A1

MH[AQ] 21209 _!l"i




E°tll"l'all_"'lg"l °‘I;";I’°IIE 3= "IIHI'EE Hf: .S‘Eﬂbd

SOUL OF AsSIA

=}0) N A
0 it YO 0
“M2A| dFol oA E i
2 A2 =Us =7
o} A X2|gkA 2 & di
B B2ASHCH SE= 1
ZH(AlTl) 2HES Hof I
Hdso|x”

IMEEEERE ME2A S oY e
EEFEE SHENE

I° 1o
ol

K o
ozt
10
Jur
=
0z
0Z

<Atz : et=xdH AlZ, 2006. 7.5. = E 2007.11.1.>

Service Marketing



MH|A=

‘Ao MH|22 =3

‘2= sHE= oAl ZE(Full) ME[AE”

“= x| Zo| Poj DA = 17 2k B M| AE BABHCE”
o4
=

“N 4|

ont

=
o

2l Mu|A 7} at=o|ot.”

‘ HgtE el ojo| 2 AMSEE ‘MH|A

Service Marhketing



MujALR

AR B Mof

. 89o2M HED TEEE H
. HMAS S, v 2EH A5}

=, Hel ok=E (AMA, 1960)
1 28| ALE (Rathmell)
of ¢lZtof| Ci st S Al (Levitt)

02t
()

Service Marhketing



ME|AF

Service Marhketing



2o A2MQl
1 BT LB

“21M7|E M ES SF BHE0| THe HEc} ofolc|of 9}
&340 £ AEo= 5%
Zolct.”

_OIL
fr
1
o
R
0
0
Hu
&
foi
i

Service Marhketing



MH|A X
o

GDP2} - Z0i M MH[AT} X[ 5= H|S

1990 2000
27}
1&g tjd| GDP CHH| | & CHH| | GDP CHH|

o|= 71% 70% 74% 75%

d= 65% 63% 73% 70%

ST 70% 67% 73% 71%
m2tE 61% 59% 66 % 62%

At2 ) World Development Indicators 2006, The World Bank Group

) = 120024 OO &

ADVK| ZESIH Mu| Ao B B2 HS HX|H &

» Hidden services, non-billable services, B2B2} B2Gol| A 2 5= A H]|

Service Marhketing



HA| HFAOj T2 30{9 A Q00 H{YX0]
2L LoOHL OB L
T Agriculture(E8) __—
OH |
Ok
- Service(AH|2)
okl %
ol
K10
Industry(AHEd)
AlIZEel B8, HEN—>

Service Marhketing



OO 0 MHA 1A ':I,"‘I,"’I'E 12

MH| A ALZ]
(Service Society)

MUl & ZH|
(Service
Economy)

. . —
Service Marketing




R L B '1"|I°II"I “FEFLIE 1‘55

Service Marketing ~—



D

« 3 71X| MEFN dlak

- Z2¥st HE My~ 6 Ala0}

- HE MH|A WE DEXN ME, DY x| &, 0 2H 2| HHMY M2
« M| & MH|A 2oF Z&}

- f &2 AEF=0| GE 7Hu[E, NBC & MH|A FZ0ilM 2

| 75%7F MB[A0AM EE

|
N
o
S
S
i
i o
rz
i
als
10
[e)

HESH UER/I AZ, 2ZEQ0o] dX|

 IBM(machines) ~|1BS(service, software, solution)

Service Marhketing



HUME2 CJE 7| o| 22 B
oA, d4, HEME|A, & 52 A &

C GV a CJ‘. IGLS

CGV Joycube

Mzsocer CJmall.com  OLIVE(

CJ ‘Ef:ﬁl-‘;rl!.\inml:n!

YOUNG

Service Marhketing



MHIA T[02] WEAHIA gley

o 84l MujABto = HHSE 7HY 4 gich

o D TMH|A EOf 2 X}HS|

ROH|SE o BEXAH|A

Service Marhketing



MIZT[°12] HFAMH]A AT}
i o

® X MH|A B2 (hidden services sector)oll 38 5}2}
- 7|8 AMU|A, B3 BX|, DFzH, HME MU|A H|E XA &2 S

A2 H|o|E A=A 9l Koneiitel E <
X| =t 2042 o E2| AHto|Ato|
X /2=, 20 sF M| A0 A B

Service Marketing



PTV Ol E{Lll ALZI 15} AH|A

3§ 2SS90 AN ok skopi- - Microsoft Internet Explorer

m m w TUE BEE 27 SHEIE EFHD ZSUH)
EF Q- [HRAG Lz« 5

5 *%3‘]’)‘!7\ @ B-:\ﬁ 'I_JE “i

EER0)] |@ Fittp /e, skapi, comm/ v Byos =z »

Google |G~ vede 2 M- | @ - BI0EHEE M - |31 Qum. & -

SEIAF more

HE eMrae?
a AfEolz: E22 Skopl S22 M SHE Openl!

HOIE =5 S W TR
.23 92 NE S SEA R
57171 012 RO EEEER EEER) FELASNEARER
ﬁﬁ? 2009/% 72 53 | Zajn|g . mmﬂ:ﬂrﬂ [ Y AE|F =0l
ey 2002z 1GB 157 AIS 108 58 e oo

SRS oF 11

o PR, SAR &%
EE': 27 oby baby. skopi.com

ksl = [ i&ggzeg‘séx\ wy N

Sl b Pl el 3 ool iqmqm & Skapi A System
= H,-'E«'E"E.-@l@ annErey " % 9:5 u AzEiolstol S|
Zein) g2l yEeE
i Sy w3 ﬁ = 0|240| 7I&0|cH
MTHECER TRV T S T L

| SIS

& e

Service Marhketing



MH|AQ| 1%} A O%f CFOFSt
B LL o

AVENUEL

ABC-MART

| . abcmart.co.kr

the Black the Purple

419 0,052
VVIRFI=

Sy 309 #
4I%| 5% 5 FiE

VIPFI=

ME

M7= 2EU 0
Premium SfSEmx]

1 Lady
BE|EQE 3=
oMo u AR




MH|AO]| CljS} QO | A
L L2

NZCtZ0ILE AHIASE SAl
= =1 &5 0

Ol OFLICH.

MblA= OE =0F2] &2 Tt
£ HALEICE?

MHIA RES HYS Sl s

=0|CF?

MPIAS] a2
MAL0| L2

MHIAS HIBoZ &Es & soly

O R0I0| OtLICH?
MBlA=E HIZEHI0IA

Service Marhketing



MHjAQ| '*‘I’ k!

CEPE

(Intangibility)

o|&lM
(Heterogeniety)

H| 22| A
(Inseparability)

2HAM
(Perishability)

Service Marketing



MH|A EMO| It CHOR 2]
10 L oL

=R Ype H| 22| A
(Intangibility) (Inseparability)

- AlF A ctMel HZ3 — &2l Metgl =

- 7|4 o|o| x| &z - 178 ag|

- 1t Esel & — AMH| AR 1=

- Zois}
[N — | — J\R _—.l_:l._c_)_ z*
o|&alA AHM

(Perishability)

(Heterogeniety)

Service Marhketing



[ase 2E|2CIC] AMH|A EAMOj| [ CHOX2E(])
— 8A 30 L oL

ZEYsER X ME 20U HZ ofAlol TS’
MEAINE FooiHol Yaln ZA o} st Rl

o TS QAL Hofol, AZ X AES T}H VIP A
PGAZSL A
EHIAHSE S

of AREl H A
gt ol = H| %[5}

Mo

« PH chH| 24 Z4l9| o|o|X|E
« 3| 3A AEES 2Fsl 0 IS HEt
Service Marhketing



[ase PE|EHIO MH|A EAMO| T2 CHOA =F(F)
— 8A 30 L oL

2 S55P| flol =2 i mdS &
5t M elE 22| XU 2 & Sal Hw ¥aol=

x
£
|>
FH
M
Jok
o
18"
Job
Muf
4o
Ol
X
£
|>
il
Ao
M
Hu
X
£
|>

MH|A o 5o

=
P
3
v
IIIIIII
S gy

CHAIZ|Z] €3l S s AEZFOA &elE 71Hof| SEHSE HH|AE
HZ23t= ‘sl = oll(happy hour)’ &4 5}
 FRATOIME FL u[$Tof SY FolrlHoz o Ty

Service Marhketing



MH|A "IIEF_.EIA

| ZtAH| Ao ot}

Service Marhketing



IERER

e
0

F

ol

04
K

Service Marhketing

MY =25

AMul2 3 5}




{EO] OFL|A] Al (Shuffling Receptionist Syndrome)
— L 1 LO

T |l 248 FAoM 2525t %2 Mo}
“°EI7P sl £ ek EA ehiH A3 ="

MO &| 215 o| Sut
Zolx o =2 mlsll= DZHof| A

2 Mol ofs M3 HEY 2l
Hwo|slo] HB W

Service Marketing



Electronic Lustomer Interface

& Automated telephone ‘menu’ system
Speech-recognition technology
Automatic response system

J. ‘Efficiency & cost savings are more important
than customers.’?

‘Any variation in the customer’ need
that does not fit into the software algorithm
will not be tolerated.’

Computers cannot hear or respond to anger or
frustration in the voice of the caller.
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