|O|E| Einnovative & =2 Z|approach Eto AEZO0|HE
employment 91 Eand ZFEHAM|O| Mcompensation A|AE Zgystems Hthat E™bring O{HIS
Eabout Ola 4z Edifferent IjElpattern O]Eof &O|RX|wage A Eand EZQLEE|HE]
productivity 1=22*growth HEthan $what Ywe FHEEZ|currently O EX Eobserve.
(ME|2Y BEE2 AFU%E= 9 O A28 LM 371 HEHE 74 L& 2 E4 A4
O Aol TQs5IH). YWe £HEshould LA EEHO|Rdigitalize Y E=and  7OFE IHO|

Engsthan
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commodify Z2tO0|Biprivate MH Aservice ME|{Zsectors Qlin H|0|2] 0| Avarious 71EZ X
countries Eto H|Zdbecome Oja L|O|Mnation ME| E=centered Qton EZ&|O|Etrade HE
and Of|0fair 2{A| A8 Alogistics. (2|7t 4= UTH MH|AY S HESStD 2HEsteiM F
it FF 23S F7H7t = O{OF 3try),

CjA7{M EtL Discussion Topic <EQ| 23>

1. BAlet's AZ2Aexplain Cthe YO Limportance Y Eand ZZrole OfEof H
the A Aservice QIC{AERindustry. (MH|A A9 ZMI Aol ChsHA HF3H =p).
2. Bl'Alet's 2 AZ 2 Qexplain O{HF 2 Eabout A{H| Aservice OfOFF & marketing. (MH[A
DA TS AL 2 Eo E2f).

3. Bl'Alet's Etalk O{HIREabout Cthe Ito|HAMfinancial A|F2{E|Zsecurities H|RL{A
business Of0|C{Ofidea. (&3 AFY OrO|H0f0| TisfA AFall EXZf).

4. El'Alet's AdAEG Qexplain Tthe OO|LOlidea OlEof Ola EO|{ZHtourism AMHA
service H|Zl{Abusiness. (&2 MH|A At OFO|Cjofof CHHA AdFsH EX}).

5. Bl x| et's A AZEQUexplain ACYE{Underwater ZHCoral 2| ZReef 7}0tHGarden &
0{2|™¥Tourism Z2|AGlass Z&Dome H|ZL{ABusiness Of0|C{O{ldea (3iA 4tszZ
g FE A oro|Ho{of HisHA 2FsHL2Af)

6. H'Llet's A LZF2 QUexplain Hthe OIO|HOjidea OEof Hthe 0f|O|H|[0]|O]Maviation
| AE| Aogistics H|ZL{Abusiness. (&2 25 AMY ofo|Cjo{of CHaHA AFHSH =AY

]
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	08. GIP챕터Chapter파이브5살빙Solving네이버'즈Neighbor's프라블럼즈Problems윋with어a서버스Service비즈너스Business(5장서비스업)
	개요
	1. 비즈너스Business 어브젝티브Objective (사업목적) : 인스털레이션Installation 어브of 언더워터Underwater 글래스Glass 투브즈Tubes 비트윈between 디the 아일런즈Islands 어브of 데이도우이Dadohae 포어for 투어리점Tourism 프러모우션Promotion 언드and 쇼우케이싱Showcasing 코어리어'즈Korea's 월드World 엇랙션즈Attractions (다도해의 무인도 섬간에 해저 유리튜브를 설치하여 관광한국, 한국의 세계명소 축조) 
	2. 비즈너스Business 컨디션즈Conditions (사업조건):
	3. 오우버뷰Overview 다이어그램Diagram (개괄도) / 버티컬 크로스 섹션 Vertical Cross-section (수직 단면도)



