A A7 8F3) A] mood M4z 2021 118 DOI: 10.15706/jksms.2021.22.4.006

= A"AIE e Mul2HH wilwd AR AR

Development of a New Service Encounter Manual: The Case

of A—Dutyfree Shop in Korea

Hwang, Hyemi (First Author)

Business Administration, Sahmyook University (Assistant Professor)

Lee, DonHee (Corresponding Author)

College of Business Administration, Inha University (Associate Professor)

Abstract

The purpose of this case study is to develop a new service encounter manual
for A—Dutyfree Shop. The process is based on the following steps: review the
existing service encounter manual which was developed in 2013, evaluate the
moment—of—truth monitoring system, survey customer satisfaction trends, and
analyze the voice of customers. The project lasted for about four months (March
26—July 27, 2020) by a task force with 17 members (3 external consultants, 2

A—dutyfree shop trainers, and 12 A—dutyfree shop managers or sales managers).
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The project deployed five activity steps: (1) analysis of the current situation,
(2) new concepts development, (3) prototyping, (4) testing and operations, and
(5) documentation and follow—through management. During the project process,
two work—shops were held with a subject matter expert to refine the draft
manual, while reflecting the opinions of service employees as much as possible.
The standard behaviors and guidelines for each step of the service encounter
process were refined, best practices of service encounters for each sales area
with its unique characteristics were shared, the manual was documented, and
possible solutions were provided for continuous improvement of follow—on
management. The results of this study provide valuable information for
successful service encounters that can be effectively adopted by managers and

employees in many similar service organizations.
Keywords . Service encounter manual, Duty—free shop, Case study
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1. }\-]i

T

T8 ¢S COVID-19&5 #AA WA YAER] H3&EE7F e vk
(Lee and Lee, 2021). COVID—19 #4lo] %
FHrh= Blo] dnkA <l &9 7]o|t}. ol gt 3t
ol YAE tuto]=(7]7]) A&l &4t
AMul2= e B aA-AAE A A] o
oA Aol A= dAdE 7715 E3f AH= A s
A F%5 3= tr2rk(Lee and Lee, 2021). ZEv} vl &5o] Sty ojn, AjH]
AAEE ao] Ydsh= AH|2~7F BF vd A ~E B8 slddE & gloenE A
Al o' AH|A FAHS AHEMIgH)E X, o HHY s AHE

L

o

T —

(contact)® 3HA] a1¥lo] Zlojx|= A]Ho|t}(Lee and Lee, 2020).
COVID—19=% <2ld}e] H|H(AHE) A3 E X3t YA, AN FE FA
AR AAE Aststa FAHAR AP HAslshe S AU 2719 wshH] &
APl FAOl A3 Flojth R R VY
aHEA A Ebed o] %S A A d&ste] oA SAHA AF
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Agafolp & Aolth, Mu|~v|de F435 Be HH(MOT: Moment of Truth)E
af Aol Al Mul~E deatr] wjitel FHAH 7 FolET Fastth AHjs
d T 53] o]dAE TdF A2 dA g AHAE W a e weba] AT
Aol Ao digk FrP7t s F Joen® MU ARFESE B 43
Aste A% QSR 5, 2019). A=A A

A
=
5 AUz AFAE DA AA ZRAAE ALAGL B

| £ A¥ds 7=
317] ¢ deF wers guidtar 2dth(Lemon and Verhoef, 2016). a17jo] #|-&%}
hrd o) A

1e woels Ae Aol AulaE ABWE BE10 2 BN 2 o
AUkl Wk A EHQ BAE starAk sk o)A 7)o gkt (Bitner and
Wang, 2014; Voorhees et al., 2017).

Aul g Agste 498 S 9 ol dF BAY wAsw

e o ® koo > Jn of
&
(o]

A& Fol, A= ZeAsg EdHoR st TpAHoR

2t Al Aol AAR & Mujx gF g g3t Ve wEaL, ©
AAAD Anl2= J7F 4 Au| 2~ FA3EE AldSh Sde 4 I
dEdE wE 200040 BAMEA dVIdE TAeR a9 r|ARE
TS AASA LT F1A], 2010), 2000 ) FHHEE] A

T2 A9t FAAYE A ASIHH(Hwang and Kwon, 2020). B A7)
AR AE - R E-EUE P S AA(align)dte] ARja Mol o] g
FEA7171 98l e AT, dF VP2 Aujads AHeA 22
= T HE UES e R miwd S HEVIE SISl AlgE ® F)
YA @2 A A~ AFA 9 Ggzte] APy v|Fo R dEEta
H(Hwang and Kwon, 2020). AH|2=7| el AHj2 X2~ g 2
S 5, 9=, 94, A/S T 2E°] AFTsE Anjze EA 2 o
QA JrE AH| 2 ZEA Y 2 RS 7I9E 5AAS N
A, vz2ys md)d HAskd 4 deF oo uAA

-

T e Aot adER yRHor Muls ZrAlAE 8

ol MN

o ojo i K o2 O g 2

AN
e
ol

d}

ol
-

(03
2ot Qo R X0

o
fr

o[l
ol 1E >

d
=T <

I3 (customer experience)S AMH|A ZEA| A9 ERAFA|EYE Vwtor A
gdHo 2 Wty vk e A HLS AH| Z2A A Aol A AT BH 9
Aolal ARl FIuHETE olygl 3ol 54 AH|xE WA H

= | =
=, APAAH] 2 (pre—core service), IAAH]2(core service), AFFAH]~
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(post—core service)ol|A] =7|&= %<l SHo|A ] E oo 3t} (Voorhees et
al., 2017). AN 2=EF3 =3 1A FUke ugsrEts AT SUE s
of AFTA-AY G5 BFY Aol FHE 771 AlASEth(Hwang and Kwon,
2020). 1elv Au) A EEE AH| A T2 A fBE o AFEEHI g AR AxEs
L ool gk A5 B ARTFE A9 AFE Adolth o] ofntk s A

M2 whirel AAE 719 AR Qasa glo] 9REAE G Agetn 9
o X PEFM vjirele] o] MECIAD ofW YrhRo] ANEAF HA) ol
7] WE ol ey wARY el Aragd ZAsg G9AA w4t
g FEAZN AL Al olde] S4% o] gl i AAH Au)s
EF el Aasu,

webd B AT s Au2T]ge] A A AFsE A
o oaAe A8e FPA0E e A T B(ooDE BEFHT Yt Auls
X]j]

fl o

Aol AEe 2 Fedss AUAEe) AEE on FRshud s,
AFARS 2B D Ry AbE FAES Ausry wed 2 @
29l gt

4 et So] wAThe] A 2ol e AA W ohe w9
et d WA 2ARE 8@ s TRA s A quAEEE Al

=1 u
FEW 71 2AE B 5 9

Aul s wereld 3A-71q] Ex wA-49 454ee AFet o A8HE &

ool AL AT, Aoz A

O~

=\
Bitner and Wang(2014)& Au|=ddolgt ‘S Mu]~ AF AAY ATy dHH
o8-S EEste] A A2 Al ko] JfE Adastglom Aokl

o =,
Ml ol gt Abd B AR A H] A ol e} o] AYe] JFS WA= A
AN E EFel= gujolt), aelEE Au|AYAL AA gHAH| A7} o] FolX

N

HAR2 54 Sl A Aot o] FojA= AEHQ FH ks v
(Heol 5, 2016). 28jeg AAPE E4 uAS Jaoz fan| A7) o] Fo]x
= @S Awstr] wEel uAdde HHA] dFe vE F doh WA

2 g4 A
A AAZZA 20l Fojste] Apsle] a5 BEAT7IEA Aol A MHA &

.

kT
=
S
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= 9EFS VAA Fu(FH 20t 5, 2016). 17
e o9 ks 71l Aol dFEe AR

WARA Aol g e A g8 FAAE AAeE ot A9
Holvh Aul2 v e A AuAAHY 14 S ARsh Tmas welg

T3t AAS = dE WEHEZHSME: Subject Matter Expert)S 4133131 th,

dwkAo® SMEE Wi F Aol 3~5d o] Fe RAZ(UA)FOR, A
Hl 2 whelEsh u7) Sdf wEo] ¢ A FAWol 1
1

i
o
ol
-
L
S
mO

]
Satisfaction) Bl A] HEHoz A7}t AP S

ARAE S MulaA i e

= fo ool R
o
D)
rlr

AaE FA HA=E E d
I A AHEA dgdHGA 129, wSIFEat 2, F AHAHEXH]| 2T ) 3
o=z FAst F 179o] Mgl ekl 9717k 202003 39 26U H-E
79 174 (eF 4 )7EA 2] VIte R AAFS F 285 Hste] SMEES A

g ool vkl

AHA AL Au)a wfFdS /Naslr] 95te] Stickdorn et al.(2018)¢] ol A
g HAE dgote] <a"l>3 o] FASIIH A
AAAH S & AHE Aot FHGAI(EA D), AME () E(3A12), 22 EE
o]F (&A3), HAE % A (HANHE ¥gstes = /A, wpxa A5
GA(HAS: FA438H) T F 3PAAFHeR 5aANE AHAFgA wiwd EEA

2 FASTh ThgolA 7 A ARA $R e 2sng Bk

A 2: o} : :
o o} A 3: A4
Ad(Z4) |:> I 2 EEo|Y |::> HAE " 29

SAL A BAE FREA
Aulz wiFds A3Hos fusta aHRHoR 2957 AslMe Aul2rg
o
o=

B3I, ARS FE 9 0470 E setetel FAHoE A 7}
A s sl 4% 2 4

3 a o
22 ANsdn. 94 wuEg @7 wAwnsE 24, e 22(Voc:
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o AAstan ggith ey gRAN s BUEHY ds AUse ade) we
83 ot A glo] HEaYm, ne] dsts AEL dotsl TYE
Az Ax7E AeA vebth SR dE2 AEaul S 7] "ol 1
Aol vleg seka A7) olalaly] AF e AT Uz Wyl Hokd Ao
2 ZAFEAY TAM wl FEEE MuARES ARsketal, i) A<l
=2 deofstr] A3 =49 Aeri¥e gt d s T SEd et
& Mzagnh
<#2> FRAN = BUEY Prigs
274g60| L|=mfef EHstZ TRt BT BFZQUAL DI
soiate ciy a4l padel of DL X0 Gh= HEE FH52 Arol| U5 HHE opga| ojojx| B3,
Ea SUstE BAl HEol i3t FHE =ARE A HESH Qs TA oA 2
a|la|l2 il 2 i
AEE SRR S 318 2 EEA(E V% 30 4 4EJEAE2ME A1k 1
3| %4 3|53 8|3 )35 a)||g| |5 8|2 ¥

<agI>olA AAE ek go] Az Wi ALwAd] hE AR e
<H3>3} o] Qs
AL EADAE @A @7 2004 2819] Ul AEZHSME)Ske] 924

2 %
AWSHAI, A Aol PENES Fokn AEHA g ASu Baf e o
§2 F4%T nYsE AP ARD D950 R WEL A ols: A
A = B] A% BAoE A5 BES FYste] uide] £EF ARIE
gustgith A4 FES FYSe olfi A AIPS wolu AAEY &%
we xS Agelth AvARA 14 AAFAAE SMEES @A HHZ2A
2 oaAEE ERYED AR AUy, HEd 54 wejstel By $5AH
& FRsth lEel AE videl FHe 443 Agshy ng % F4o] B

8% PR A Gyt BASA,

9A3: T2 EEoF
A28 3 faE EAgE g8e 7jutoz ¥ 2 EEle] T (prototyping) S
atolch. TREE oS Eote] Aol a7 FUE st dl dlo] 4 9 By
of & &=o Hrlaldth. TR EE]E dAo =
et wkedslaat wEslga, FAH oz WAl sbs
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A4 H2E 2 39

SA39] AAE wEHoR st P Adshd Bw Sl /b EEshs A
A Fh nATL wFshE dAE FHOR Muls TRA2E A5, @
ek Al S MOTS A™shs A& saslth. AvAlgel 45 2013l
M Aul=A v el Anles ZaAzzb AASEE O ol e olY] Wikl
R % oﬂ 27 MOTE wiAI3h= %%—% F7H o2 AAE

g
EHE From AAAUG. 14 A% ANEE BN WE FAD P
oz wEo ALY A4

o
i o
2 GHe <8 2>9l o] BEH

SMEZ} 4% 08 AUEF Fhatel Az otoldelE FrldAL BRa
BT P AP Ak 14 SulE SuA B F4H9 BA w3
@ BARS Grketel nekshs #4e A /1Ee AYE Wee APEs
WAl A A wrEA] sljof & dsolut MEE Fiskal, FA 1F ol Bag §
B FohlA 99 BHAEN} AAS dagnh Ad= BHANAE wE} F
Eol| tjg dyo] 7k Foshy] wWidd ie WEE st d glo] 9ol 7
w3 gdolu},
<I¥2> TEE F7} 24 A
(ols) nzH ol S5
. Stime=
ke =) dzkel ”
(sz%; ’vﬂu cHYBorlel 2uin) o) 2= ez, TrEtal Y AT
T <iRe) Agrlere Nes e Trbg ol YA dusselry <Lt
€) FAFohwe  Fay<b glen, oba|gssgel Epel o]z
o] AT Apalozm VSR e ) oYY TA#) P A frie geuge
Aulz=g3 EBE wAS wEE b9e Bl AMAY SMES AA5e Aus
Adager] G ¢ e Aol(Hsd)E A7 988 &8 7o) AA st
= AraFd 2 Ao SAA S HAA Hol AR gHow F
2N 5 gk £ drHezt AAANEY GRSE(GHS AL F 9

TR &4 3 -, 2016).
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4950/ FATeRN BEA ods Abdd Aead 4+ Aok =F A9
A H AR AR D w5 o M 9T 488 5 e Aolvh

Aul2gg A 4 F AQEAA A g WS AdHoR
A771 A ABAE A AF HEE DUE Wes Ausgd e 3w
g AASh oA tah L B FBW EE OgES $53n 23 2
Jew s A0S stk =9 Az el BeW HEE 4F AM 99
2 AASHE AHls AL 2He AAse] wad AusEFel ASY & AES &
gk 2ot AulanEst AN E1E Arde A950 Assee Hast
Aol A4 Fasky] Mol BAEe BAHAE] ANz APHS B 5 U=
= goeleta, F3 AAeM, AENG S Q8 )5S Ak Bk

I. A aAdY Mel2FH vwd FaUE

2013 7iEE AUMAEL] 7]E wlwdo] 1 Sl Al F 2 A, A3 HE,
AE AW THES FAOH, gwdE AMuafdd viwde Hde AEAdS A
shar, AP Eo] uASY Al o]y BES dAst=d T8

A 2A]H i Fde <3w5>9 o] 474 Part® FA 8t

<E5> AuzEA WY B3

ARl 2= A viwE 54
[Part 1 AH]2 Ad=] [Part 3 TFEH Md= ]3}]
1. Aujs Ald = 1. P& 23
2. TRWI= 2. @, 2F¥, T4, B+
3. ARl A= ZEAA 3. ZA
4, T2 B FOE 4. kA A} e
5. kol Ylaz A2 TzA 5. op=
6. AlA
7. AeEghs
[Part 2 ML= 73}t distH] [Part 4 33 &)
1. 7] 1. 25
2. A&3h7] 2. Eqra
3. EFA5EI 3. A
4. AF (AL 2 Z)Host
5. QEAA]
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(Rackham, 1988).

&< (situation) Hw A AA S wotetar, Al (problem) @S Foh]
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stk g AlET] 71y B 53 22 S (evidence) & &§sho] 1ol EQb
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