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Preface

"Service Management"” carried out by assistant professor Laurentiu-
Stelian Mihai, aims to offer a scientific and rigorous perspective on the field
of service management, bringing to the fore the fundamental aspects of the
design and management of service delivery systems and contributing to the
development of knowledge and readers' abilities in this complex field. This
book aims to disseminate the fundamental principles, strategies, and practices
of service management so that you develop the knowledge and skills
necessary to succeed in this field. Whether you are a service professional, a
student, a young researcher studying the field, or an entrepreneur looking for
valuable ideas and advice, this book will provide you with a broad and current
perspective on service management.

In a world of constant change and development, understanding and
applying the principles and practices of service delivery system design and
management are becoming increasingly critical to organizational success and
customer satisfaction. In addition, the service sector is of fundamental
importance in the world economy, playing a vital role in the development and
prosperity of modern societies. In recent decades, services have become a
dominant component of the global economy, overtaking traditional sectors
such as agriculture and industry. Today, services are a significant source of
economic growth, creating value for both organizations and people,
generating substantial income, and providing employment opportunities for
millions of people around the world.

Today, services represent an essential source of innovation and add
value associated with specialized knowledge, skills, and expertise, thus
contributing to increased productivity and stimulating economic
development. Advanced services such as research and development,
consulting, IT, finance, and design bring innovations and technological
improvements that increase efficiency and performance in all sectors of the
economy.
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Moreover, services play a crucial role in creating and maintaining jobs,
as this sector is one of the main generators of employment in the global
economy. Tourism, transport, trade, health, education, and other professional
and personal services provide employment opportunities for many workers.
Furthermore, services are often more resistant to automation and outsourcing
than industrial sectors due to the central role that contacts personnel play in
the service delivery system, which gives them an increased potential to
provide stable and sustainable employment.

The service sector is an indispensable component of the world
economy, significantly impacting economic growth, employment, and the
well-being of society. In an increasingly interconnected and service-oriented
world, understanding and effectively managing this sector is becoming
increasingly important for the success and sustainability of organizations and
national economies.

Through the six chapters of the book, Dr. Laurentiu-Stelian Mihai,
assistant professor, touched upon the main defining elements of service
management, such as the nature, characteristics, and typology of services, the
characteristics of the three types of customer-provider interactions as well as
their management mode, the design and implementation of service delivery
systems, as well as the different types of delivery systems found in world
practice, the essential role of human resources in service delivery activity, the
"servicescape™ concept produced by M.J. Britner in 1981 as well as the
importance of tangibles for the success of service businesses and last but not
least, the satisfaction, loyalty and involvement behaviors of service business
customers. Each chapter was written following rigorous research of
specialized literature, supported by over 180 bibliographic references, works
dealing with the most recent and relevant concepts in the services field, stated
by world-renowned researchers. It is worth noting that this book is not limited
to just presenting concepts and theories but also aims to apply them in
practical contexts. Thus, the reader will encounter case studies, analyses of
real situations, and examples of good practices, many of which are adapted to
the social and economic reality of Romania in 2023, illustrating how theory
is translated into practice in various service organizations. Moreover, at the
end of each chapter are presented a series of reflection questions, exercises,
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or case studies developed by the author, which have the role of helping the
reader to understand better the theoretical aspects previously presented.

The book presents a well-knit body of state-of-the-art knowledge from
the best specialists in service management and will become a reference work
in the field. Practitioners, scholars and students will find the book a valuable
resource for teaching, learning and research purposes. Moreover, the book
will be a welcome addition to the offerings of business schools and a useful
tool since it traces a comprehensive and effective picture of service
management issues and implications, filling a gap in business and
management education and practice.

We advise the readers to approach this book with critical thinking and
a desire to understand the complexity of service management by
accumulating and applying knowledge that will positively impact
organizations and society. Practitioners, scholars and students will find the
book a valuable resource for teaching, learning and research purposes.
Moreover, the book will be a welcome addition to the offerings of business
schools and a useful tool since it traces a comprehensive and effective picture
of service management issues and implications, filling a gap in business and
management education and practice.

Prof. Mara Del Baldo

Department of Economics, Society and Politics
University of Urbino Carlo Bo, Italy
mara.delbaldo@uniurb.it

orcid.org/0000-0001-7912-8573

13


mailto:mara.delbaldo@uniurb.it

14



Capitolul 1 — Natura serviciilor

Serviciile joaca un rol central in activitatea economica a oricarei, aspect
ilustrat Tn figura 1.1. Observam ca serviciile de infrastructura (comunicatii,
transport, utilitati, servicii bancare) reprezinta o veriga esentiala ce leaga toate
sectoarele economiei mondiale, inclusiv consumatorul final. Fitzsimmons si
Fitzsimmons (2011) mentioneaza ca intr-o economie complexa, atat serviciile
de infrastructura cat si cele de distributie (comert cu amanuntul si cu ridicata,
reparatiile) joaca rolul de intermediari intre producator si consumatorul final.
Practic, serviciile de infrastructura reprezinta o conditie esentiala pentru ca o
economie si se industrializeze si sa se dezvolte.

Intr-o economie dezvoltati, bazati pe industrie, intreprinderile
specializate pot prestare servicii profesionale producatorilor de bunuri, intr-0
maniera mai eficientd si mai ieftind decat daca aceste intreprinderi productive
si-ar furniza propriile servicii. In ziua de astizi, majoritatea companiilor de
productie apeleaza la furnizori externi pentru servicii de marketing,
consultanta, contabilitate, distributie, curatenie, etc.

Servicii de infrastructurd

Servicii financiare P
* Telecomunicatii;

+ Binci;

N + *+ Transport, [—
* Leasing; . —
. Asiguriti +  Furnizare utilitati;
. * Banci.
Servicii personale
+  Medicale;
v * HoReCa;
e + Ingrijire corporala.
Servicii interne de Servicii de distribuie
productie \ T |
+ Contabili + Comerf cu ridicata (en-gros);
o« ade +  Comert cu amanuntul (retail);
+ Consultanta juridica; . Reparatii
+ Cercetare dezvoltare. PR Autoservire
Y *+ Servicii prestate de
citre  consumatori
pentru  satisfacerea
propriilor nevoi
Servicii pentru afaceri Sen«n;:n publice
o * Apirare;
» Consultanti; §
. * Educatie; —
«  Audit; .
+ Marketin ¢+ Judiciare;
i + Polifie

adaptare dupa Fitzsimmons. si Fitzsimmons, 2011, p. 5

Figura 1.1 — Diferite tipuri de servici in economia mondiala
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Mai mult decat atat, activitatile de servicii sunt absolut esential pentru ca
economia nationala sa functioneze si populatia sa aiba o calitate a vietii ridicata.
Un bun exemplu este reprezentat de importanta bancilor pentru miscarea
capitalului sau de importanta companiilor de transport pentru circulatia
marfurilor, 1n special a produselor alimentare. Mai mult decat atat, exista o
varietate foarte larga de servicii destinate populatiei cum ar fi restaurantele,
unitatile de cazare sau serviciile curatenie sau ingrijire personala.

Tn acelasi timp, si serviciile publice au un rol extrem de important
pentru crearea unui context favorabil investitiilor si cresterii economice.
Servicii precum educatia, sanatatea, infrastructura publica, utilitati sau
siguranta publica sunt extrem de importante pentru economia nationald si
prosperitatea publica.

In continuare, serviciile joaci un rol extrem de important si n cresterea
profitabilitatii companiilor productive. De exemplu, serviciile de leasing si
finantare au avut un rol extrem de important in dezvoltarea industriei
automobilelor. Fitzsimmons si Fitzsimmons (2011) mentioneaza compania
americana Otis Elevator, care a observat ca profitul pe care le obtine din
serviciile de mentenanta si reparatii este mult mai mare decat cel obtinut din
vanzarea de ascensoare.

Astfel, este foarte important ca serviciile sa nu fie tratate doar ca niste
activitati periferice, ci ca o parte integranta a societatii. Ele reprezintd un
element important al unei economii sanatoase si functionale, reprezentand
motorul principal al globalizarii economiei mondiale.

1.1 Definitiile si caracteristicile serviciilor

Serviciile reprezinta o activitate din ce in ce mai des intalnitd in viata
de zi cu zi a populatiei. A lua masa in oras, a comanda mancare acasa, a ne
deplasa cu un mijloc de transport in comun, a merge la psiholog, la dentist
sau la banci, toate acestea reprezinti servicii. In ziua de azi, aceasta categorie
extrem de largd si de eterogenad de activitdti economice denumitd servicii
reprezintd, pentru foarte multe tari, un sector de activitate cu pondere
insemnata in Produsul Intern Brut (PIB) si creeaza un numar semnificativ de
locuri de munca. Pe langa intreprinderile care presteaza servicii traditionale
cum ar fi alimentatia publica, divertisment, serviciile medicale, transportul in
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