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Author preface for Chinese edition .

Iam pleased to see this Chinese version of my book, Essentials of Service Design.
This has been a tremendous undertaking for Xiaofei Xu and his staff. I congratulate them
on their work, which was a major undertaking. Although I am unable to verify the
accuracy of the translation, I understand and appreciate the detailed effort they put into
the translation process.

Service Management has been an academic discipline for at least 50 years. Research
authors such as Judd (1964) attempted to conceptualize services so that they might be
systematically analyzed and improved. Over the years, service research has evolved around
various topics including service strategy, service quality, service marketing, and service
delivery.

The field of service design has received some meager attention over that time. The
most impactful work is probably Lynn Shostack’s (1984, 1987) method of Service
Blueprinting, which depicts processes that are shared between service providers and
customers. For many years I have advocated Service Blueprinting as an important way to
understand service processes, despite its limitations.

The limitations of Service Blueprinting are more evident in light of the work of
Richard Normann (1993, 2001) and others, who have advocated the need for a network
perspective on service delivery systems. Normann emphasized that the essence of a service
system is a network of actors who each contribute to the value “density” of an offering.
Service Blueprinting is unable to adequately represent networks, so we need something
more. We now have PCN Analysis. ;

My study and development of PCN Analysis was largely motivated by recent research
articles and discussions about the new Service Science as well as the Service-Dominant
Logic of Marketing. These movements have served to broaden our view of service
systems, and lay the foundation for more rigorous approaches to service design. Service
Science and Service-Dominant Logic do not have their own methodologies, perse. I
consider PCN Analysis to be a methodology that can serve either of those disciplines.

In October of 2009 I attended a Service Operations Management Forum in Barcelona,

Spain. In one of the sessions I was asked for my opinion about a topic related to service
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design. My response had to do with the way service processes are configured with
combinations of interactive and non-interactive elements, sort of like the structure of
genetic DNA. This led to my development of a model for “service DNA” that I quickly put
together and presented at the University of Exeter (UK) the next week.

I then spent several months working on the Service DNA model. It evolved into a
Service Process Logic (SPL) model that I developed and presented at the May 2010
International Research Seminar in Service Management in La Londe, France. In my
presentation session, I happened to sit next to Dr. Kay Lemon, a conference organizer and
the editor of the Journal of Service Research. Our discussion helped motivate me to submit
my foundational work on PCN Analysis to that journal (which came out in a May 2012
article titled “Visualizing Service Operations™).

Dr. Lemon was a thorough editor, and constructively demanding. She insisted that I
keep the model as simple as possible, which I did. My original model had four categories
of interaction, which I subsequently narrowed down to three: direct interaction, surrogate
interaction, and no interaction (independent processing). A colleague at BYU asked if I
could simplify the model further, to which I said “no”—for a simpler model would fail to
provide sufficient process discrimination.

In January of 2011 I offered my first course featuring PCN Analysis—an MBA
Customer Relationship Management course. I was surprised to hear the raving reviews
students gave PCN Analysis. For example, after class one day a student approached me
and said, in essence, “this PCN Analysis is really amazing—I imagine you are only
scratching the surface in what you are telling about this powerful method. ” I found over
time that the student was right. Subsequent application, teaching, and development of
PCN Analysis revealed tremendous power in the technique.

Throughout 2011 and 2012 I had given a number of professional seminars on PCN
Analysis, in addition to the courses I taught on the subject. At the prompting of my good
friend Jim Spohrer (founder of the Service Science movement at IBM), I decided in early
2012 to write a book on PCN Analysis. I worked my way through a few publishers that did
not work out (due to restrictive terms), and in mid-summer decided to self-publish
through my university (Brigham Young University). My goal was to get the first edition
in student’ s hands for the Service Operations Management course I was teaching in
September.

The foundation of the book was material from some articles I had written on service
management, including my May 2012 “Visualizing Service Operations” article. I also
incorporated important topics that were included in my earlier book, “Understanding
Service Businesses” (2001). (Some years ago someone asked if they could translate part of
that book into Chinese, although I do not know if it was ever published. ) After a number
of iterations and some great feedback this new book made its September debut.

Also in September of 2012 I attended a Service Research conference in Cambridge



(UK), where I brought 45 copies of my new book to distribute. (Actually had two of my
accompanying children load them into their luggage—up to the luggage weight limit. ) It
was at that Cambridge meeting that I met Dr. Xiaofei Xu from the Harbin Institute of
Technology (China). He suggested that we consider translating the book to Chinese,
which has now been accomplished.

I commend Xiaofei and the translation team for their great efforts. This is an
important work. For many years there has been a need for a better approach to service
design. I find in my lecturing and consulting that service design in organizations is usually
handled by very arbitrary and ad hoc approaches. I also have found that organizations that
have somehow mastered service design often use techniques that are aligned with PCN
Analysis. In some cases, PCN Analysis simply provides a language and structure for
understanding good service design. In most cases, it provides a needed systematic
methodology.

As you read this book, I encourage you to press through the first few chapters that
lay the foundation for PCN Analysis. Some of the early chapters may seem a bit
mechanical, introducing what may appear to be new jargon. The language of PCN
Analysis is very precise for a purpose. A lot of the problems with service management in
the past can be attributed to poor conceptualization of fundamental issues.

Some of the most powerful chapters are later in the book—on deservitization,
innovation, and service value networks. I have been told that I should put some of those
chapters earlier in the book (or earlier in my courses), but feel the need to provide a
foundation first.

In conclusion, my desire is that this work will enable people in various businesses to
approach the task of service design with greater structure and organization. Service design
matters. Service quality and productivity depend on it. I hope that PCN Analysis can
provide you with tremendous insights as it has for my students and clients. I wish you the

best in your study of this important topic.

Dr. Scott E. Sampson
Brigham Young University
June 2013
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