Table of Contents

INEFOAUCTION 1.ttt ettt e s e e st e et aeesabeeesaneeens 1
Taking the Pulse of Economic Development - Service Trends ........cceceeecveenenne 1
Contours of New Value Creation - Impulses from Services Research.............. 2
Service Trends - Impulses for a Research Agenda ........ccoeceevviieeniieenceeeninenn. 5
A Glance at Potentiality SPaces.....cccuieriiieriiiiiriie ettt 8

PART I: Focus Management - Design of Research and Development

FOT NEW SEIVICES .....eoiiiiiiiiiieeiiee ettt ettt e e e e bae e 13

1 »R&D Management for SErvICeSK . .ouuiiiiiiiiiiiie ettt 15
1.1 Competitive Differentiation by Innovative Services.........cccecvvvvueereennnnnne. 15
1.2 Structures and Processes for Service Research and Development ......... 17
1.3 Results of the EXPert SUIVeY........covieiiiieinieinieeeteeteeeee et 19
1.4 CONCIUSION ettt ettt ettt et e et e e s e s s bee e 22

2 »Customer Integration in New Service Development: Experiences from
SWEABNN ettt ettt e e e st e st e st e e st e e st e e sbee e sabaeenaee 25
2.7 INErOUCTION ettt et 25
2.2 Why listen and learn from CUSTOMErS?......cccceeiviiiiniiieiniieenieerieeeeeeee 26
2.3 It pays to listen and learn from the customer! ........ccccovciiiiiiiiniiciniienne 29
2.4 Customers have g00d id€aS!........covuiiiriiiiriiiiiiieeeie et 30
2.5 Methods to listen and learn from the cUStOMEr......c.covciiieviiiiniieiiiiees 31
2.6 Future service companies listen and learn from customers ................... 32
2.7 Discussion and CONCIUSION ....eieuieeriieeiiiieeiieesiieeeiteesieeesieeesieeeeveeenans 33

PART II: Focus Test - Visualise the Invisible Part of Services ..................... 35

3 »Service Modelling and Simulation ........coccueeiriiiiniieiniieeeceeeeeeeee, 37
20 B o o 1¥ T 1 o o ISP UURUPPPSPRRRIIN 37
3.2 MOEIS fOr SEIVICES ..eeiuiiiieiieiiiieeeiteeet ettt 38
3.3 Modelling Of SEIVICES c...viiiiiiiiiiieeiieeeteeete et 39
3.4 Simulation Of SEIrVICES .....iiviiiiiiiiiiiieeeteee et 40
3.5 CONCIUSION .ttt ettt ettt e e st e e sba e 42

4 yService System MoOdelliNG ...coecuueiiriiiiiieiiieeiee e 45
4.1 INTrOAUCTION .ttt ettt e 45
4.2 Fundamentals of Service Modelling .......ccccoecvieeriiiniieinieiiiececeeeeee 46

4.3 Overview of the Four Modelling Areas .........cccuvevveeinieeinieenniieeeeceeieene 48



\'/| Table of Contents

4.4 Component MOGE! ...cc.ueiiriieiiieeiie ettt et e e s 50
4.5 ReSOUrCE MOUEL....uuuiiiiiiiiiiiieee e e e e 52
4.6 ProduCt MOEL ......uuvueiiiiiiiiieeie e e e 54
4.7 ProCeSS MOGEL.....uuuiiiiiiiiiieeeee e e e e e e 55
4.8 Application and OULIOOK ........ceeeeeeiiiiiieiiiiee et 56

PART III: Focus Man - Management of Talents, Skills and Competencies
for Service INNOVAtION ..........cccviiiiiiiiiiicc e 61

5 »Humans at the Heart of Service Innovation. Challenges for Human Resource

MANAZEMENT . ..eeieeiiiiie ettt e e st e e e e iba e e e e e abreeeeeas 63
5.1 INErOAUCTION ettt 63
5.2 Service Innovation and HRM as Objects of Study......c.cccceevuveerieeenreennee. 64
5.3 Challenges for HRM - What Do the Experts Say? ......cccccceeeeeeriieenveeennne. 66
5.4 Trends and Development in HRM.........cccooiiiiiiiiniiiiieeeee e, 70
6 »From Strategic to Integrated Human Resource Management for Service

INNOVALIONE .ttt ettt st 75
6.1 INErOAUCTION ettt ettt 75
6.2 Human Resource Management as an Object of Study for Service

INNOVALION ..ttt e 76
6.3 Characteristics of Integrated HRM Decisions for Service Innovation....... 78
6.4 Requirements for Integrated HRM to Encourage Service Innovations...... 80
6.5 Implementation of an Integrated HRM for Service Innovation ................ 83
6.6 Summary and Implications for Further Research ..........cccoccerviiiiinniennnne. 85

PART IV: Focus Technology - Innovation by Interaction of Technology

ANA SEIVICE ...ooiiiieiiiieciiee ettt e et e et e e e aae e esaeeetbeeesbeeensaaeesnaaeenns 89
7 About the Interaction of »Technological and Service Innovation« ................... 91
7.7 INTrOAUCTION .ttt 91
7.2 Technological and Service Innovation - A Neglected Relationship in
SErvices RESEAICNT....cc..iiiiiiieieetee et 91
7.3 Challenges - What Do the EXperts Say? .......ccoceeoeinienieeieenieeieeeee 94
7.4 Integration of Technological and Service Innovations - Trends and
DLV T o] o g =Y o - TSP 99
8 »lnnovation by Interaction of Technologies and Servicest .......ceceevereevuennennee. 103
8.1 Cloud COMPULING .cuvvieeiiieeiieeectie et eee et e et e e aee s beeeebeeennees 104
8.2 INternet Of SEIVICES c..uiiiiiiieeieeeeee e 106
8.3 BUSINESS MOUEIS.c...eiiiiiiiiiieiieeee et 107

8.4 Integrated Service ENgINEEriNg......c.ccoviiiiniiiiiieiieeeceec e 108



Table of Contents ViI

PART V: Focus Future of Value Creation - From Value-in-exchange

10 ValU@-IN-USE ....ooiiiiiiiiiieeeeee et e et e e e ee e 111
9 »Hybrid Products/Services - Contours of a New Paradigm.......cccceeevreeennnee. 113
9.1 INErOAUCTION coeeiiiiteee ettt 113
9.2 From the Hybrid Product to Hybrid Value Creation..........cceccvvevviveennneennns 113
9.3 Hybrid Value Creation - What Do EXperts Say?.......ccccecvveeveieennveenineennns 117
9.4 Trends and Developments in the Area of Hybrid Products/Services....... 120
10 »Alternative Logics for Service(s): From Hybrid Systems to Service
B COSY SEOIMSH ittt e et e et e e s e eee e 123
10T INErOAUCTION .ttt 123
10.2 GoodS-dOMINANE TOZIC.c..uvieeriieeiieeriieeeiee ettt et e e e e aee e 124
10.3 Service-dominant IOZIC ....ceeveieeriieeriieeeiie et eeee et e aee e aee e 126
10.4 Value networks and service ecosystems as venues for value co-creation 129
10.5 Advantages of the S-D logic, service ecosystem perspective .................. 131
10.6 CONCIUSION ..ttt ettt et e e e e e 132
PART VI: OULLIOOK ....couuiiiiiiiiiiiiiiceiteete ettt 137
11 Service Trends — Future Perspectives......cocueeerveeirieeenieeenieeesiee e 139
11.1 Service Trends as a Strategic Perspective of New Value Creation........... 139
11,2 New Thinking With ServiCes .....ccuviviiiiiiiiiniiieeieeete et 144

Biographical Notes about the MARS Experts and Guest Authors.........cccecveeenneenn. 147





