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In the article #5 “Strategies for Service Companies to cope with Service
Characteristics,” T clarified how service companies have been trying to cope with the
service characteristics such as intangibility, inseparability between production and
consumption, perishability of their service impression and heterogeneity of their
services, based on questionnaire survey data to service industries.

In the article #4 “Corporate Service Values and Service Values Enhancement
Strategy” , I also clarified what kind of service values are pursued by service companies.
In clarifying this, I assumed there exist four types of service typologies such as
functional business services, informational and emotional business services, functional
consumer services and informational and emotional consumer services. I found that the
functional consumer services offer standard service values with reasonable price, and
that the functional business services offer solution values to their business customers.
In the case of informational and emotional consumer services, the provisions of experience
values seem to be emphasized.

In the article #1 “The Relationships among Industry Characteristics, Service
Capabilities and Performances for the Service Companies,” I clarified that service
performances which service companies try to accomplish include business economic
performance, service quality and process improvement performance, and service
satisfaction performances. The importance of customer satisfaction has been confirmed



through the finding that one of the three major management performances includes customer
satisfaction as a part of service satisfaction performances. It appears that how service
companies effectively respond to the severity of competitive environment could lead to
the better customer satisfaction. On the other hand, the level of customer satisfaction
can be improved when service capabilities such as the formation of low cost service
provision systems, the relationships building capability with their customer and the
increase in the number of service locations are effectively performed.
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