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Gaining a Customer

Al

Value Creation

Keeping the Customer

Pre-Production Services

Good and Service Design
Supplier Services

Purchasing Services

Contract Negotiations
Financing

Good and Service Guarantees
Consulting Services
Education/Training Services

Sales/Marketing Services

N

Production Process

Post-Production Services

Create the Good or Service
Process Type and Capability
Good and Service

Characteristics/Features

Price/Cost, Quality, Time, '

Safety,
Flexibility, Innovation and
Learning, market and Financial
Performance
Value and Productivity

Servicing Loans/Financing

Installation, Maintenance, and Field
Repair Services

Transportation Services
Warranty/Claims Services
Training Services

Postsale Visits and Services
Consulting and Technical Services
Recycle and Remanufacture

Warehouse/Inventory Management

(Collier and Evans, 2005, p. 45)
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