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at stores often ask you for your e-mail address, phone number, zip code, and other information. 
The matrix also establishes the relationship between the firm’s production efficiency and degree of 
interaction it has with its customers. For example, services that require extensive customization and 
frequent customer input are less efficient.

The service system design matrix also categorizes the company’s service delivery systems ranging from 
ordinary mail contact to face-to-face interaction involving the complete customization of products. The 
matrix is useful because it can identify whether a specific service operation needs attention or whether it 
can help assess the needs of the workers within the service system. For example, a customer of a bank may 
have very sophisticated and unique financial investment needs. In such a case, the employee of the bank 
assigned to this customer may need additional training, particularly on investments.

Figure 4.10 shows a service system design matrix. Let’s now look at the six types of service delivery 
systems in the matrix.

1.	 Face-to-face: Total customization. This type of service delivery system has the highest degree
of customer interaction. The customer and the service provider develop service specifications
jointly. There is a high degree of latitude in this system as services can be tailored to the needs of
the customer. Although the production efficiency of this service delivery system is low, the sales
opportunities are very high. The financial investment services offered by a bank are an example
this delivery system.

2.	 Face-to-face: Some customization. In this type of service delivery system, the overall service
process is generally well understood. Nevertheless, there are some variations in the way in
which the service can be delivered. In a bank, for example, the loan for a customer can be struc-
tured in many different ways or a client has different options for opening a checking account.
Although not very efficient, this type of service also provides a high opportunity for sales.
Customers are provided with the services that suit their needs, but unlike total customization,
the services are chosen from standard products that the firm offers.

3.	 Face-to-face: Little customization. This type refers to a service delivery process in which there is
very little variation because only a limited variety of services are available. A typical example of
this type of service delivery process is the interaction between a customer and a teller in a bank. 
Although the production efficiency of this delivery system is greater than that of the other two
systems just discussed, there are fewer sales opportunities.

4.	 Phone contact. Although most telephone inquiries these days are handled by automated menu
systems, this type of service delivery may result in some customer interaction. For example,
a bank customer may want to speak directly with a personal banker. In such cases, although
some production efficiency is lost, the opportunity for a potential sale increases.

5.	 Contact via Internet and on-site technology. Kiosks, vending machines, and bank ATMs are
examples of this type of service delivery. Fewer sales opportunities are associated with this
type of service delivery system. Nevertheless, the system’s production efficiency is high.
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FIGURE 4.10: Service System Design Matrix
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