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In this research project, we explored the basic principles of service
productivity improvement. Through a series of studies, it was confirmed that it is necessary to
consider not only the pursuit of efficiency, but also the improvement of productivity through the
enhancement of value, such as customer orientation. In particular, in the service industry where
products are not homogeneous, it is impossible to consider productivity improvement only from the
perspective of the provider as is the case in the manufacturing industry, and it is necessary to
include the perspectives of both providers and customers. It was then concluded that the key to
improving service productivity is to create customer participation in the service process, and that
there are three major issues: input accuracy, service cost, and service feasibility.
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