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0000 Intangibility The products of most industries are tangible ; they can be seen, tasted, felt,heard or smelt
before they are consumed. Hospitality products have both tangibleand intangible components. For example, if a
customer buys an inclusive tourfrom a travel agent, he not only buys a bed in a hotel room and 3 meals in a
restaurant, but also buys " a dream”, he gets the intangible befits -- pleasure, relaxation, convenience, excitement-
that the experiences can yield. The serviceproduct is intangible when it cannot be easily evaluated or demonstrated
in advanceof its purchase. Inseparability Services are typically produced and consumed simultaneously. In case
ofphysical goods, they are manufactured into products, distributed through multiple resellers, and consumed later.
But, in case of services, it cannot be separated from the service provider. Thus, the service provider would become a
partof a service. It can lead to situations where it is difficult to ensure the overall satisfaction of consumers. For
example, a delicious meal can be made tasteless bya grumpy heavy -handed server; and a stay in a grand hotel can
be spoiled bychaotic front office. Therefore, service marketers not only need to develop taskrelated, technical
competence of service personnel, but also, require a great input of skilled personnel to improve their marketing and
inter personal skills. Perish ability Perish ability means that service products such as hospitality, unlike
goods,cannot be stored for sale on a future occasion. For example, a hotel bed unsoldis revenue that can never be
recouped. This illustrates the high-risk nature of thehospitality industry. This puts pressure on hospitality
businesses to operate at ashigh a level of capacity as possible, hence great efforts are made to fill hotelrooms, for
example, heavily discounting the prices of these products at the lastminute, or offering special rates to quantity
purchasers.
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