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Perspectives on marketing

in the service economy

distinctive marketing chalenges
what are they? =

when customer rents B
goods rather than buying

them, what happens?

therefore marketing management
tasks in manufacturing sector and
service differ
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1. What are the implications for customers?
2. What are the marketing related tasks?

3 Do these individical differences apply equally to all serdces?
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Perspectives on marketing
in the service economy



market transtormations



Services

g characteristics of services atfects
customer behavior and marketing strategy
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e nonseparability

o perishablility

o durable value

e nonownership

form of rentals
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Rented goods services

Defined space and place rentals

Systems and networks: access and usage



Rented goods services
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Defined space and place rentals
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Labor and expertise rentals




Labor and expertise rentals




Edith, after the wounds
heal and bandages come off,
your looks WILL improve but

you will still be a pig.




Access to shared phyvsical environments




Access to shared physical environments
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How does the
distinction between
ownership and
nonownership atfect
the nature of marketing
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% 1. there is a market for renting durable goods
instead of selling them



9 2. renting portions of a larger physical
5 » entity can form the basis for services
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» % 3. customers need to be more closely
engaged with service suppliers
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4. time plays a central
role in most services
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5. customer choice criteria may differ
between rentals and outright pruchases
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6. services offer opportunities for resource sharing



Services

g characteristics of services atfects
customer behavior and marketing strategy



what are they? ‘o

Consurmers are lolokin% for d_esirlelcl result

Who: Ford, Fiat, Rolls Royce, IBM, ...
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economic activities




most commonly time-based




most commonly time-based

consumers are lookm% for desired result

expect to obtain value in exchanage for their money, time, and effort
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ynsumers are lookin% for desired res

expect to obtain value in exchanage for their money, time, and effort
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does not come from
transfer of ownership!

to obtain value in exche



consumers are lookm% for desired result

expect to obtain v alue in exchanage forTheir money, time, and effort
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Who: Ford, Fiat, Rolls Royce, IBM, ...



when talking about services and
marketing services, distinguish
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marketing of services
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serving customers well and adding
supplementary service elements to
the core product =




serving customers well and adding
supplementary service elements to

the core product
2




free of charge or charged separately



marketing of services
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stand-alone services, therefore is
possible to target NEW customers
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distinctive marketing chalenges

Wy

when customer rents o
goods rather than buying =
them, what happens?

therefore marketing management
tasks in manufacturing sector and



distinctive marketi

when customer rents -

goods rather than buying =
them, what happens?

therefore marketing management

tasks in manufacturing sector and
cervice differ
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Is rather than buying =
1, what happens?

therefore marketing management
tasks in manufacturing sector and
service differ



natngible elements usually



natngible elements usually
dominate value creation










Operational Inputs and



Operaticonal inputs and
outputs tend to vary more
widely




Jistribution may take place






Inatngible elements usually
dominate value creation

1. What are the implications for customers?

2. What are the marketing related tasks?

3. Do these individual differences apply equally to all service:




place and time

marketing mix

environment

pr



products elements

price

productivity and quality place and time

marketing mix process

' “» physical environment

promotion and education
people



