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ABSTRACT 

Today’s economic world relies predominantly on the service sector. Service 

operations are one of the most important and decisive factors for any industry to keep 

pace in the market. The advent of new technology and urge to incorporate it in the 

service practices raises the question that what role and impact technology has in the 

service development process. This research analyzes the variations in the service 

development process and its relationship with technology in different service segments. 

Service segments are formed based on the Service-Process matrix (Schmenner, 1986), 

where degree of labor intensity, interaction and customization are used to categorize the 

service sector into four service segments (quadrants). 

This dissertation is defined as a scoping thesis, where new issues are raised while 

explaining their role and importance in the service arena with different case studies. 

Eisenhardt (1989) prescribed case studies as a technique to understand the dynamics of a 

system with the likelihood of generating novel theories in an unexplored setting. Yin 

(2003) supported using case study method in deriving exploratory, descriptive and 

explanatory studies as well.  

Based on the findings of this research, it is concluded that different service 

segments (in Service-Process matrix) follow different service development processes. 

The service development processes are evaluated based on several factors (that are 

chosen) relevant to the service development process in different service organizations. 

Service organizations are observed responding to these factors in different ways to meet 



 

their varying needs to maintain their service portfolios. Also, service organizations 

within a quadrant or providers of similar kind of services in different quadrants are 

expected to follow different service development processes as well. It is concluded that 

the factor responsible for such differences is the level of technical complexity different 

service organizations choose to use in the course of developing and delivering their 

services.  

We also recommend using technology as the third dimension in the service sector 

classification models. Using different levels of technical complexity, the service 

classification models can be made more effective and useful. These classifications are 

recommended to be used in modifying the service development models to explore their 

applicability and use in the different service segments. 

 


