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Taking the Pulse of Economic Development
– Service Trends
The MARS project – International Monitoring of Activities and Research in Services –
has been studying developments in international services research for more than three
years.1 Wide-ranging interviews with experts from Europe, the United States, Australia
and Asia have enabled project participants to anticipate future developments in the
service economy, thereby determining which areas require additional research. In addition to providing a multifaceted picture of the diverse concepts, potential, research
needs and development in the services area, the first series of interviews (2007) revealed that the experts shared a distinct focus on the challenges of the »service
innovation«.2 The second series of interviews, conducted in 2009, only reinforced this
trend. The discussion in the international research community is lively, dynamic and –
to some extent – controversial, but it does provide the initial framework for sustainable
research in the services industry. Subject areas that have interdisciplinary content became apparent. The core aspects of these two developments are presented in the chapters of this volume. This glance into the future is intended to contribute to the formation
1

2

The MARS project’s mission is to analyze the state of research throughout the world, identify thematic developments in services research, determine what future research is needed, and plan the necessary steps to achieve
these goals. The project, which was funded from 2006 to 2011 (subsidy ID 01FD0637), adopted a panel-monitoring approach as its methodology. During the project, participants conducted two series of surveys in which
experts using guideline-based intensive interviewing techniques. The experts expressed their opinions about
future research areas and topics and developments in the service economy, as well as developments in theory
generation, institutionalization and research promotion. The project’s team of scientists analyzed the findings
and combined them with secondary analytical research information. This material was condensed and published in 2009 German and English in the first volume of Die Zukunft der Dienstleistungswirtschaft (The Future of
the Service Economy).
Refer to the articles in the volume published by Spath/Ganz (editors, 2009): Die Zukunft der Dienstleistungswirtschaft
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of plausible conceptions about potential future developments, from which suitable options for action can be derived.

Contours of New Value Creation –
Impulses from Services Research
Innovations have been and will continue to be the core drivers of economic development. This is actually not new. The quest for new ideas, their speedy implementation as
attractive services, their successful placement in saturated or hungry markets and the
constant effort to keep up with the pulse of time in ever-faster innovation cycles have
been the guiding themes of economic activity for quite some time. In the midst of this
»faster, better, more« environment, current research has developed a new focus, one that
suggests the need to pause, so that the view of value creation as a whole can be revised
or, at the least, readjusted. The questions are how value creation will take place in the
future, by whom and for whom. »If current trends in population growth, resource depletion, climate change, terrorism, organized crime, and disease continue and converge
over the next 50 to 100 years, it is easy to imagine an unstable world with catastrophic
results. On the other hand, if current trends in self-organization through future Internets, transnational cooperation, materials science, alternative energy, cognitive science,
interreligious dialogues, synthetic biology, and nanotechnology continue and converge
over the next 50 to 100, years, it is easy to imagine a world that works for all« (2010
State of the Future, German Node of the Millennium Project).
Even without considering the increasing and frequently social-visionary international
discussions about the future, more and more often it is pointed out that growth should
not be measured in terms of money alone3. The claim for sustained prosperity calls for a
shift in thinking from quantitative to qualitative growth. Not only should material
wealth increase, but the quality of life and satisfaction with life should also grow. The
3

The gross domestic product is increasingly challenged as the dominant parameter for measuring prosperity. For
example, in 2008, French President Nicolas Sarkozy stated that measuring prosperity by the traditional GDP
indicator neglects many factors, such as environmental protection and social services. As a result, he established a commission to develop suggestions for new or additional seasonal and future-oriented indicators (cf.
Report by the Commission on the Measurement of Economic Performance and Social Progress). The EU Commission (2010) also criticized the use of GDP as the dominant criterion for prosperity and pointed out, for example, that only those activities that have a price are included in such calculations. This is to be changed in the
future by developing supplementary »prosperity barometers«, such as an environmental index. The German
Federal Statistical Office also presented a number of additional measures of prosperity for a national economy
in its Indicator Report 2010. (Cf. for many other sources on this topic: Bastaroli, Susanna and Matthias Auer
(2010): Eine Formel für Wohlstand (A Formula for Prosperity). In: Die Presse, printed edition, 19/08/2010;http://
www.stiglitz-sen-fitoussi.fr/documents/rapport_anglais.pdf, retrieved on 30/08/2010 German Federal
Statistical Office (2010): Nachhaltige Entwicklung in Deutschland: Indikatorenbericht 2010 (Sustainable Development in Germany: Indicator Report 2010)
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goal of value-creation worlds is to simultaneously combine greater value with lower
consumption of natural resources.
At this point, new thematic developments in services research can provide future-oriented impulses in the discussion about economic development. Specifically in the area
of world of services, which is inherently intangible, answers to questions of »Who or
what does create value?« and »What is worth something?« are of particular interest.
Some potential answers will also reach beyond services into a discussion of tangible
goods production and technology development (cf. e.g. Vargo 2007; 2009; Vargo/Akaka
2010; Vargo et al. 2008; Grönroos 2008; Grönroos/Helle 2010, Grönroos/Ravald i.E.
2011).
Inspired by the volume on »Service –Dominant Logic of Marketing« published by Lusch/
Vargo in 2006 and reinforced by the thrust of the »Service Science, Management and
Engineering« initiative by IBM for the development of a discrete service science, we
observed that the various disciplines studying different aspects of services research in
the international domain have a tendency to generate interdisciplinary theories and
establish thematic profiles in large fields of research.
Both developments are driven by observations of real enterprises, which is a characteristic of services research. Researchers are interested in contributions to specific problem solutions, and they try to produce scientifically substantiated and socially robust
knowledge. Their perspective extends beyond a limited focus on just services to include
the larger contexts of value creation and economic development. Services are then understood not so much as a category of market offerings, but as representative of a modern and future-oriented perspective on value creation. In this way, they establish a new
logic of business management (cf. Edvardsson et al. 2001:118). The core element of this
service perspective as a corporate logic is the view of value creation as an economy of
»value-in-use«.
This view implies a return to the fact that the value of a product – regardless of whether
it is a tangible good or a service – is ultimately measured by whether it has a function
(in the case of passive objects) or serves a purpose (in the case of active doing). »The
value of an object is related to what individuals want objects to be and to do for them, i.e.
which role they want goods, service activities and relationships to have in their lives«,
as Grönroos/Ravald expressed it in their most recent thoughts about services as a corporate logic (Grönroos/Ravald 2011:10).
The value-in-exchange, which is the value imparted to a good or service by a traditional
production process that creates added value, is no longer the focus of attention. Rather,
attention is drawn to the value-in-use, which a good or a service, or a combination of
both, provides when actually used by a customer in his or her own activities in a private
or business context. »Goods and services may have exchange value in the short term,
but in the long run no or low value-in-use means no or low value-in-exchange. Hence,
value-in-use is the value concept to build upon, both theoretically and managerially«
(Grönroos 2008:303f).
The current impulses from the service perspective are represented in the following
framework of new value creation:
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Fig. 1: Trends in services research for contours of new value creation

This flowchart of new value creation draws our attention to the interaction between suppliers/providers and customers. In addition to the serviceability of goods and services,
their inherent benefit and fitness for a specific purpose is clearly illustrated. First, in the
supplier‘s sphere, the potential value of a tangible substance that is created during the
manufacturing processes is considered, along with the ambient design of services. Further, the rational and emotional relevance of the value of an offering is realized in the
customer’s sphere. Within the emerging conceptions of new value creation, the value of
economic items is created by more than the traditional addition of value alone, that is,
an increase in value during production processes. Rather, it includes the value embedded in goods and services or in business strategies and business models. This does not
reveal its value-addition effect until customers actually use the goods and services for a
specific purpose. The relevance of the value-in-exchange is complemented by the relevance of the value-in-use. In addition to designing manufacturing and sales processes,
the ability to recognize and respond to customer needs becomes a factor in determining
successful entrepreneurial action in the new worlds of value creation. Business relationships are no longer limited to the preparation and realization of transactions; they have
become more interactive in nature. In the supplier’s/provider’s sphere, transactional
business relationships also need to become more interactive, so that they transcend the
mere exchange of services and can influence the customer’s value creation process. In
the customer’s sphere, one’s own behavior in interactive situations should be shaped so
that the value of a good or service fulfills one’s own needs to the maximum degree possible.

Service Trends – Impulses for a Research Agenda
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We believe that this concept of a new perspective on value creation that is driven by
services research is a promising and future-oriented step on the path towards sustained
innovative power. Its essential quality lies in the fact that it is a comprehensive and integrative approach that addresses core elements of economic development and looks for
new solutions. The perspective on the »value-in-use« of goods and services is especially
suitable for bridging the gap between tangible goods production and service provision.
It can open up new paths for integrated innovation strategies which draw their economic power from the combined view of the potentials of goods, technology and services
and rely on the co-creation process of suppliers/providers and customers in the creation
of value.

Service Trends – Impulses for a Research
Agenda
Clearly, services research is turning towards further development of theoretical foundation concepts, but, in addition, the expert statements from the MARS project have profiled specific issues that reflect future developments in the service economy. As can
already be deduced from the survey in 2007, service innovation is virtually the starting
point for further differentiation of research areas and subjects. Special attention should
be drawn to the assessment clearly stated by the MARS experts that future research and
development activities should aim at advancing an integrated view of goods and service
innovation. It is assumed that future economic success is no longer determined by
growth strategies focusing only on »more and more«. Rather, the demand is for value
creation strategies which focus on »better and better«. Output from technological development, from production and from the management of sociotechnological service systems is linked in new kinds of value creation constellations.
The traditional »either – or«, with its clear-cut delimitation, specialization, severance,
separation and disintegration of goods/services and their manufacture or preparation,
is replaced by the integrative »both – and« (cf. the recourse of Minx to Kandinsky in
Minx 2009). The focus changes towards recognition of interrelationships that combine
the mode of an offering with the unfolding of its benefit in actual use as a future-oriented process. The »both – and« approach relies on hybridity, i.e., the joining different elements, each of which has its distinct function, but which can only unfold a new benefit
with added value by their interaction (cf. Bienzeisler/ Ganz 2010). At the same time, the
concept of »hybridity« captures new constellations of distributed action, as Rammert
stated. »Action is distributed to different instances such as people, machines or programs which have different degrees of autonomy of action and may be involved in the
creation of the act in differently balanced relations« (Rammert 2007 I: 17). In this context, services research can make valuable contributions to the concept of interactivity as
an important element of new value creation. In a narrower sense, interactivity is then
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understood as the interaction of two or more value creation parties who are in contact
either directly or through technology and whose action influences the processes and
actions of the other parties in their own performance processes.
Innovations have been and will continue to be the core drivers for economic development. Hybridity and interactivity as motivators from services research and the service
economy become drivers for innovation in an economy which increasingly tunes its
value creation approach to the value-in-use of offerings that are collaboratively realized.
The merging of goods- and service-oriented development paths, along with new role allocations between suppliers/providers and customers, establishes new momentum for
future economic development. In specifically examining the background of an integrative approach in the corporate strategy, it is important not to lose sight of the limitations
and differences among the various areas participating in the design and implementation of solutions for business practice. Successful activities in a world of value creation
with multiple perspectives, the decisions on the priority (i.e., for the dominant part of
one’s own service component) must be based on established and specific business operations. Choosing the appropriate priority perspective and making the associated decisions on the suitable instruments and processes is of decisive importance for successful
management (cf. Stauss 2007: also Glushko 2009).
With this background, four topics can be extrapolated from the views of the MARS experts. This is in addition to the more general topic of new value addition that was already discussed and can be expected to play an important role in future services research and the service economy. Moreover, it will establish momentum for the future of
economic development.

Fig. 2: Trends in agenda of services research

Service Trends – Impulses for a Research Agenda
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Focus on Management
In the future, the successful management of services will mean to conceive services not
only as an economic item, but as a factor in the value creation processes of both suppliers/providers and customers. Management competency now requires consideration of
both the strategic design and the operative delivery of services. Managers must answer
the question: »Which abilities of an organization can be combined with which goods and
services to offer definite benefits?« The guiding theme of »Service Engineering 2.0« can
be used to further develop a management concept that focuses on structures, processes,
instruments and competencies for systematic service innovation and productive service
delivery. According to the MARS experts, the leading subjects of future research are
collaboration in innovative value-creation constellations, customer integration in the
development of new services and delivery of existing services, as well as methods and
instruments for the management of soft aspects of interaction – e.g. communicative and
emotional ones – in service-type value creation processes.

Focus on Test
Management of services needs to be successful as both an economic item and a perspective of value creation. To achieve this, it must become possible to advance the creation
of robust models for planning and for simulation, as well as for verification of the service-type components of value creation. According to the MARS experts, services research and, therefore, service practice, currently lack any kind of model building. Systemic models are needed to represent the nature of the service explanatory models to
reflect core reciprocal effects in service systems and mathematical models for planning
and verification. Trend-setting contributions to model building need to be made under
the guiding theme of »service modelling and simulation«, which will make simulations
possible. In this regard, a special challenge lies in answering the question of how human
behaviour, communication and emotions can be reflected appropriately in the service
interaction and simulated in a useful way.

Focus on Man
A core subject of services research will continue to be people - their working capacity,
their consumer behaviour, their competencies, skills and abilities, their needs and their
emotions. Our experts agreed that current and future research and development activities must include studies of the management of performance capacity, including both
the willingness of people to perform and the perception of performance of people in
their roles as suppliers/providers (employees) and as co-creating customers. Under the
guiding theme of »service interaction – interaction engineering«, methods should be
developed for the professional design of both direct and technological interaction among
employees, collaboration partners outside of the enterprise and customers. They are all
actors in the socio-technological networks of goods/service delivery. Relevant fields of
study are highly complex and knowledge-intensive. They may be close-to-business or
business-to-business services, person-related or business-to-consumer services and service work at a lower level of qualification, which one of the MARS panelists referred to
as »less noble services«.
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Focus on Technology
When trying to find new possibilities for value-creating goods/service development,
one‘s attention turns more and more towards recognizing, adapting and utilizing technological innovations from the service perspective. Combining the potential of technological and service innovation at an early stage, including considerations about the use
of the potential of mutual reinforcement of both, is an large area of study. In the opinion
of the MARS experts, this need for research and development will go beyond studying
how information and communication technologies interact with service innovations, although this interaction is still very important. Under the guiding theme of »facilitating
and enabling, co-creation«, more attention will have to be given to how natural-science
research disciplines, such as bionics, genomics or the neurosciences, can influence service innovations and, inversely, which needs for services or supplies can accelerate new
developments through innovations at the points where these various fields of research
interface. Among the leading future topics of study are benefit-focused innovation paths,
orientation towards aspects of technology adaptation and the commitment to the development of an integrative innovation theory which considers aspects of both technological innovation and service innovation.

A Glance at Potentiality Spaces
The present volume summarizes the analyses of the core statements from the international MARS Expert Panel Survey 2009 in each of the five subject areas presented,
places them into the context of core specialty-related developments and highlights predominant trends. The articles from the rich reservoir of expert opinions are supplemented with a guest article on each subject area.
Bo Edvardsson, Anders Gustafsson and Lars Witell illustrate the relevance of customer integration in service development. They show the new role of customers in the
development of new services. An understanding of the everyday issues of customers and
continuous collection and processing of this information within the structures and processes of a business organization become critical success factors. Hence, the task of research and management is to develop and provide suitable instruments and apply them
like tools from a well-equipped tool box to generate and use customer knowledge.
Martin Böttcher’s article on a potential concept of service system modelling provides
an insight into the challenges and potentials of the research and development subject of
modelling and simulation for service testing, a subject that has not yet received much
attention in the research. It shows the importance of modelling as a precise description
for the development of new services in order to achieve the progress desirable for both
efficiency and effectiveness in a planned and structured development process. A metamodel for service modelling is presented, which is in turn composed of a component
model, a resource model, a product model and a process model. The component model
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permits a precise specification of functional and nonfunctional properties; the resource
model provides the specifications for classifying the individual properties of required or
resulting resources, the product model makes it possible to map the individual customer’s configuration of overall offers and the process model eventually suggests a declarative dependency description of service components. The meta-model presented provides
a possible entry into clearly structured and holistic service modelling. For widespread
application and utilization, software-based support tools will need to be developed and
made available.
Margret Borchert discusses the role of human resource management in service processes in general and in service innovation in particular. The article focuses on the
concept of »integrated human resource management«. It highlights the necessity of attaching not only strategic importance to the management of human assets for successful
service innovation, but also to facilitating the integratation of human resource management in enterprises with other relevant fields of decision management. Based on an
analysis of the state of HRM research for service innovation, the characteristics, requirements and considerations for implementing an integrated human resource management
for service innovation are outlined, and priorities for research are identified.
Anette Weisbecker illustrates the multiple touch points between technologies and services in her article. Cloud-Computing and the Internet serve as examples of how innovation benefits can be achieved by combining the development potential in both areas at
an early stage. The relevance of the technological innovative ability is complemented by
the significance of customer-focused and customer-integrating innovation. Along with
this, new business models that are suitable for translating technologically feasible products into marketable useful products become an important success factor in the competitive development of new markets.
Stephen L. Vargo, Robert F. Lusch, Chris Horbel and Heiko Wieland round off the
set of guest articles with a chapter that offers an entirely new perspective on the future
of value creation in terms of creating tradable value-in-use. A insightful analysis of the
predominant economic paradigm of a goods-dominant logic ultimately leads to the dissolution of a separate perception of goods and services. With the service-dominant logic,
a concept is presented which presents the value-in-use of an offering, which unfolds in
the relevant environment of actual use by a customer,as a core element of economic exchange processes. The authors believe that the great benefit of this new paradigmatic
perspective on value creation lies in the fact that it can open one’s eyes to substantially
larger innovations for the creation of entirely new markets.
We do not know what the future will bring. Any prediction about future conditions is –
more or less – uncertain, regardless of whether it takes the form of a story, an image or
mathematical calculations. However, we can collect and interpret knowledge, identify
areas of potential development, and consider options for action. According to Sir Karl R.
Popper’s maxim »It is better to be vaguely right than to be precisely wrong«, the views
of the near future of economic development gathered in this volume cannot offer certainty. Nevertheless, they can make us more confident in understanding more about our
options for decision and action.
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