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CHAPTER 10 MANAGERIAL IMPLICATION 

This dissertation has yielded finding that have both managerial insights on service 

innovation, and the impact of service system design. The managerial implication offers the 

remarks and suggestions for further SSME research and practical service sector.

10.1 Implications on Service Innovation 

For the challenges of service and experience economy, the dominance of services into the 

future and the strong push for continued innovation driving a strong demand for service 

innovation. In the face of the challenges of emerging services science, management and 

engineering (SSME), several service developments are listed below.  

Service innovation (acquiring knowledge from outside sources, forming the 

collaboration and depending on highly skilled and educated employees, entrepreneurship 

being a driver given the importance of human factors) 

Goods to services transformation (the new services refering to actual revenue-generating 

offerings)

Service and technology (technology becoming prominent in the firm-customer interface 

through collaborative technologies)

Offshore outsourcing (the growth of offshore outsourcing of services)

Along with the change of service sector, there has been a parallel development of 

services research about systematic service innovation Consequently, the proposed service  

classification framework, intelligent service machine (ISM), and experience evaluation 

quality model (E-QUAL) offer a intelligent collaborative service system (CSS) design, 

enabling the semi-automating value co-production and systematic service innovation with 

service productivity and customer satisfaction.  

This study has yielded findings that have insights on service innovation by means of a 

new methodology of reference for semi-automating value co-production It crucial to a new 
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premise on service exchange and interactions that can co-create value for the consumers 

and the providers (in terms of service systems encompassing both natural and 

goal-dependent phenomena, represented by the mutualism theory and value co-production). 

Basically, a service is a provider-client interaction that creates and captures value. 

Managers must take into account the approach to IT-enable service exchange and 

interactions, as well as building partnership, with value co-production rather than the 

products and processes themselves. Namely, the service systems needs better provisions of 

systematic intelligent service exchange to delivery service. It allows service systems to 

resemble the dialog locus organized around receivers and their co-production counterparts 

rather than around the passive demand from the providers. iDesign provides a new 

methodology for systematic CSS applications and points out an probable opportunity for 

service excellence.  

 For the practice, managers need a radically different approach to reigniting the growth 

and innovation capabilities of their enterprises. Service systems involve people, technology, 

shared information, as well as the role of customer inputs in production processes and the 

application of competences to benefit. For people, human capital management and 

optimization aim to enable the organizational people to be flexible and adaptable. Many 

information and communication technologies (ICT) (e.g. SOA, Web Services, XML, 

WSDL etc.) that improve automation and connect us to global labor markets have resulted 

in a shift of people out of manufacturing into innovated knowledge-intensive service 

industry. Not only constitutes a back-office process, but also has become prominent within 

the provider-customer interface through collaborative technologies. 

iDesign can be viewed as a reference model that provides a methodology to develop 

service system with service productivity and satisfaction. This desire for success will 

require restructuring and creating value in a fundamentally different way from which was 

previously carried out. This research is required for educating current and potential service 

provider as to what the service would be like. Various approaches to service exchange and 

interactions process, distinguished by different extend of co-production and relationship, 

can be articulated as shown in Figure 10-1. This taxonomy made us to consider the shared 
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practices and co-production to co-create value in the emerging opportunity space, which 

also guides a direction for service system design. 

Figure 10-1 New opportunity space for value co-production 

10.2 Impact on Service System Design  

Service system engineering is about how to invent new technologies (e.g. SOA, Web 

Services, XML, SOAP, WSDL, UDDI etc.) that improve the scaling of service systems 

(Spohrer et. al., 2007). Service system engineering is multidiscipline that addresses a 

service system from a life-cycle, cybernetic and customer perspective (Tien & Berg, 2003).

iDesign serves as a reference model for intelligent collaborative service system (CSS) 

design using a methodology of service system engineering  intelligent service machine 

(ISM). According to the proposed CSS classification framework, the four types of service 

systems (mass servcies, transactional marketplace services, collaborative alignment 

services, and collaborative personalization services) are presented. After which intelligent 

service machines (ISM) facilitate/mediate/generate the collaborative using evolutionary 

theory, genetic algorithm, as well as the criteria of service performance/experience 

evaluation based on the individual attributes of service system from the proposed 

classification. 

Considering the exemplars of the three service industries of artwork design services 

(interior design, mobile phone design, and music-content creation), the iDesign platform 
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(Figure 10-2) offers the three phases for the development of service systems that can create 

systematic service exchange and interaction process, and service delivery. iDesign 

empower the service system engineering and management, which is applicable to not only 

the three service sectors of artwork design services but also the other service sectors).  

Figure 10-2 iDesign: CSS design process  

 Comparing with products, services, and iDesign-based service systems, Table 10.1 

shows how an innovative CSS design is benchmarked in terms of iDesign features from the 

traditional sense of a product or a service. With access to the rethinking of process of 
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interaction and value co-production, and partnership building, a systematic methodology 

approach to design and implement the CSS applications has validated. 

Table 10.1 Comparing with products, services, and iDesign-based service systems 

 Products  Services iDesign-based CSS 

The basis of Value Product offering New service Service innovation 

Methodologies of  

Innovation

R&D of product  Service design 

and management 

Systematic service 

exchange and 

semi-automated value 

co-production for 

interaction process.  

Locus of Interaction The end of the 

value chain 

Service delivery Service exchange and 

delivery (interactions) 

Provider-Receiver

Relationship 

Transaction-based  

exchange

Value

co-production

Partnership with value 

co-creation 

Productivity / 

Satisfaction 

High/Low or 

Low/High

Low/High or 

High/ Low  

High / High 

Focus of Quality Customer 

satisfaction for 

product

Customer 

satisfaction for 

service provision 

Experience quality  

(service productivity 

and satisfaction)   

An additional implication might be to consider a new evaluation methodology for 

assessing experience quality for CSS. Experiences quality evaluation could be performed. 

The new evaluation in this SSME research should prove quite beneficial. Additional 

research focusing on these aspects would be of great interest and value in understanding the 

role of experience evaluation and their influence on service quality comprehension. 

As the findings in this research provide deductive consequences and a deductive 

model about using the qualitative research to observe one of collaborative service systems 

(i.e. iInteriorDesign) implemented by intelligent service machine (ISM) based upon the 

basis of iDesign. In the case study, the observed differences between symbiotic 
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interdependence strategy and competitive interdependence strategy lead us to further 

research on the question of the effects of service collaboration with value co-creation. 

Finally, the symbiotic collaborative service model (SCS) is presented. To build symbiotic 

interdependence relationship is capable of reducing service exchange barriers and acquiring 

service requirements. These underlying behaviors can increase the advantages of service 

productivity and customer satisfaction of the collaborative service systems. The 

recommendations could serve as some general principles for researcher who would like to 

perform the behavior of symbiotic interdependence in service exchange and service 

encounter. The findings from our exemplars of collaborative services also provide the 

positive evidences. While this study has its limitations, it is hoped that it can serve as a 

basis for further study in collaborative service with value co-creation. We intend to 

continue pursuing this line of investigation in a series of methodology for CSS design. 

iDesign is recommended that the approach outlined in this study be replicated in other 

service industry.  

According to a case study of CSS application (iInteriorDesign), the effects of 

collaborative service systems are observed in Chapter 9. The symbiotic interdependence 

relationship can support the two advantages (reducing barriers to service exchange and 

identifying customer requirements) according to the deductive testing resource dependence 

theory (RDT) using expert investigations. The deductive logic also has a coincidence 

reason between the symbiotic strategy of RDT and CSS development of iDesign. This case 

study further proposes a deductive model, that is, symbiotic collaborative service model 

(SCS). Regarding competitive strategy of RDT, collaboration with symbiotic 

interdependence relationship is different with the method of competitive strategy. However, 

the study on resource dependence of competitive strategy in relation to service system 

design or service innovation research can be a future work.  


