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Step 4c—Service-Delivery System Design

The service-delivery svstem, as evidenced by the location
and lavour, servicescape, service processes, job designs,
rechnology, and organizanonal structure, 15 combined meo
an mtegrated service-delivery svstem. LensCrafters” stores
are located i high-traffic areas such as shopping centers
and malls withun 5t 10 miles of the rarget market,

A vpcal store lavour 1s shown in Exhibit 6.12.
The servic CsCape 1s Lk"\l_ul]ui o convey an i]tlpl’t.‘n\tnﬂ

of quabty and protessionalism. The store 15 spacious,
open, clean, carpeted, with protessional merchandise
display areas, modern furniture n the rerail arca, and
modern equipment n the laboratory, rechnicians in
white lab coars, shiny machimes i the lab, and hrighe
lights throughout, The store display cases, eve examina-
tion areas, and fArting statons are in the high-conract
area where customers and service providers inter-
act frequently. Optomerry degrees, certificanions, and

licenses hanging on the wall provide physical evidence
of employees” abilites.

A greeter directs each customer to the appropriate ser-
vice area as he or she enters the store. The low contacr area
of a LensCrafters store—the oprical laboratory—is sepa-
rared from the recail area by large glass panels. The oprical
laboratory becomes a “showroom™ where the customer’s
perceprion of the wral delivery process is established.

The store is a service factory, The typical service pro-
cess begins when a customer makes an appointment with
an opucian and contmues until the eveglasses are received
and paid for. Berween these two evenrs, the customer
travels to the store, parks, recerves a greening from store
emplovees, obramns an eve examunation, selects trames,
is measured for proper eyeglasses and frame fit, warches
the eveglasses being made in the laboratory, and receives
a final fiting to make sure all 1s well. Information fow
mn the torms of prescriprions, bills, and receiprs comple-
ments the physical flows of people and evewear.

Exhibit 6.12 A Schematic View Typical LensCrafters’ & Lavout
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