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Abstract : This article reviews the history of service studies, analyzes some pertinent characteristics
of a modern society in which services have developed to a mature stage, and discusses crucial issues
of a so-called “mature service society”. What people have expected or what interests have caught
their imagination in daily life has shifted as times have changed, and so, therefore have systems for
evaluating services. By taking a close look at the period between the late 1950s and early 1960s, in
which a mass consumption society first emerged in Japan, and the current era, five important stages
concerning people's expectations or interests have been observed as follows :
1) The Indifferent Stage : People are willing to receive any level of services provided, and have a
corresponding lack of information concerning those services.
2) The Rising Stage : People start to consider fair compensation for what they are supposed to
receive and have developed awareness of the value of service.
3) The Declining Stage : People tend to become unsatisfied with even the high level of services
that are now routine in everyday life.
4) The Returning Stage : Individuals acquire specialized interests and pursue expectations of their
favorite service suppliers.
5) The Switching Stage : Individuals vacillate between the Declining and Returning Stages.

It is obvious to say that we are now at the Switching Stage of a mature service society. Just as
special interest tourism has increasingly become popular during the mature stage of mass tourism,
one of the characteristics of this stage is a tendency for people to show strong concerns for their
personal interests or emphasize merit-conscious evaluation in target areas where they take
advantage of reasonable services. The issues confronted at this stage can be divided into three
categories.

First, payment channels to service suppliers need to be discussed. When high quality services are
consumed in the hospitality or food industries, expenses are charged to firms or companies rather
than individual accounts because of the high prices. With the change of industrial structures due to
globalization, those organization-inclined attitndes cannot remain competitive in a mature service
society.

Second, expertise or professionalism of educated consumers’ attitudes, which is capable of
returning discretionary income to society, must be cultivated. An improvement of social conditions
is necessary for the emergence of educated consumers.
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Third, as members of a mature service society, supporters of fair consumption should also be

responsible for service evaluation. Every service must be evaluated so as to facilitate the

maintaining of service standards, and therefore extend and support quality consumption.

And finally, even a small reinvestment of suppliers’ running resources would be of help for both

consumers and suppliers to establish an ideal balance of high quality service supply and fair

consumption demand.
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