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The Application of Delayed Differentiation in Differing Service Settings
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Abstract

With ever-growing global competition, it becomes a must for service companies
to be equipped with flexible capability. Whether it be manufacturing or service,
flexibility becomes a major weapon for survival in today’s business environment.
This paper, with that in mind, strives to suggest a road map to attain the
flexibility that is required for service companies. Delayed differentiation, a relatively
recent development in operations discipline, offers a clue as to how to attain that
flexibility. This paper, in particular, sets forth how this concept can be applied in
accordance with different service settings. In doing so, delayed differentiation
matrix, a variation of Schmmener’s service process classification, will be presented.
Furthermore, specific techniques will be elaborated, in conjunction with related

business practices.
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