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Changing people,
changing patterns,
changing design of
products & services
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The way to succes




Stakeholder perspective

 Who is your customer?

* How do they behave?

> o 7
G 55




Service encounters




Service Design Tools

Persona’s
Storyboards

Video sketching P’

>
And many others =






Componenten SBP

Frontoffice activiteiten
Handelingen van de klant
nteractielijn

-rontoffice handelingen van het contactpersoneel
Zichtbaarheidslijn

Backstage activiteiten van het contactpersoneel
Ondersteunende processen



Blueprint for Overnight Hotel Stay Service
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Hondenpoep
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Theoretische modellen

e SERVQUAL
* Service Profit Chain
 Flower of Service



Measuring service quality: SERVQUAL
Model
(Parasuraman, Zeithaml & Berry 1985, 1988)
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The Links in the Service-Profit Chain

Operating Strategy and
Service Delivery System
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Informatie

Betaling Advies

Facturering Bestellingen

opnemen

Uitzonderlijke Gastvrijheid

gevallen

Extra zorg

Figuur 4.5 De dienstverleningsbloem: het kernproduct omringd door clusters van aanvullende
diensten



THE FLOWER OF SERVICES APPLIED TO EATING IN A RESTAURANT

Information

-reservation

Payment e " Consultation

-reminders
- Credit card ‘ ‘
- Check
- Cash handling \ _ s ;

Core —l

Order taking
- Table

Food and

- Ordering menu

"4 beverages A

Exceptions

ustomized

- Complaints Hospitality

- Suggestions ' == > - Waiting areas

- Compensation - Free beverage

for unsatisfactory  J \ - Toilets
service J {!




Toepassing SBP

* Methodologie

* Onderzoek
— kwalitatief: interviews, observaties, CIT
— kwantitatief: klanttevredenheidsonderzoek
— SBP as is/to be
— Verbeterpunten
— Hollistische kijk
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Questions & discussions?
Please contact me!

drs. Ingrid Snijders
Ingrid.snijders@hz.nl




