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(E 3) AMH|& MATFIHH S| FHE S

il S4A7H 2
1. dgo|He &4 (Big Data) Ho[B S Fof Mul2FAEy gl
eoy [1) 24 A3 14719 #A M AT Hulo[eY &4 d%, AN LS}t *LTLL HE &
;'i:fj 2) 9Estd Mula 4 2y s g AAH| A 7]8 uAgkEsle) 1
©13) HdeleE B Au|x Q"‘er AF ABl A E A 718w AEARE 55 Agdte A @
4) 2 Ao 7] Tl g 93 deoE B4 a9 99
2. x];ﬂL & A3 E AP WYy ﬂﬁ] (Transformative Service ) 0SVSh A Aoz s
1) A&7kt g Aula it 9 A =2 o] A AdnEs =
9) M) AL o3k AT }\«1];]]}\ m—a— 53 N, 7HE, AGFEA, A
el Y 79 271, 34 =9 EAE sjdsin
3) %]H(J Eobkc}% ‘(HZ\S} %:"/X’IT T‘" }\'11:‘]}\’] 7H}\* HR18A L =05l- oo
4) AE2A B (A 28/9lE AE o] FH] 9] AE 95 wds F7EE 99
3. 7k 29 W@ o)&l (Value Co- creatlon) 719-24-FA4 Y2189 gFA
=X (1) 24, 299, 71, 7led 9 B34S 5o 7] 3F e et b ASA, AEReR ”iol‘” <
g 12) 7K 2% 4329 A9 H¥ “‘ ‘j‘ﬂ Xﬂ’\] FrdoEn FAE Suldte W
7| 3) 71 3% AEA 4 2 ﬂz} JOi/‘H A g A+ okl did Az /\W]i 7}21%%
4) 7K 3% AE9 B4A Afd dgt ol RERE
4, Au| 2 A3 A4 (Service Experience) ABAAA Rl 1A QT &
D 34 Ad 42 dd 4 FAg) Hel et T owEA, 7158 /AME [ BAA
2) 3 AFYEY g 43 MU AAEE YA, A A
3) ¢34 MHlx AdL g nA&Ae gl 43} dagols 4 Frlske A
4) MHlx A3 s s age 243} el 3 #Ed 99
5. Mulx gAle] ¥43} (Service Innovation) &d uAAe Y AZYE 95
1) A&7kse Al x il ogk Hggel skl &3, B4 oA 2AF &g 4l
2) 7H MESZ YoM 9] galz} E AH] 29 7H“‘, EACY ESC IR=E
3) M2 TzRel AAEA 2449 Mula AR EsLY E3 AHl 2~ gl & AHl A R&DE
4) AHFE 2T QF oo %5& LB 5“] ke 99
6. AHl2 JEHAY ’\]—-‘%H A (Service Network & System) LPHAES 948 /9y E=
A1) 7 vEYZCA Y Hujx T2 289 A 7143 7MY AAA, M)
TR 2) 7 VEY AL e AeAE 98 Au s ZAE A 2A g AzEFEAE HE 1A
2 13) 9549 A4 tgar] 4 Mu|x /‘]*EU ks A9 AT A} FHAA +% 5
g [4) ANzE dAYo g Hae A3 9] 99
7. MH|2 H2EZA9 E4 (Service Technology) %‘H matd Anfe Zat
) oa = /\171%3_ Agsto] AH A
1) Al A2 71&(d: ArfE /‘Mi, 29 AFE)S g vz s mde A | ;\}1 OXqX} E}o@} CEY
2) A 78 FE e AZE FHIFEL A2 EH??} HE j_zv_i}g].aoi}ﬂ Azbe EA A
) A8 Mol 7199 A2 b Bad clgste B A9, wAHE 203 Ast 3
8. AAs "-'1‘3’}°“"1-4 A 29 W3 o8] (Service Globalization) 229 AAoA AAuE dx)3/
1) v sk B Au|xef HA gket dxjsle] tiet ol #23 Adad, ﬁxg_r_&g_ | 2
gz | 2) APz ALY 24 (d: 9, ok, £4Y F)d dF AT e 93 NzAr A4 #ad
W 13) AETd e *1‘51* O]Tr°ﬂ 93 AE 949
e 9. @54 AH[2d djd dF (Korean Style Services) Mu) 2~ kg Ao Mu| A7
D) =2 e ad giE Adake B4 g9 TO A 51‘34 298 AHE &
2) @] Mu| a9 Z2d g3 Ak o Aux o] ‘%l QEM
3) d=a Mujs £ By NdT) A4 ERCEE
] 10 R RZERE" (Service Productivity & Performance) EQ/N%e od A BHdN B
A= 1) a2l 7}X]9Jr EaeE 24 (i }ajﬂ A
A3 |92 ) 0 g Fo HAL Eg /\w];\ z]x%;j. w3y s —.Oh_ Wadgeyd, dHagy, }
2 TE % /M= ard g4 =5 Zﬂ.LO}'—“ Oﬂoi
) MH|A AT é@“o“ﬁ ks ° °
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O[5 Al - 2tdot - o] &

A
2.2.1 B4 A4 - HeolHe && d AFE50] && FAsta YA o AR = A2
GA Bairt. Hldolele A, AA AF(o]F
73974 Ag (Plan) — A3 (Do) — A4 (See)’ @ - oAl 2013) ¥ FFFE (oA, 2011: ©]
o BgolH, o] BE gL &ut2 FRoAM % AE, 2013), AEFE AFEAS, 2012)7F B
gk, Mu A oA o] BYARE AREHE 712 F ke e SHEE AFARRA 43T gloH
AR2 oJAlE HdolHE FEok s, o|& &  FF AF AAYo] v & Fofolth HAAA
43 7499 FAARE @8] g Ve A7 HHolH e g0l ® st & 2R e & A
b AlEE Aot B2 AEvbEcl ol otk thed QERF & AT 2 HEolH
go g A7 AFAES Aata Aok HdH AT bedE FeA gl FAUE Fdsta
olelo] &g HEoJHE AUl FARA B d S F =it FAY P EES o)t
5, A Estet SRS B AR 71 Ta% aejaglor AT APEES o]
uAgEslel nARARE Bol A&ste Aol F B T G2 gFAQ Aulx gazEA e g
Atk s FAE B, nAAdY a1 #F &3 o8] ARFAE FAste] AR
A WA flal, SEshE Auls 3 2SN
Fal7] flell, Au| fi%“ At AE| 2 AEAE 2295 WHO0IES S0 24355D Yol
J8e w2 98, ARG ES Beleks HEX S0 52 AES DAGIHAT =W AIEY
£ Jjuraly] 98 BldolEe] 8o HAsga AHoAC LU0IE 282 M 0S8t &&0ICh 1
v ol 2Lt 83 10 Ol 2 AIROIA Sl BIEI0IH e
A AFA =2 X == J\l:II- 04 rIg 320
AUAZEE AAl¥l A1) TP IR L g0 o h D s g
£rtE 71%?4 A nef AbBlE AQ1E FEE Ol Mol 2 Aol MUK RE ZR, 2U MbIA
g 7le EAERA, 3 AEFew AFHY A Atio] 22 AM2 [s YWO/E 20ICH”
LR /qu]ig Z—ﬂ—é—ﬂ‘:i vt Al7)golgln oA (H20st0, SEEH W)

39 tH Bughin, Chui, and Manyika, 2010).
H o]l 7} AH]Efol A o] o] A2E- Fol 2 &
2]

= B OBIED M2 MHIA HIXL
rke Dol e A olvtEnAdl FHEH

0f, AHIXS CIOIE E2E 0= &
g

T S0t, o FENMA LEE 201X S Hol
(collaborative filtering) 71'8-& &l 7§13} - gt e D0 2B 0|20 BN SoUst o2 M2tEr)
wohd aAME|AE A5 ol oAl AAzte 3 HETINOS MRt OFLIZH HEOIE AIAR =
7) AR7E QEH WEe Aol Bl A e Ao, #4e Bad A4 Ozt vEe] Aslgs
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Z R0 ™0k & 210ICH”
(University of Southern California, &0ILF 242 72)
NHGEE MHIA HS2 fI8 9Ol0lE DIHES &4
I R0 EF 2t DHELE 20| HUAIEE =50H)|
At MEX NS CHEE 23201 26T HE =
NOIEE &8 SO AXF NNl 28t H32, AHEE &l
QOIS &8 2t AEHAS 22 S22 & = UL
(otLISK3tE, OOOXHH)
EIHI0IEIE &EF DIHE S Soll Thst HIXxLA
FHE ZEolH EES = NE23tE DHHSIHES
CEE ZQIt UL 0l2e HSWE2 2 BIZLIA F
Mol =& OEez X0 2ot US = Aes=2
AMEEEE S5t HANA EE0| IR ER0ICH 8,
SICIOIE JIEte DIAE &8 Al D242 AIEEEI =2
2 4= o082 0/0f Het HHE/MTX B0 2R8I
(KB=2I9IE, OO0OAH)
2.2.2 B3¢ 714
Pl 2

o WFAZE ZFAE. A, ASFeAE QAR

WA AH o] U@ 27 S v A
& FEAA HAS oJrle,
SR ECHE BESASREY
278 94 Sslalel 2uAst

i =

2B 22O JIXE AZd ok k= Aozt
Q% o

<] =

=, THREE
7 E Akl

4 B AS eJojath A, Auls AR e
UL QlEigjo] 2) Ardo] 959 UX(AHeA 4
d) Fhdes Aske AAY, Au 27} Bed HES

ol 249 $A4 249 lnlshl ek el
SR ECRIEE R R %

2.2.2.1 A&7k ALS]E 98
W& A B A(transformative service) @ 7l
&9 A (quality of life), ¥H (well-being)
FIANAZE 7 A MHAE Au]ditt. o] F
71232 (Creating Shared Value: CSV,
Porter and Kramer, 2011)2}= A3d 7de

My A /qu]

P R

ot o
fr e to

X,

2, AU2E B A, M, A93EA, £,
b, 8739 BAE e del A $9E F7

ke d9olt}, A sHAloM e vl 742 W3l
of dirjste] WMEA Auj A AT( Transformatwe
Service Research: TSR)'#}e g HEols &

AZiEd, ol dsl Al B e FF *1
Wz ool $4 ATIAR 4 e wT 7

55 wke 24 3 shyo]tH(Baron, Warnaby, and
Hunter-Jones, 2014; Kunz and Hogreve, 2011:
Ostrom et al., 2010). ®&A xu]x A4= |
A3} Abslo] A BHF 9 A W3} FEd T4
= & A7 2okE, 2HAL AR, ° Yozt A A
AL A, A An)S KR8t o] FF3)

= MHlA A3 $98 ZEE ST Ostrom et al.,

2010: Rosenbaum et al., 2011). at¢] AlF-FA4
= A&7bse gele A ‘3—1 A 4y
S Aot Al Mulx dE Ay FFE T
TE/E FE a2 A *1‘3] Al 228l (4

25, 98 F)o] 7R “‘3101] A= gF =0
2 FAHEAG. AT} AP RRol vk B4 S Heet
d M) A7) 73} Abs] 2 ALY BE) 3
o $F 2447 Zye W3 gjd 2945
A7k & Aot
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3o Mu|A iTts OfE | Zate QU7 : iAot

oF ZojHbalof W}E} AT 7190l digt H71}
A EHE B 75 IR iR £ 0] 2
S dtha ¥e ].L A tH Fang, Palmatier, and

Evans, 2008: Hollebeek, 2013: Jaakkola and
Alexander, 2014:; Sawhney, Verona, and
Prandelli, 2005). o|* 4 7354 %& W& <
2o A 7] Wil AFg A&l a7dY
mha oS thergt 24 8kg FASd] da
AE & A7} A olol @ Aeltt,

0] =

Py
A 2e] 7iAld] digt =92 Mg Vargo and
Lusch(2004) 94 25 4= st} o]&2 AH|A%

ALY 107FA] A S A, 2 FollA 7t
A 75 e WA 7L 71 (value) o #ek Aol
HA AFSAL AN 7= 287 (value-
in-exchange) & ¢v|atm Aikbatel] ofs) A% = A
o, A=A ZA|e A9 7= ARE7ER] (value-
in-use)& oWlatH 1Ao] A, TEA 2~ AHE
2 AHgete oA 71A] 7t BT AH| 2
AT aA g8t =Edoly Fug ol

Aot FPste Aoz Erh(o] Al - o] HH,
2014b). olgt uA9| Q&L 7H]FFHE (value

co—creation)¥ 12 %™ Gronroos and Voima

(2013)& ‘Mulz2AgAe 24, BE 14 7 3%
el vz M% AEelgta Felasich. &, A
B2 A Bgel majo] Aulz AgAtst FA Fol
do] Au| A2 B AFAT 1A g AL o
Agows 3EoR M FEIE AS g

(Vargo and Lusch, 2004: 2008). A= 14
T coproducer) B Z 247 (prosumer)
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(Auh, Bell, McLeod, and Shihet, 2007; Bolton
and Saxena-Iyer, 2009: Chan, Yim and Lam,
2010; Yim, Chan, and Lam, 2012). #<* Payne,
Storbacka, and Frow(2008)= 173 7|8k
7R EEEC] et hdA &= iR, Vi and
Gong(2013)& 149 7353 % d5& 14
FoAg s DAY FoE HToto] 8714 A
o= A¢kglen Dong, Evans, and Zou(2008)
¢} Roggeveen, Tsiros, and Grewal(2012)-2 A|
H] 2838 a3t g 5-& AFatnh. Vi
(2014)= 71X F20g0] EH 0w FHojsl
MY 53 Zhxeta, Aa 149 7px| A= Fol
7Febe FAIYA R A9 fAdM = 8]
o] FEAR A8 PP Felt #S T
al Viomﬂ}.

A7t e 249 7 FEZE=dE
o ik el HEE ol
ZBAZY A E L 2EA
ﬂ%o] ﬂm% Z\O]Ei, AE] 2 3

Xil

2 R
=2 oy

J

)«

%

L

=
> >
s ol
N 1 ﬂ:‘,ngko
2 o ool N
2o 1o ot AL o

- K

B
=
ol
ol

‘Mol FA20 HE O AKL, CHYs ZZHA
(R&D, production, delivery S)Ml 1240] &gt U
DHO] Hol= BE O AKX AKXICHOFEDEX Of Ol
Chet H2l(0l: best practice) It MUZ OIRHXIX &£
Ch. D2K0il 28t JIXIZSEHES HIHUSS SolLALE

0

2029



2~

B
=2

Xzl
7tEde Y
2 mjgolM el Y vs. el vl e 7

ol
o

=
T

O|FAY - 2HMof -
7} A

L

ju

],

7}7 ol Al

°

o

ol Al AfH] 2~
717 ;o] W= xju] 27} Bolo]o]o}

o

°l&
AH]

s
T

L
T

oAg 5

22 g ATgel B

Ak

ol A

=

=

7

oy

H| 2~ 7]

o AHg]

=]
R

1HAIZ7] o)

7t

ul
=

=

1ol Tt

3k A

agle]

]
H

A /HAA /AR A

L

o

.7
el At AlE, #A43

al

In~

_/
Ho

el

X
,.ao

Hlo
B

—_—

®

o7

A
9

A}

2
9 7

|

AAITH, 20161 EA1E

G710 AH o%E 5o

ol g Wetel A & uj, Aw]

A A

T

i

al
s A
o

7

ox
=3

of A Al

)=
RN

A &l 7HA1 9k F7 & AL

g AR oM = 2 3L

st7] o

<)

a7

73
o AP orTH LY

33 tH Pine and Gilmore, 1999). 2374

(experience economy) A H0]9 A2 A

A= AR oby2t dA

)

o[}, 4, Au|xe] AR

o]

AT,

3T
=

o -

70°

!
ﬁO
)

0

Ao
M-
ey

<

7

39 FAEE

9

3

I3
pa

ol i3

SEA)

o,
[}

9]

|
=4

a9l A7FAT AAG B

9

o] 4714
A~ 7

=

°

Fa

°

714

kel
=

AguAE AN = A

n2& Aot

ofehel] A

_EO

i

i
- =

T HM45H HM6E 20164 12¢

g
74045}o]
o =

A &3 A7

pal

ki

TolAe}, R 20 A7) 3
_CH

5.0

=

o=

715 7194 (memorable

‘o
=

2016.7.17. 44 7IAHE
2 ARUES s 9F e

=1
A,

Al
oAl A3 F& op wgow,

=’
=

o

o

Pz

2} (impression)

2030

8)



et=ol Md|A AT oA Tatet Zelvt?: BiAet thedA| SIMZEALE Solf T o2 Mu|x oirel U

and Guzman, 2013; Renfrow, 2014: Rossi,
2014).

‘BL TS Jl=S Sofl 2E2tel 2210l IHES S
SOl D0 OEH ot et=EAL 2 A MES
MSg = A=X0L MBIA SHOIA 1R S8 0l
HE N2 M2AEL

ADEE S QWSO T JPDIE S8 2T Y=dl
KA OE ot 2-2Ietol IHE 2t0 AIUXIE =
2 e M)Is2 Sof 2-2ZetelS JtelXl &1
OEJ otet Mo A8 HMEe sltdl BHEEE =
2 & UAS AeDtoks 280l 20ttt

SSAHUAN 220 HIZLA HIZ2 O s0Y =%
of gla, o249 AHHMSEUA ITI=0l XXotes S
AT O HE A0ICH JE0 2 I, 2-2Zctelof &
g MHIAE SEH 2F0A MAZ2Z 76k 20|
AT IQE =50l UL

(RO%EHE, OO0 8%)

NS 3= AT 2 3y ol AMula g
Aol Azl Mu|A Y ES A A|AElS] A
AMul 2 HAmEAe deolghe 7 AR

THEY, BT 727 248 7}
Z]i* FAER A ¥ & 5HS} 7R E o7
g8 ANHEL Adstn 2 erhs 3F
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/\] /\Eﬂ x% jﬂr7§ |

Al Halel YT 2

2.2.3.1 Mu] 2 g4lof 24 38)
&3 7S E Al 71eA

Z sl M5 MeE 20164 128
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degagl &4l ERE WellA
Hqe’ ‘HH] gziel A=A 2437 A
=7 AL E AT 0 Z ol:
S L B é Al A7) FA R ARt
AT}, ﬂ*iﬂlé o] HalA ofelrjols} 7191/=
2|

o
>
>,
<l
i

I
>,

o}ﬂl =g Stk
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o Ez]—s]ﬂ_: _E'Lzsp\] z}oi tﬂﬂ_ﬂ 74 oy 5
i, EFA AFY 719Re] A71H o7 A&7
AAFHE SRS e Aol 4 }21
(Welch and Byrne, 2003). %3 *J
¢ EFAS AFA =2 A2
ARG A~ s A ‘5}04 *HET
Helld i 72 o 3249 4 Uth(Brax
and Jonsson, 2009: Gebauer, Edvardsson,
Gustafsson, and Witell, 2010; Zeithaml, Brown,
Bitner, and Salas, 2014).
o] 7199 Ak wakyl Aqu) A Tzl 2 A
227} B AZE Goleka 2 5 9
E]X}Ol o AlAH| 2 k] gt Q7FEAY  H2A
HHEAS B4R she Ao 24 (Blomkvist,
Holmlid, and Segelstrom, 2010), v}A®, AL
5 Tk Yot AR TR 7
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OIS - 240} -

% =75 A&= oo 4d 7hsstth(Patricio
and Fisk, 2013). Ostrom et al.(2015)°A=
Aulz AT, AulELel Aol AH] 2~ Q1A &
FA AE 2 Ol A 34 FAE A4
AABEL AR &AM o5 THe] Ame
E97 AT o] mol TZHQ MNFo2A M|~
gl sl ete FA 2 T8t A&l
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How will Service Research Evolve in Korea?:
Drawing Future Directions of Service Research
from an Investigation across Academia and Industries

Youjae Yi* - Suna La** - Cheonglim Lee***

Abstract

Korea went through a rapid and compressive switchover to a service economy. Currently
Korean service firms go global with the hallow effect of Korean wave that has been spreading
over to other Asian countries and even Western countries. In this context, the goal of the present
study is to identify future paradigm shifts and directions of service research in Korea.

In this study, we first conducted an extensive literature review and a round table discussion
of service academics for finding future research themes. The findings were used as input in the
global research project designed to generate service research priorities (SRP), in which we
participated as an affiliate of the global research network. Then, we referred to the twelve global
SRP’s developed from the project and drew ten major themes and sub-themes for future research
priorities for Korea through a systematic process including small group seminars and Delphi.
Finally, we conducted a survey to investigate the current perceptions across the academics and
experts in service industries.

The final ten SRP’s are as follows: The ways of using big data,” Transformative service for
sustainability,” Understandings in value co-creation,” Tmprovement in service experiences,
‘Stimulation of service innovation,  ‘Development of service network and system, ‘Utilization of
service technologies,” Understanding services in the global context,” Development of Korean-
style services, and ‘Service productivity and performance.” Ten SRP’s cover all five areas of the

service value chain. Together with this investigation, we conducted a survey to examine the

*

Seoul National University, First Author
** Korea National Open University, Corresponding Author
*** Ph. D (Marketing) of Seoul National University, Co-Author
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perceptions of status—quo of Korean service research competency and research environment.

The research findings show that both Korean academics and practitioners put high importance
on all ten research themes. The top 5's are as follows in order: The ways of using big data,’
‘Utilization of service technologies, ‘Service productivity and performance, Tmprovement in
service experiences, and Transformative service for sustainability.” Surprisingly, the current
knowledge in research regarding these 10 themes was evaluated very low. Practitioners put more
importance on all ten themes than academics did. Furthermore, we found significant differences
in the perceptions of several research topics between the two groups.

The study drew the most needed themes for future service research in Korea by analyzing the
gap between the importance and the extant knowledge about the themes. The most urgent
three themes are The ways of using big data,” Transformative service for sustainability,” and
‘Understandings in value co-creation.” Also, we suggested the guidelines for mutual understanding
and collaboration toward evolutionary research in preparation for future challenges of service
in Korea.

Key words: service research priority (SRP), service dominant logic (SDL), transformative
service, sustainability, value co-creation, service innovation, big data, customer

engagement value
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