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00 O O From one industry to another, competition is stimulating innovation, especially through application of new
and improved technologies. Competition occurs not only among firms within the same industry, but also among
firms from other industries that can offer customers new solutions to their needs through alternative approaches.?
Think for amoment about person-to-person communications. VVoice telephone has long competed with first-class
letter mail, then Internet-based email merged to compete with both voice telephone and letter mail, and more
recently, ext messaging (primarily on mobile [cell] phones) has emerged to compete with all of them. Which of
these options are you currently using more, and which less, than you did a few years ago? In the past few years,
you've been able to watch how the Internet and mobile telephony have evolved, adding new services and features.
Consider what you can download to your cell phone (mobile handset) today that you couldn’t have done a few
years ago!Customer needs and behavior are evolving, in response to changing demo- graphics and lifestyles. The
implications? Managers of service organizations need to focus more sharply on marketing strategy if they hope to
meet——or even anticipate—— these needs with services that customers see as offering value.
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