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Gronroos, |An activity or series of activities---

1990 provided as solution to customer problems

Sasser et al, | Intangible and perishable-:- created and

1978 used simultaneously
o A time—perishable, intangible experience per—

Fitzsimmons, . .

2001 formed for a customer acting in the role of
co—producer

Hill 1977 A cyange in‘condition or state of an economic

’ entity(or thing) caused by another

Characterized by its nature(type of action
and recipient), relationship with customer(type

Lovelock, of delivery and relationship), decisions(cus—

1983 tomization and judgment), economics(demand
and capacity), mode of delivery(customer loca—
tion and nature of physical or virtual space)

Zeithaml &

Deeds, processes, performances

Bitner, 1996

84 § 2008. 1. 3 RAEF R A26@ A1E

Human Touot
System Systern
Help me
by doing some Collaborate Augment
of it for me {incentives} {tool)
{custarn} B
Help me Delegate Automate
by doing a {outsource) {self-service)
of it for me
{standard)

Crganize People  Hamess Nature
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