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INTRODUCTION 
Many studies have shown that physical environments, also termed servicescapes have played an important role in affecting service experience, determining consumers’ behavior and attitude when the consumers are using the service (Bitner, 1992; Siddiqui and Tripathi ). In this position paper, I will illustrate how the servicescape affect the behavior of the customer and their satisfaction. 
As we might find that most of the studies mention that the servicescape is very important, we might argue that whether servicescape is a core product or supporting product when providing a service. 
This paper begins by defining servicescape. Secondly, I will illustrate the importance of servicescape. Thirdly, it goes on to think about whether servicescape is the main factor for the industry success or not. Following this, it will illustrate how to manage servicescape in different sectors of the hospitality industry. It then considers whether the service provider should pay a serious attention to the servicescape. Finally, it will end with a conclusion and my point of view. 
DEFINITIONS 
From various sources, the term ‘ servicescape’ refers to the physical environment such as overall layout, design, ambience, artifacts and décor. It even includes atmosphere such as music, colors and lighting. Those components are very important when creating a service experience (Namasivayam and Lin, 2010; Lia, at al, 2009; Bitner, 1992). 
A service “ product” includes both tangible and intangible parts. (Namasivayam and Lin, 2010). And service quality will be determined by these two elements (Johnston, 1995; Parasuraman et al, 1985). The servicescape is a tangible element which is playing a very important role and the service manager should not overlook of it (Lia et al, 2009). 
The ways that employees and customers act could be affected by servicescape. (Siddiqui and Tripathi, n. d.) 
Bitner (1992) has suggested to group the components of servicescapes as: (1) ambient conditions: temperature, air quality, noise, music, and odor; (2) space/function: layout, equipment, and furnishings; (3) signs, symbols, and artifacts: signage, personal artifacts, and style of décor. However, Lin (2004) classified the dimensions of servicescapes into three major groups of ‘ cues’: (1) visual cues: colour, lighting, space and function, personal artifacts, ; ayout and design; (2) auditory cues: music and noise; and (3) olfactory cues: scents. 
Nevertheless, we should know that different service industries have their own servicescape. (Ezeh & Harris, 2007). 
IS SERVICESCAPE THE MAIN FACTOR FOR THE INDUSTRY SUCCESS? 
From those academic article and journal, we may find that servicescape is very important that it may affect the satisfaction and cognition of the customers. And also affect the intention of their patronization. Moreover, it will either enhance or restrain the patrons’ emotions ( Wakefield and Blodgett, 1994). 
Wakefield and Blodgett (1994) said that servicescape must be designed as to let the patrons feel satisfied with the service. Patrons do not like to feel uncomfortable, confined and restricted. 
The service provider should pay attention to what servicescape they have provided. It is because the customers’ feeling and emotion will be affected by the quality of the servicescape and even the time that the customers are going to spend on a service. Moreover, the customers’ decision to use the service or buy the product again is also affected by the servicescape. So if the service provider has provided a high quality servicescape, it will be a main factor to gain success in the industry, by positive word of mouth of the customers and repeat purchase. 
Figure 1: Factors Infuending Repart Purchase Behaviour 
From figure 1, it have been illustrated that if the perceived quality of servicescape is high then it will increase the excitement of the customer and the customers may feel satisfy to the service or product. The enduring involvement in purchase or using the service will be increased and the time that customer spend on observing and experiencing the servicescape might be increased. After that the customers’ intention of repeat purchase will be increased. (Wakefield and Blodgett, 1994; Siddiqui and Tripathi, n. d. ) 
Therefore, the service provider should pay more attention on the quality and the management of servicescape as to gain more profit of their company, gain a competitive advantage and achieved strategic marketing goals. The service provider should recognize that the servicescape may become an important component of the marketing strategy. (Siddiqui and Tripathi, n. d. ) 
Since we might find that the servicescape is playing a very important role on providing a service and the service provider should try their best to provide a higher quality of servicescape. Is servicescape the main factor for the industry success? 
From Wakefield and Blodgett (1994), they have argued that not every service provider is going to play lot of attention on the servicescape to attract the customer and to gain an industry success. It is because not every hospitality industry is relay on what the servicescape they have been provide to gain a competitive advantage. In different sector of the hospitality industry, the service provide might have different attitude to manage the servicescape and different design of servicescape. 
For example, Wakefield and Blodgett (1994) mentioned that the servicescape of the leisure services is different with the servicescape of functional services. As figure 2 that I have shown below, we can see what are their different. For functional services, for example, health clinics, schools and hospitals, the importance of servicescape is lower than those leisure services, for example, upscale restaurants and amusement parks. Moreover, we can find that the time that the customer is going to spent in the facility is lower, the importance of servicescape might become lower too. If the time that the customer is going to spent in the facility longer, they might willing to experience the servicescape. For instance, individuals who go to miniature golf or any place for entrainment are likely to evaluate how nice the place is, the atmosphere, the layout and the design for the place and service. One of the purposes that they go to the facility is to experience the facility environment and they will be more involved to the service encounter. 
However, for those functional services, for example go to the school. The main purpose is to learn something. So whatever how the servicescape is, the user will not play much attention on it. If the school is providing some outstanding teacher, whatever how the servicescape is, there are also lots of people are willing to go to that school Moreover, for hospital, it is a place for immediate need, whatever, how the design and layout the hospital is, the user will mainly focus on can they get a help on their sickness. 
Figure 2: The Importance of Servicescape in Leisure Service Settings 
Source: Wakefield and Blodgett, 1994. 
According to what we have mentioned before, we might find that in different sector of the hospitality industry, there might have different scale of the importance of servicescape and playing different role. 
For example, what the servicescape might be providing in a five stars hotel is totally different with the three stars hotel. On a five stars hotel, their selling point of the hotel is there design, facilities and atmosphere etc. The customer of a five stars hotel is to gain a great experience on the servicescape. For instance, in W Hotel Hong Kong, the selling point of this hotel is to provide a world of sensory experiences, the hotel have put a lot of attention on the servicescape. Special lighting, signatures scents, art and music as to attract the customer a special environment experience (W Hotel Worldwide, 2010) 
However, on a three stars hotel, for example, the Bridal Tree House Hotel in Hong Kong, the layout of the hotel is not very gorgeous, the service provider are not mainly focus on the servicescape cause the customer of these kind of hotel is to have a lower price of stay. When the customer decides to stay in a three stars hotel, their main purposes is not to enjoy the servicescape. Of course, the servicescape is one of the elements of providing the service but it is not the core product of the service. It is only the supporting product. Servicescape is not that important in a three stars hotel than a five stars hotel. 
Furthermore, as we have mentioned that the servicescape is very important in creating a good impact when providing a service. Lia, et al (2009) argue that if the servicescape failure occurs, it will lead to some bad consequences. At this moment, servicescape might not be the main factor for an industry success. If servicescape failure occurs, customer might tend to experience negative emotions such as dissatisfaction and anger. At last it will build up negative word of mouth of the company or some complain. The unpleasant servicescape will diminish the customer’s satisfaction (Leong et al, 1997) Service failure would lead to issues of service delivery, service product, service facility, the behavior of the employee and the customer or a combination of these. (Bitner et al., 1990). 
Lia, et al (2009) point out that servicescape failure can significantly diminish perceptions of service performance and evoke feelings of dissatisfaction. 
CONCLUSION 
This position paper identified the servicescape is usually playing an important role. The behavior of the customers and their satisfaction to the service is related to the servicescape. 
As we have mentioned that providing a high quality servicescape is an important factor to gain a competitive advantage. We might find that servicescape is not playing the same important role at all the service, company or the hospitality industry. In different sector of the industry, the customer might have different expectation to the servicescape that they can receive. However, even servicescape in some of the industry sector is not playing an important role than the other industry sector. From my point of view, servicescape is still the main factor for most of the industry success. I can’t say all of the industry but most of them! Even in some type of industry, the customer might not play much attention on the servicescape but not meaning that they might not play attention on it. Since servicescape is the physical environment of an organization. Servicescape is necessary in our life. Servicescape is playing an important role. 
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