Some Services Marketing Thoughts
Tangibilize the Intangible

Services are sometimes hard to get a grip on.   What distinguishes a great hotel experience from a modest hotel experience.   So services marketing often tries to find ways to tangibilize things in order to make it easier for the target audience to understand the positioning.   For instance, Westin Hotels once ran ads talking about the high count cotton sheets and special pillows they used in their rooms…better then the ones you would have on your own bed, to assure a great nights sleep.    That is tangible!

My garbage service left me a big hopper a few years ago to put my garbage in and to wheel it to the street.   (This hopper also hooks up to the truck making it easier to dump the garbage in the truck).   That was a tangible for me as well.  (Interestingly, however, they recently decided to take back the hopper, telling me I did not check off a box on the invoice saying I approved the five dollar a month fee they now wanted for the hopper…thus de-tangiblizing the service and making me angry…and I switched service!!!)

Inventory

The nature of the services industry is such that the inventory evaporates at the end of the day.   Unfilled hotel rooms, cruise ship cabins, airline seats….at midnight the inventory unsold evaporates.   So it is very important to know that everything must be done to sell inventory every day.   

Surprise

Great services marketers know that their customers want a little extra.   So surprise your customers on occasion.   Little extras light upgrades can go a long way!   And those stories of pleasant surprises get told a million times and with the internet, travel at light speed.

Recovery

Occasionally your organization will mess up.   Your employees need to be empowered to clean up the mess and make things right.   Fairness should be the guiding principle…your employees cannot be giving away the store, but at the same time, they need to be able to make things right, right away.   As we say in the business, “To err I human, to recover divine”.
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