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Abstract
This paper extends previous models of integrative service classification to make them more
applicable in the highly developed ICT (Information and Communication Technology) and
knowledge-economics era. By introducing the concepts of modularization, the service
business is viewed as an entity composed of different service modules. The concepts not
only clarify confusion concerning service business classification, but also provide a
framework to construct optimized marketing strategies for the service business. Researchers
have interpreted services as value creation activities. They claimed that the value should be
measured by customers and co-created with customers. As such, the service business can be
divided into different service modules from the provider's and customer's perspectives.
Salient attributes can thus be identified by integrating and optimizing the service modules
weighed by their respective revenues. Additionally, the strategic implications of the salient
attributes are used to construct optimal marketing strategies for the service business. This is
a conceptual paper on issues surrounding implementations of integrative service
classification and optimized marketing strategies for service business. Three propositions are
generated during the development of the modularization concepts and they serve as the
theoretical basis for the construction of optimized marketing strategies.
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(C) (S) (G) (3) (H) (T) (I)

(4) (F) (B) (V)--

34=81 81 

(1) 

(2) ATM (3) (4) (5) 

(1) PSHF, (2) ESHB, (3) PCIB, (4) PGTB,

(5) KGHV ( -- ) 
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ATM 
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KGHV ESTV

PCHV PCTV

( )



Kotler Ang Leong Tan (1999) ( 2 1

11)

1 ( ) 

2

3

( ) 

114



19 1

-- (Heuristic) 

Anderson Fornell Lehmann (1994) 

(Bolton, 1998) (Reichheld & Sasser, 1990) 

(

) 

(1) 20% (2) ATM 

10% (3) 50% (4) 15% (5) 5%

(1) 1 ( ) (1) PSHF, (2) ESHB, (3)

PCIB, (4) PGTB, (5 ) KGHV 

(2) 2 (2) ATM 

ESHF (3) PCHB
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(3) 3 (5) KGHV ESTV

PCHV PCTV

(On-line Banking) (H) 

( ) 

(K) (G) 

(V) KGHV (E) 

(T) (V) (S) ESTV

( ) (H) 

(V) 

(P) 

(User Friendly) 

(C) 

PCHV (T) (V) 

( ) 

(P) (C) 

PCTV

(1) (Edvardsson,

Gustafssan, & Roos, 2005) 70%

30% 100% 

(2)

50%

(3)
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(4) PSHF 20% PSHF x

0.2= 0.2P + 0.2S + 0.2H + 0.2F P S H F 

0.2 ( 20%)

(

)  

= ( x 0.2) + (ATM x 0.1) + (

x 0.5) + ( x 0.15) + ( x 0.05)

= ( PSHF x 0.2) + ( ESHB x 0.3 + ESHF x 0.7) x

0.1 + ( PCIB x 0.3 + PCHB x 0.7) x 0.5 + ( PGTB

x 0.15) + (KGHV x 0.5 + ESTV x 0.5) x 0.3 +

(PCHV x 0.5 + PCTV x 0.5) x 0.7 x 0.05  

= (PSHF x 0.2) + (ESHB x 0.3 + ESHF x 0.7) x 0.1 + (PCIB x 0.3 + PCHB x

0.7) x 0.5 + (PGTB x 0.15) + (KGHV x 0.5+ESTV x 0.5) x 0.3 + (PCHV x

0.5 + PCTV x 0.5) x 0.7 x 0.05

= 0.885P + 0.1075E + 0.0075K + 0.535C + 0.3075S + 0.1575G + 0.675H + 0.175T +

0.15I + 0.27F + 0.68B + 0.05V

12 

4 ( ) P 0.885 E 

0.1075 K 0.0075 C 0.535 S 0.3075 G 

0.1575 H 0.675 T 0.175 I 0.15 F 0.27

B 0.68 V 0.05 

P 22% H 17% B 17% C

13% S 8% F 7% G 4% T 4% I 4% E 3% V 1% K

0% ( ) 1 2 (K 0% )

Lovelock (1983) 

(Trade-offs) 

Schmenner (1986) 

Lovelock (1983) 
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12 

12 

80-20 ( 1) 

80% 20% ( )

80-20 20% 

80%

(1) 12 12 

1 1 2 

(2) 1 3 

(3) 

80% 80-20 

(4) 10 

10 1 4 

(5) 10 

1 5 

P H B C S

29% P 22% H 22% B 17% C

10% S
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(Macro) (Micro) 

( ) 

P H B C S 

Kotler et al. (1999) 

29% 22% 22%

17% 10%

(

) (

) 63:37 ( 17/27:10/27) 

(

) ( ) 
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(Customer

Relation Management CRM) 

80% 20% 

29% 22%

22% 17% 10% 

Kotler (1980) 

CRM 

VIP 

CRM 
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80-20 20%

80% 
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81 ICT K V 
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