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SOME FEATURES OF SERVICE MANAGEMENT

QETEVAN QUTATELADZE - assoc. prof. of GTU

Service, as an economic category, is labor’s economic form, expressing the relationship based on labor
benefits. Market economy cannot function without the development of service business. The service itself can be
said that is the part of a modern economy based on market relations.

Service can be defined as a form of economic activity. Service - it is an act, action or performance. A big part
of service is the meaningful relationships between customers and service personnel.

Whether service meets the customer demand or not, depends on how the service is designed, how educated
the personnel is, what kind of incentives they get and how they are controlled.

The main part of the service nonmaterial.

Important features distinguishing the goods and services are non-materialism and itsstorage impossibility. It is
created and consumed simultaneously (or nearly simultaneously). Most of the production and consumption of
services are inseparable: it can only be consumed at the time of production.

Unsustainable level of work performed by service personnel. A large portion of service is carried out by people -
people are also receivers, and therefore there is a need to communicate. The result depends on their common action
and buyer’s perception. Different user views about the service cause serious problems to these area managers.

Another feature of the service is inseparability from the source, consumer involvement and participation in the
delivery time. Service production and its consumption by customersare inseparable for the majority of services.

In the civilized countries, improvement of the life quality has contributed to accelerate development of service
businesses. It greatly increased the role of service in the private consumption structure.
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