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Tab. 2-1 Service-Dominant logic (Lusch et. al.,2008)
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Tab. 2—2 Evolution of Service Concepts and Service System Changes
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Tab. 2—3 Definitions of Service System
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New Service System Model According to Evolution of Service
Concept

JeungSun Lee* - Hyunsoo Kim**

ABSTRACT

The service that has been recognized as both a non-productive activity and auxiliary activity of
manufacturing have become the driving force of the customers’ demand with the ’service’ itself. The
service base is expanding and evolving rapidly. It is important to look at changes in service concepts to
understand service systems. Because the service system itself has a cyclic nature based on the concept
of service, it can help in the study and the “how“ of service by looking at changing the system
according to the evolution of the service concept. The ability to organize and utilize relationships is
considered to be an important factor for managers in the service economy era. However, the attention
of corporate is focused on their internal capabilities and they are familiar with external resources
(knowledge and competence of customers). In this case study for each type of service, we analyzed the
activities of interacting service providers-consumers in service relationship, and constructed a new
service system model emphasizing intangible value and long-term outcome. This study is worth
re-examining the role of customers in today’s service economy era and actively utilizing a new service
model for business performance.

Keywords: service concept, service evolution, service system, customer feedback, value co-creation
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