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Productivity and service quality can be improved simultaneausly

PRODAUCTIVITY iz a concept used
to manage production efficiency in
manufactaring- It is nermally de-
scribed as the effective Hransforma-
tion of impat resources inbe outpats
with s constant quality,

In services, productivity is re-
lated to how effectively inpat re-
EOUTCEE In & SETvEce proceds dre
trapsforemed imbo economic resulls
for the service provider and value
far iks customers

Haoweyver, the prodiem with be-
Ing an effective service onganisation
i3 that preductivity and perceived
service quakity are inseparable phe-
MeOmend.

Improving productivity may
have a newsteal or positive impact
o service quality, bat it may also
reduce perceived service gualiy. 1§
the lafier happens, customir satis-
faction with quality declines, cns-
tamer value goes down, and the risk
that the firm will lose customets
increases.

Sometimes productivity and
perceved service quality can be
improved simultaneously. With
the enablers of lechnology, a pro-
duction syslem wiing resources in
i pew wiy ar an altered castomer
participal bom pat bern can conéribute
torbetter prodactivity and improved
service quality.

For example, ﬂ!ﬂpﬂnh."lﬁl.lﬂlsh
call centres for custimer service, &0
that custormers can interact ower the
tedephone instead of visiting service
emplovess in person. Ranks ame mio-

tiwating thedr cusfomaers to use AT,
ik Inbermet and iheir mobile photes
Edalr care af pegular banking trans-
actions nshead of sending cheques ar
makieg atriploihe bank.

Thee reason for these inkliatives
b4 bo shill from more expensive ne-
sources in bhe service process fo
Fde cosd -effec live resoarces.

If castomers perceive that they
get the same or better quality than
before, these initiatives will b
suecessful and the service firm's
revenuse-generating capahility will
improwve, 16 such cases, product bty
has chearly enhanced the company’s
level of service.

Hownpyer, cosl =cutting changes
I thee Pekoifces sed may alsd hive
thee opipeeiibe effect. They may create
a servieescape and service process
where the perceived service guality
deterbaraled, and cusboiners become
dissatsfied with the value they get
an] [oak for other alfernatives.

1o ikt cave, ms less valie for cus-
boamers is created than before, the
seTvice provider's revenue -genierst -
ing capability declines.

The ohvious conchesion is that in
service contexis, productivity can-
ot be understood withoat siemislis-
reoussly considering the nter - pela-
tionship between productivity and
peroetved service qualily glven the
umdque characterislics of setvioes,
wnlike preshucts,

Unddquee charscteristics of services
imclude its infangihidity, helerogemne-
ity, mseparahility of production and
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consumgpbion and perishatlsty,

Because of the urmigue charactes-
lics of services, the finn's capability
to produce perceived service qoality
with a given resource structure has
tobe an integml part of a service pro-
dhictivity concepd.

It is meamingless bo develop a sere -
ice prodluctivity concept based on the
management of intemal efficiency
ansid qraamity of cakpaat oy,

Ancther conslderation af serv-
lee prodactivily i the management
of demand of capacity efficiency.
Service providers cannok se liven-
bories o cope wilh exoess capacity
of demand, a5 a mamsfaciurer of
physical and tangible goods will be
able todo.

1t s mmuore meaningfull to reformm -
labe productivity as nok only an inler-
mall prodaction effickency conoept but
also a5 a functiom of beth infermal and
external efficiency and the efficient
wiilisation of capacity,

Thie outpusts of the service process
are: bwefiold: Cuantity of output ival-
v ) i Creabity of outpat (process
ared suteoemil

Hecauss of The urdgque chatacteris -
tles of services, he quality of ke out -
piak 8 parkly manifested in the pooc-
e | imtetact ion- ndoced qualityband
parity in the culeome of the process
(o booriae- imdsced quaafityl.

The bedier the perceived service
iealify that is produced, nsing a
given amount of inputs from cus-
tomers and service staff. the befter
the external efficiency |s, resulting

in improved service produciivity.

Om the other hand, §f the avail -
able inguts are functioning in a less
service -orienbed way or the resournce
structure is altered and impadn guad -
ity, external effichency |3 reduced,
lerwer poreetved serviee quality and
lews value aze probably produced for
tho customers. This has & negative
irnpuct of service productbity.

T savie v, Enbermial efficiency and
the cosl-effective use af FesoUnces
I= one side of service prodsctivily,
External efficiency and the reveinie-
generaling capability following the
g of resources is anolher side of
service prochictivity.

In addition, the efficient utilisa-
tiom of resources w0 that demmansd and
sugply comtimeneshy match also has
an impacl on service productivity.
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