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2.1 Service Innovation
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3.1 Service Process Matrix (Schmenner, 1986)
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3.3 &H[X} ZEX|T (Buyer Utility Map)
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Risk, Convenience, Simplicity, Customer
Productivity®] 67} Z4A e HzZo=z
TFAsL e MR AEAEE At
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Eaung facilities
Architectural aesthetics
Lounges

Room size

Availability of receptionist

Bed qualiy

Hygiene

Elements of product or service

Room gumetness

Price

Furniture and amenities in rooms

’
, " Aot age teeo-star
§ hotels value curve

|
|
I
|

|Average ore-star
1holml's value curve

‘Value Innovation, Harvard Business Review, Kim & Mauborgne, 1997,
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© A dis) Frtet B4 &l Fo=A
7194e2 g dAle AFold Aulxd dig
H4g 53 doprtol & A WIS AN &
o & 7189 AFoly AHlag A A Foly
gl Nyl x Azt st 69Ae 7t253 671

) ggog wsojA 36719 FHeg wijxEd
Hlagro 2y 710dAl A Ak B At
& & A B} T A olFHPL £
Agd2 2@ 4 Ut

FE4AE M Jehd £ e ZEAGUE



HIZ - Ab|~ S& 432010 et 37 37

The Six of the Cycle
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‘Knowing a Winning Business ldea When You See One,’
Harvard Business Review, Kim & Mauborgne. 2000.
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3.4 7}x134(Value Curve) + 2H|Xt E2X|T
(Buyer Utility Map)

& AFdME A ARG ARFAT 28R
BEAEE FAld mestd $Ao E24 7 A}
#7194 Myl Ao tis] GolRmal Fo}
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Friendliness, Fun and Image, Risk, Convenience,
Simplicity, Customer Productivity®] 67} &
& A 7HFAY tRE2 WG F
7B RAES YR AZAT. Fo 7 My
Ao dig Jdd &2 7RFHE 53 et
W &Mz E4A% Aol oju g dAld Feg
2 WstE HeA Azt EEAEgd Yepge
ZA & ol FolE F 3o,

olgig & Fal 74 714l ARl Aulx
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37t e #Zad A= Fd 44 & F W
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4.1 oPIAE{C] - Service Factory

20008 FH€E w7l2HdE QA 2z F4
9 &2l & AFste 7ol A Zol}
2o Fste ddolge AEAQ wsAH|A
o FHE Yr|HoE wppoEdt. 1 9 F
ARleze exgRl g9 Y A, 24 2%
R gl A A E, g9 A4 FE AF
F°l Aok 2001¢ 729 94 2EH Ay
£ WA ezl Azg g A<
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e 728 FEsan . A 29 594
VOD(Video On Demand)AH] 9] &ejz 7§
Z2HE BofsAY, 54 71t B AfRe] %
=8 st 71T, BYA fEAMH|29 Y=
AFsta it

4.1.1 1st Servitization (2001)

2001'd ezl SUARIelA AlFE o) 7k2E
de Ag 4 gd £3& & F sle FAEIA
Ee 2o §53Y 52 9tk FASAA 3
Aoz qPF /4o el $98 BE A
Tge2M JEdlE B3 E-Learning Service
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AQE %EF wY e HHAE AFE
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7t F9% Mul2E JfAEt ¢ FRE g4l
LRIzt 43 APHAR AR T A Fo]
A9 $99& st e HelA wrkxEde
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W7k28Hd7E 20019 Al@E Mula H41& &
vz} EEA 29 7R FA S o] &5t EAste] B
A (3¥ 6)% 2o Ued + Ut 4 (ad
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dA HalA FE 548 5 A HER 2R
F87H= F7Hd. Customer Productivity®)
B AR Fad F avF5 FEAEA
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o] 753t H e Wi Zog 99
F3 & A 29 53 £ g
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oo m oy
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| ' |
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productivity

(18 6) ol7kAEC] 1A} Servitization(2001) - SAF Mu|A
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4.1.2 2nd Servitization (2006)

20063 3te7|HE vj7kAEItle PMP (Portable
Multimedia Player) 7171& 5% =Zujd 7e]
&2 Nu|2& AZs €o. PMP dAEH
o AFE Bl AANT JHY 2EH AH|29
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o 7% 7HEFA0] Skt EgS HoAT
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2} dhe #7349 713 & wgste Ao| Hof 7]
q oulA7} Zirde &S HAG. £33 EF
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S PMP 79 AMulze 221 299 ZHE &
AN FAAF olFAde AR Fkt 1

Pur. Del. Use Sup. Mai. Dis

productivity
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Friendliness  image

(a8l 7) H7}AEIC] 2% Servitization(2006) - PMP Afd|A
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4.2 2F390| - Service Shop

SR NE e SRaF AN BT
A7d 2¥& @ ALY 7Ide=A 19894
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AAEAT AFoz 10 d A AE A A
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FEF A AEAA Aula P MEo|n
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4.2.1 1st Servitization (1998)
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s 33 4 29 ¢ 2F n¥ 8 34
59 AL B MY A8 AFEAY. AL BA
AR 3383 ALY oz oldjhn ARG
o Apdsl E=3 o]Zol7ld] FEF Mulx HA
o|qitt,

SR ol7F 1998 HEQ AMu|x Al o
8 AHA 8T N FHOE BA s B
(28 8)F 2o, 1& AHlA 4 e axart
e I E O Yepida, A Me|x A3
olZe] 7XZHE Q2 EASE S W, AHAk)
7FAE Environmental Friendliness® #|9J %t
Uezlo| N BF F71E Bl

Fun and Image®] 7%, @A &3Zgel7}
ARYE AY HuAE Fsd AL wrle
Z1gelnl A7 24 dsdA =%k Risk 9 4
+ 2Mze 27te] AE7HH AFES FulEte
gAl w2 gFe Ay g W H7| o o
2H[A7E 27l AlFl dig 7HEAQ HejAg
H¥8a7t 37 2o a9 wWE AL wrle
7R& F7FtA €9 Convenienced 2%, 2
g MEAN2E B8 AF AT o] AR
wej7h 7stgd e Au 2 glo] AEE AHES
d o]d ARG Ao Frkle EEe B
o =3 2 59 FF 318 Al7]d we 32t

lo



42  BVAAAI H13A X3S 20104 28

#e)E SF22 Simplicity GA Z7keHA €},
Customer Productivity® 2% ]2 249
A 2o 2 nA9] FPHQ AE Aol B
LA so2 me] AAYE 3A FU18HA €.

ol Fg3IA < w, 1998 SR A o|7} A
NE| 28 AFE7] ojdele @tdolges 48
o oM Aol e FA T RSO A AHE:
Aol HAgE AFshd AFolA, AL Au| 29
ALFEe & A3e 2Y A28 53 AEY &
A Zho|N 1o YA Ui ggo2 A
Agjole] Mu| 2o dit AeA uigko] Wl
< ¢ 5 Ut o8 ZSARE 5T AIA Uy
of dal AHEE 2L Mz AP Alo] 29
Aol M2 ELAYNE HLe Al B
4 it

4.2.2 2nd Servitization (2008)

SM 2 Melx HAE B 2 43S AT

10

SR ol= 20089, M2 AMH|2Q 'Ho|xg
(Payfree) & A RolAl €t '#o]Ze](payfree)’
€ §3Igole AEEA stA ol AM A
ojAY WG AH|xoAM F dA Aset FH
2 AFS LeFe Aot o IAZA
(Freeconomics)ghe A2 ¥]|2U2x RdS A
£ Ao2N AFE FHLE AP W F
Qe ol9} dZAE TZ RolH I AIHHo|t
2] ol @st=g SK eHIRAHHY
7t FELE Fodted, Wi deH 2d. §
Azge] AEF ol &2 &4 Fo|ze] Bl E
Atgalof 3t 7tEE AMEE4E OK A2
E7} o)Al Ha o] TAEE SK vHAEAAHY
7k Fd 37 dFslete] Av|ztA HEE
FE Aot F, 2vae ALEE UA A @
F 7leAt 8o wel 9% 42 HE vA
o #HolZel AMulx AlF 1de] A A7, 3 g
R 2% 5399 1A FEF 34} FF FHA
o] IRBAe A2ZA AY(Zero Sum)e] okt

g
|2
c
3

Risk  Convenience Simplicity Customer
2
>)

- N

Sup. Mai. Dis.

productivity

=t
L 1 1 1 0 1 i
- — &
- PSR OO NN S 3,
T ¥
ol €%
UL1 UL2 UL3 UL4 ULS ULS s

(12l 8) 27l=ole| 1A} Servitization(1998) - HEIMH|A



ZAlA 9% 7HdFE 9-9(Win-Win) 7
dYE BdFm 9,

SR ZSol7F 20083 AlgE 22 Hulx HAE
28| AR 7RAFAE o] &3t £
B9 (a¥ 9)3 Zo| yehd & Aok 13 Ay
2 A BalA wstd /A E Q= EAS
T, M2 23k A2 4l dis] A8t @2
2 Jep® 53 2o Risk® Convenience
€ Ag l 7HA &Nzt 7R Sokee REE
g 7 9ld.

Environmental Friendless® 72 #7d u}
& 2H|ze] A% sEe] 2 ¥3lE 71 A Ho
37 AP dF /A9 F7He Boln gm,
Fun and Imaged 2% g 4o LB}
of #Heo|¥(Payback) MY|2E FAlgta 7H A
< Zolele MR YzE AEs] gty
Z19e1vIAI7L F7bske Bad 2ok Simplicity
o A%, W28 A ZA F Fl=Agddl] g
HE8 Be MH22 ded Jle AR Jl

10

4
|

Relative Score
2

0

UL1 UL2 UL3 UL4 ULS ULE

Risk  Convenience Simplicity Customer

Environmental Fun and

HIZ - MBI~ SE 432010 et 37 43

ARRATRE o] A3k A &S ABEE HE
A =] g ol 2 AH|AS K] oz
oloj2|7l #t}h. Customer Productivitye] 7%
€ 7tE9] Ao AHales WEE AFolA, o
HUlE o] &, SKFfrd & A XUE AT §
ol ALEE 5Y F A H22 2uRe 717}
Z7hte 2gos Yehd g4,

ol& FH3I AHHEYE w, 174 Servitization
< MR A Mu29 3 MEAE B9 &
A A F7HE 249 A diFt 4y
kel E43 vlwste] Fo|Ze] MulAz b A
A Wz 24 abA EEAEAAE & & 3
%°| Environmental Friendliness©|t}. ©|+= 7}
E A F7ke 0] g EQIES] HY T uf
€ 2v|Ae] Agde i ¥z 58S W3l
AI717] Wgelct, o] & Mulx A FYF
2HZ Y Ale] 2] dAloN A2 TR
£ A4 A2 £ £ Qi

= Pur Del.  Use Sup. Mai. Dis.
§
8
&
|
|
o
®
E
B C
I
2
2
L

(a2l 9) 2zxI3g0l2| 2Xt Servitization(2008) - Payfree



44 FBRUB/AF HI13A MBS 20104 28
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Key Success Factors of Product-Service System*

Jinmin Kim** - Jiyoung Wang*** - Kwangtae Park**** - Kwangjae Kim***** - Yoosuk Hong******

Abstract

Modern industrialized economies have been dominated by service sector industries. In this
regards, the portion of service sector in industry is growing faster recently. According to this
movement, manufacturers try to combine the intangible service with their existing tangible
products to fulfill specific customer needs. It has been called as concepts of “servitization” or
“Product-Service System(PSS).” In other words, manufacturers are facing new opportunities
that lead them to maintain sustainable competitive advantage. Companies should also attempt
to utilize “service innovation” constantly for creating new services or improving existing services
in order to satisfy the unique needs of customers.

The objective of this study is to find the key success factors of four companies which did
successful service innovation. First, this paper introduces the concept of Product-Service
Systems and servitizaiton and presents four companies based on classification framework of
Shumenner's service process matrix. Second, this paper analyzes four business models of
companies through the binding platform of buyer utility map and value curve. Finally, this
paper derives common and unique key success factors from four business models for creating
new added value sources, competitive edge and sustainability.

Key Words: Servitization, Product-Service System(PSS), Buyer Utility Map, Value Curve
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