FIGURE 9.3: Service Process Design Matrix
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Degree of Customization Versus Customer Interaction

Low

Mass Services

Retailers
Wholesalers
Online Schools
Railroads

High
Professional Services

Law Firms
Accounting Firms
Doctors’ Offices
Graphic Designers
Tutors

Service Factories

Airlines
E-Tailers
Hotels/Motels

Mail and Check Processing
Firms

Service Shops

Hospitals

Gourmet Restaurants
Auto Repair Shops
Livery Cabs

SOURCE: Schmenner, R. W. (1986, Spring). How can service businesses survive and prosper? Sloan
Management Review, 212.




