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6Intangibilitat

Services cannot be touched, gripped, 

handled, looked at, smelled, tasted or heard. 

Thus, there is neither potential nor need for 

transport, storage or stocking of services. 

(Wikipedia)



7Intangibilitat

“Intangibility” means that something is 

“incapable of being perceived by the senses”

Intangibility is the characteristic that has 

perhaps been most commonly attributed to 

services. Despite being frequently cited in 

texts and research literature,it is unfounded 

and has been discredited in recent literature.

(Sampson, Froehle)



8Caducitat

Services are perishable in two regards:

The resources, processes and systems are assigned for 

service delivery during a definite period in time. If the 

consumer does not request and consume the service during this 

period, the service cannot be performed for him. An empty seat 

on a plane never can be utilized and charged after departure.

When the service has been completely rendered to the 

consumer, this particular service irreversibly vanishes as it has 

been consumed by the service consumer. Example: the 

passenger has been transported to the destination and cannot be 

transported again to this location at this point in time.

(Wikipedia)



9Caducitat

Perishability alludes to the time-sensitive 

nature of a service provider’s capacity to 

produce the service. It is not the service 

product itself (e.g., the dental work or the 

tax return) that is perishable, but rather the 

capacity (e.g., the empty dentist’s chair or 

the accountant’s time)

(Sampson, Froehle).
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11Inseparabilitat/Simultaneïtat

The service provider is indispensable for service 

delivery as he must promptly generate and render the 

service to the requesting service consumer

Additionally, the service consumer is inseparable from 

service delivery because he is involved in it from 

requesting it up to consuming the rendered benefits. 



Inseparabilitat/Simultaneïtat 12

Example: The consumer must sit in the hair dresser's shop & 

chair; correspondingly, the hair dresser must be in the same 

shop for delivering the service.

(Wikipedia)



13Inseparabilitat/Simultaneïtat

Inseparability is taken to reflect the simultaneous 

delivery and consumption of services and it is 

believed to enable consumers to affect or shape the 

performance and quality of the service 

(Wolak et al)



14Inseparabilitat/Simultaneïtat

Simultaneity, also called inseparability, refers to the

observation that services are generally produced and

consumed at the same time (as compared with nonservices’

tradition of producing well in advance of demand and 

consumption). 

(Sampson and Froehle)



15Variabilitat/Heterogeneïtat

Each service is unique. It is one-time generated, rendered and 

consumed and can never be exactly repeated as the point in time,

location, circumstances, conditions, current configurations 

and/or assigned resources are different for the next delivery, 

even if the same service consumer requests the same service. 



16

Example: The taxi service which transports the service 

consumer from his home to the opera is different from the 

taxi service which transports the same service consumer 

from the opera to his home.

(Wikipedia)

Variabilitat/Heterogeneïtat



17Variabilitat/Heterogeneïtat

Heterogeneity is the observation that individual

units of service production tend to be unique, especially

when compared with non-service processes

such as mass production. 

Accommodating that variability is one of the biggest

challenges for service operations.

(Sampson, Froehle)
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19Definicions  clàssiques

Services

Products of economic activity that you can’t drop on your foot, 

ranging from hairdressing to websites. 



20Definicions clàssiques

A service is a time-perishable, 

intangible experience 

performed for a customer acting in 

the role of a co-producer.

James Fitzsimmons   

CaducitatIntangibilitat

Simultaneïtat



21Definicions clàssiques

A service is the non-material equivalent of a good. 

Service provision has been defined as an economic 

activity that 

- does not result in ownership and 

- is claimed to be a process that creates benefits by 

facilitating either:

- a change in customers, 

- a change in their physical possessions, or 

- a change in their intangible assets.

.



22Definicions clàssiques

A service is a set of singular and perishable benefits

• delivered from the service provider, 

• generated by functions of technical systems and/or by distinct 

activities of individuals, 

• commissioned according to the needs of his service consumers 

by the service customer from the service provider, 

• rendered individually to an authorized consumer at his/her 

dedicated request, 

• consumed and utilized by the consumer for executing and/or 

supporting his/her day-to-day business tasks or private activities. 
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Definicions clàssiques:

Software Engineering Institute

Service: a product that is intangible and non-storable.

Product: a work product that is intended for delivery to 

a customer or end user.

Work product: a useful result of a process.



24Definicions clàssiques

A service is an activity or series of activities:

• of more or less intangible nature 

• that normally, but not necessarily, take place in 

interactions between customer and service employees 

and/or physical resources or goods and/or systems of the 

service provider, 

• which are provided as solutions to customer problems 

(Gronroos)



25Definicions clàssiques

Services are economic activities offered by one party to 

another, … to bring about desired results in recipients 

themselves or in objects or other assets for which purchasers 

have responsibility.

In exchange for their money, time, and effort, service customers

expect:

- to obtain value from access to goods, labor, 

professional skills, facilities, networks, and systems; 

- but they do not normally take ownership of any of the 

physical elements involved. 

(Lovelock, Wirtz)
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Definicions clàssiques:

Unified Services Theory

Production process

Inputs Modified

Inputs

values

Service process

self

belongings

info

values
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Definicions clàssiques:

Unified Services Theory

With service processes, the customer provides 

significant inputs into the production process. 

With manufacturing processes, groups of customers 

may contribute ideas to the design of the product, but 

individual customers’ only participation is to select and 

consume the output.
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The application of specialized competences

(knowledge and skills) through deeds, 

processes and performances for the benefit of 

another entity or the entity itself.

In SSME, Service is… 40



• The application of resources (including 

competences, skills and knowledge) to make 

changes that have value for another (system).

• Value is an improvement in a system, as 

judged by the system or by the system’s ability 

to fit an environment.

(Also) in SSME, Service is… 41



• Goods and services are not alternative forms of 

products.

• Goods are appliances (tools, distribution 

mechanisms) which serve as alternatives to 

direct service provision.

In SSME, goods are… 42
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• Is an open system:

(1) capable of improving the state of another 

system through sharing or applying its 

resources, and

(2) capable of improving its own state by 

acquiring external resources (ie the system 

itself sees value in its interaction with other 

systems).

Service system 46



• Is a dynamic value co-creation configuration 

of resources, 

• including people, organizations, shared 

information and technology,

• all connected internally and externally to other 

service systems by value propositions.

(Also) Service system 47
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• Servei: Una paraula (massa?) polisèmica.

• En l’enfocament clàssic de l’activitat 

econòmica, un tipus particular de bé

caracteritzat per IHIP (o VICI!).

• En l’enfocament modern, el servei és la base 

fonamental de l’intercanvi econòmic.

• Un servei és, llavors, el procés d’aplicació de 

les competències pròpies per al benefici d’altri 

o d’un mateix. 

Conclusions 50
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