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+Perspectives on Services and
Service Innovation

+ Arguments for service innovation
policy

+ Service innovation policy in the
twenty-first century
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Traditional view of service innovation

and as many
: more
Increasingly hard to .
ASINGIy T traditional
sustain this view as :
service sectors
technology-based :
: displayed
services become :
. considerable
important to
: L technology
innovation in all )
adoption and
sectors : )
innovation

s Institute
@ BbICLLUAS LIKOAA 9KOHOMMKH for Statistical Studies HIGHER SCHOOL OF ECONOMICS

HAUMOMANEHEW WCCNENDBATENBCKWR YHHEEPOWTET e and Economics of Knowledge NATIONAL RESEARCH UNIVERSITY



Evolving Perspectives on service innovation

A similar (not identical)
approach had already
been developed in the

1990s by Gallouj — see

recent work like F.
Gallouj and F. Djellal
(eds) (2010). The
Handbook of
Innovation and
Services, Edward
Elgar: Cheltenham

Framework developed by
R Coombs & | Miles,
2000, “Innovation,
Measurement and
Services: the new
problematique” in J S
Metcalfe & | Miles (eds)
Innovation Systems in the
Service Economy
Dordrecht: Kluwer
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Assimilation Perspective

Service iInnovation
IS not distinctive;
It can be studied

and organised In

ays familiar from

analysis oj

Dismissal manufacturing

Tend to
focus on
techno-

logical
innovation
(though
some
theorists
insist this is
distinctive)
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Demarcation Perspective

Service
Innovation Is not
distinctive; It can

be studied and

organised in

. ways familiar
et:frr,z.fe from analysis of

discussion of manufacturing
service
specificities
(and the huge
diversity
across
services!) in
marketing and
management
as well as
innovation
studies
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A SynAthesis?

Exploration of Service Innovation has identified aspects of

iInnovation that are generically important
A

Innovation analysis — and measurement and policy — needs to account for all of
these aspects (or if not, to explain why some sorts of innovation are privileged)

Services become
more technology-
intensive and

All sectors have
diverse features,
and many “service”

elements “industrialised”
“Servitisation” (Knowl_edge
of intensive)
manufacturing service activities

llation
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Perspectives on service innovation policies

Inspired by P den Hertog et al (2006)
Research and Development Needs of Business
Related Service Firms (RENESER Project)
Delft: Dialogic innovatie & interactie

Contrasted the three perspectives in terms of R&D,
wider innovation, and non-innovation policies
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Service innovation policies - Assimilation

ASSIim-
llation
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Service innovation is essentially like
manufacturing innovation — but has been
neglected in policies and innovation
Infrastructure. Thus there may well be
elements of system failure to address,
before “sector-neutral policies” are
genuinely so. Access is the issue.

* Include service firms in R&D and innovation
surveys and support programmes — may require
some new formulation and networking

e Develop infrastructure and innovation systems
to support service industries

e Support services (esp SMES)in innovation
management and entrepreneurship, develop

relevant training, etc.



Service innovation policies - Demarcation
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Service innovation policies - Synthesis

/AII sectors liable to display multiple forms of\
Synth - Innovation, combining technological,
esis organisational, and business model innovation.
Service activities as elements in and
beneficiaries of innovation systems. Services
as part of service systems, including those
K constructed to confront grand challenges /

K Integrate nontechnological and organisational issues \
Into R&D programmes.

eSupport innovation in service activities

«Support KIBS in innovation systems and clusters
eUser-driven, open and interprofessional innovation (inc
“living labs” and demonstrators)

*Regulations, standards, procurement, legal and

(B) :_ﬁ__l_.l__(:;q|:-@.__L__J_J_Kp,_,.\f\._-_;g{_iwﬂnancial support (including accounting for intangibles). //




Overviews of policy

rationale, approaches...
+ SIID, and more recently IPPS

Enhancing INNG %TEKES
the Performance @ NETS
of the Services Sector

Promoting .
Innovation in the
Services Sector

INNOVATION POLICY PROJECT IN
SERVICES - IPPS
2006-2007

UNITED NATIONS

ISSEK
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Most countries when active do not

conform to ideal types

+ Several countries (UK, Eire, Netherlands)
launch studies; sometimes specific sectors are
addressed (creative industries, health, etc,)

+ R&D policy for services and related initiatives,
Including “service engineering” 2 =

und Farschung

Prejebtinoger imCLE
Airbeitsgesta

&7 Nartional Science Foundation NS Web e

2
<

Funding Civil, Mechanical and Manufacturing Innovation
—

Exploratory Research on Engineering the Service
Sector (ESS)
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Currant Status of the Services Sector and Service Research ..o
Services: The leading sector for innovation, work and employment. ...
Research on Services im BEMTIANY ... e e e s eer s e srs s e sra s e
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|

D

Thelnitiati'n.'eu:-nSe-r'n.'i-:EE.f-:-rthe-I‘.lE.tl.'.entur'!.r...........................................
Objectives.... s
From 'E-en.'l-:e EI:II:-‘_'IF-IUE tn:- "In n-:n.'atlcln in EEWIEE
Outline of the sUPPEOrt PrOEEMME. .o e sea e

Inncvation in Services — Programme Impact .. o

Mew management proceclures and methods in the service 5&-:': g
Boost for services’ development — A spur to self-starting R&D - .|'.I'.'I?|'|'.'IE'|'I."E'5 .':.'j.-' service
businesses encouraged - Impact on training, qualification levels and skills

Mew Approaches in Service Growth Clusters ... A
Public services — Healthcare services — Facility rJJnrJ.:lr_:.'E'mE'rJr qun.':rm' services —
Craft trades - Summary

Metworkin g with other research fields and economic sectors ... )
Networks within the BMEF and with other ministries — Networks with rese.:lrr:.f'.'

initiative in the federa! states — Netwarks with other economic sectors — Networks

on international leve!

Transfer strategies .. e )|
Fublic awareness — T'm r:s,ﬁe'r |'.'I.I'.'|'.'|' E'xp.'u:l m:ltn:ln Sf.rstarned rr:r.lpa.':r |'.'I.I'.'|'.'|' .':u:lnrrnmry—
Regional aspecis
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F i n I a n d - T E K E S Launched 2006; euro100m over 5y;’

TEKES pays 50%

Serve's stratagic focus areas are
» 5calable and internationally competitive service concepts

» Competitive service business models and manage-
ment of service business

» Growth and intemationalisation of service companies
» Customer’s role in service business

» Competitive service market and innovative service
culture.

The company participants develop
novel service concepts in the following
industry areas

Internationally competitive business from service innovations

» Knowledge intensive business services (KIBS)

» Industrial services Serve - Innovative Services Programme

» Financial and insurance services
2006-2010

» Trade *

P Hem_' e_r_.mre 5erfr595 Mainly B2B Tekes
» Logistical services.
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Competency in Competency in
industrial processes customer/user preferences
"factory” "service company”

KISA- elements of business activity increase ->
(Knowledge Intensive Service Activity)

Demand-, customer-, user- and
competency-centric strategic
management

-> What are we good at? ... what do
the customers want?

Classic push-model of selling

-> Manufacture a product and
push it to the customer & markets
Product Dominant Logic

Service Dominant Logic |

Tekes

Institute
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“Servitised” IT

Influencing policymakers,

educators and research funders:

1)Need for better skills & analysis
to meet challenges of service
economy and innovation;

2)Offering “solutions” to problems
of service competitiveness &

public service product|V|ty Issues.
gsSFIC

Community

Home Pbout Mews& Events Interest Areas  Who's Online FAQs  Contact

Blogs

Governmant and
University Programs

Sarvice Business Stratagy
and Governange

Service Operati
Excellence and lnnuvat[an

The First Annual Service Research and ‘ ! &
Servite Innovation Awards

ORACLE

nttp -[fforums. thesru orqg/srii &
http://www-

304.ibm.com/jct01005c/university/s
cholars/skills/ssme/index.html

Home Solutions ~

Mambership
Products #& technologies
Downloads & CDs

Curriculuny &
COUPSEVare

Certifications
skills for the 215t
century

- Acceszibility

= Globalization

» Cloud cormputing

= Sarvice Oriented
Architecture

» Service Scanca,
Fanagement &
Engineering

Training

Forums & community
Library

Support

Feedback

Sibe map

Related links
= Student Portal
- developerwaorks
resource for developers
= alphawoaorks
ernerging technaologies

Academic Initiative
regional sites

= Brazil

= China

= Germany

= India

- Ttaly

= dapan

YR

itute

Statistical Studies
Economics of Knowledge

Services ~

) o SLale S

firms seek to set agenda

My IBM -

Products ~ Support & downloads ~

Welcome

Service Science, Management, and
Engineering

Getting Started

What is SSME?

Service Science or Service Science, Management and Engineering (SSME)
iz a growing multi-disciplinary research and academic effort that integrates
aspects of established fields like computer science, operations research,
engineering, management sciences, business strategy, social and cognitive
sciences, and leqal sciences.

Global markets are increasingly service-based economies. Employment
growth will be concentrated in the service-providing sectors of the global
ecanamy. Service innovation is needed to maintain profits.

Service design, development, marketing and delivery all require methods
to make service businesses more efficient and scalable. Practitioners need
depth and breadth in combinations of technology, business, and
organizational studies, even at the undergraduate level,

The goal of Service Science is to nourish productivity, quality, and learning
and innevation rates across the service sector, We hope the resources on
this site help you to better understand and engage in the evolving
discipline.

Service Science roadmap; how to get started

The science of studying service is evolving, The call-to- action was heard
around the world, Many institutions have integrated or are beginning to
integrate their studies with the service perspective. These pages offer a
collection of resources for your use for the development of courses, case
studies and degres curricula, We continue to update the site as new
developments occur.

1, Learn about service as a science
=+ Wisik the Service Research & Innovation Community {SRIC) site
=+ Read selections fromn the recommended reading list

-+ Attend SEME-related conferences
=+ se service-related materials to create your own courseware

1B Signin ] [ Register

[ Contribute to the
Service Scence
Journal

[ Propose a book for
the Sarvice Sdencs
series

Relatad blags

& spohrer on Service
an SRIC

[ kelly Lyons on
Proposing a Service
Scignce Research
Landscape

[ Irving Wladawsky-
Berger a collection of
observations, news
and resources

[ Doug Marse on
Service Cperations &
Excellence on SRIC

[* David Ing on

Coevolving
Innovations

Other 55ME sites

= IBM SSME Japan

[ SSME India
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Promotion of -
technological
innovaton
-driven -
|r|nr:: ua jon policy
MNational -
innovation policy
Innovation -
promotion by
means of a
spedfc policy \\ ~
%, ﬁ./
Kuusisto 2008 Honzontal service
Innovation policy

BblCLUhﬂ UJKGM HKDHDMH KK ] ] for Statistical Studies

'\_ y ADBHBR WOCNENDEA KM YHHBEPCHTET ncnss and Economics of Knowledge 'ﬂ

DAlinyv?
I VIivy .

m
U

Promotion of
non-technological
innovation

Demand-driven
innovation policy

Global cnvers of
innovation policy

Innovation
promotion by
creating favourable
framework
conditons
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End of Presentation
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