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Sisalto

Mita ovat palvelut?

Fokus kayttOarvossa
Asiakasymmarrys ja palvelukehitys
Arvolupaus

Business model

Palvelukonseptin maarittaminen
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Palvelu (“Service”) =

"Services are actions and processes done for and with customers
to create value for them” (Vargo and Lusch, 2004)

"Services are experiences” (Zeithaml and Bitner, 2009)

"Application of skills and knowledge for the benefit of somebody
else” (Gronroos, 2009)

"Services are immaterial, heterogenous, inseparable, perisherable
(IHIP)” (Mdller and Sabine, 2005)
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Myydaan lupauksia, ostetaan arvoa ja hyotya. Ei
omistusoikeuden siirtoa.

Tuottajan nakokulmasta asiakkaan nakokulmaan!
Asiakkaan arjen kaytannot tuotteistuksen lahtokohtana

Asiakkaan saama arvo syntyy asiakkaan
arvontuotantoprosessissa, kun asiakas kayttaa ja
hyodyntaa ostamaansa palvelua (value-in-use).

Toimittaja tarjoaa kontribuution asiakkaan
arvontuotantoprosessiin: toimii fasilitoijana ja tukena
(value co-creation).
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A company often thinks their service is good, at
the same time customer may think that there is
hardly no service”, Prof. Store Strandvik, Hanken

The Road serviceman of the year: "It’s allways a
human being who has a problem, not the car”

"You say you have total solution, but I am afraid
we don’t have any total problems”, Ericsson senior
executive.
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palvelukehityksen lahtékohtana

Methods:
-Observation
-Critical incidents
-Service stories, narrative
-Open interviews

*Modified from sources: Edvarsson & Olsson (1996), Toivonen et al (2007), Stefan Moritz (2005)
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e JOKAISEIlE erilaiselle asiakasryhmalle
/a) Tunnista a) Tunnista kilpailijah

asiakasryhmat b) Analyisoi heidan
kilpailuetu ja

b) Maarita . ..
asiakasryhmien tarpeet mahdolliset likkeet
ja ongelmat c) Maéritd samanlaiset

e ja erottavat tekijat
c) Maarita ne tarpeet

jotka merkitsevat

\heille eniten

as=—=2_ Kilpailijat

Arvolupaus

/

a) Tee lista tarjooma#
eduista ja hyodyista
b) Kohdista hyodyt
tarkeimpiin tarpeisiin ja
ongelmiin

. Tarjooma 4. Evidenssi

a) Asiakkaan

todistus

hanen kokemastaan
arvosta (tulos)

b) Referenssilista
c) Méaarita attribuutit, joissa
halutaan olla parempia kuin
kilpailijat tai yleinen taso

c¢) Ulkopuolinen

vertailu, tutkimus/
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Core Delivery
product system

Service  On-going
mind-set relationship
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Source: Osterwalder & Pigneur. 2010. Business Model Generation
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Palvelukonsepti - maaritelma

Detailed description of what is done for the customer,
what needs and expectations are being fulfilled. And
how everything is done.

*Modified from sources: Edvarsson & Olsson (1996), Lovelock & Wirtz (2006)
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Palvelukonsepti — kaupallistamisen elementteja

Service
contents
and structure

Earning logic

Service process

Customer
encounters/
servicescape

Infrastructure
and resources

-what do we
offer, what
customer gets
-what is core
-which attributes
we want to
achieve
exellence for

-what is customer
paying for

-value proposal
-pricing logic

-process phases
how is service
delivered
-people roles
and tasks

-work
instructions

-interactions and
encounters

with customers
-what is visible

to customers and
how is it perceivec

-resources and
competences
needed
-responsibilities
between

| organization
(partners)
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*Modified from sources: Edvarsson & Olsson (1996), Toivonen et al (2007)




