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The Big Shift

DELOITTE (2009)

e “we are moving from a relatively stable
business environment to one characterized
by rapid rates of change with ever more
disruptions generating increasing
uncertainty and unpredictability......

...... This change is driven by the

emergence and spread of digital
technology infrastructure ......”.

Big Shift: fiemaman/doumnla

Source: The power of pull, Jagel, Brown, and Davision, 2010
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The First Wave: Infrastructural Shift

* Microprocessor

— Moore’s law—the number of transistors on a single integrated
circuit tends to double every two years

— Price/performance ratio has been increasing exponentially and
shows little sign of slowing down, after almost 40 years

* Packet-switched networks replacing circuit switching, with
TCP/IP since mid-1970s

— George Gilder’s Fiber law---the number of bits that can be piped
down a single optical fiber tends to double roughly every nine
months

— Increasing in price performance over time
» Digital storage

— Storage law anticipates that storage capacity on a single disk
doubles roughly every 12 months




The First Wave: Infrastructural Shift

 These technologies are the foundations of the
new digital infrastructure that is transforming our
business and social landscape

— Just as the telephone, automobile, and airplane
reshaped our society in the first half of the 20t
century, the digital infrastructure is reshaping
institutions in the 21t

— The shift changes
e The way we find information
* The way we connect to people
* The way we communicate with people
* The way we do things

The 2" Wave: Knowledge Flows

e The 1%t Wave lowers the barriers to entry and
movement, capital, talent, and knowledge
start flowing increasing rapidly across
geographical and institutional boundaries
— In the 2" Wave, the sources of economic value

move from “stocks” of knowledge to “flows” of
new knowledge

— Tacit knowledge becomes more valuable than
explicit knowledge as edge transforms the core




3rd Wave: Institutional Innovations

e The first two waves force business to change
— Business will treat customer differently
— Business will compete differently
— Business logic will be changed from goods-based to

service-based

 The innovations will enable firms to develop and
adopt new ways of creating and capturing wealth
in the digital era

e Harness the first two waves of changes through
innovations to institutional architectures

New Media—the Social Media
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The Development of A New Frame of Reference

Sampson &

Froehle
Chesbrough Hagel et al.
(Unified Service &

(Open Innovation) (Power of Pull)
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2005
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1 IBM Spohere (Big Shift)
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20th century business isn't fit for 21st century

economics: Umair Haque

* Five question every decision maker should be asking:

1.

2.

What is the role of marketing in a world where consumption
must slow? Real value, from push to pull

What is the role of distribution in a world where
consumption, savings, and investment will accelerate in
volatility? Interactive value network

What is the role of production in a world where consumption
becomes savings? Personalized and economies of scope

What is the role of strategy in a world where the game is no
longer about winning more consumption than rivals? From
transaction to relation

What is the role of innovation in a world where greater
investment will flow to reinventing moribund industries?
High-order innovation (business model, strategy,
management innovation for powerful value creation)

Source: Dr. Suvit Maesincee
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Toward the “Service System”
source: Wikipedia, IBM
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SSME(D)—Interdisciplinary of body of knowledge
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(Define Value and Value Creation)
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The co-creation of value

Resources

Resources

chivEReoy ur o BLSINESS BEE UNIVERSITY OF
'EXETER |scriool €% CAMBRIDGE

Co-creation

v
-5

9
i @]'J@fJ'N"- 311Jﬂ1ll1/\| fﬂﬂﬂiﬁﬂ’lﬂ’]f’fﬂﬂ L'WﬂflllWLi'lw Ll'ﬁ]ilﬂu N 1%1&\1
BAITRE] ﬂ’]LW\I'ﬂﬁﬂﬂ Ia mﬁumﬂummﬁua
— 197 61ufﬁ1uuw‘uﬂnﬂ 'i‘]J"lJ’E]!,ﬁ’u’E] Tﬂamumﬂﬂmm Donmunausov

152U denitaaue mwmwﬂmﬂﬂmmmﬂm auegenguiele (3
AA)

9y 9y o v o A Y 1 1
— 151 Tuguzgnm Teninensvean e ins Co-create (WD 1AMA LN
ANDI




auAuna laod1els

1 1 I 1 { A
* anMiawa319AUAT (Co-creation of value) (HunmamiianINMg
9 9 .
1% auvordue “in-use”

® “in- use” L‘}Juaﬂymwmuaﬂﬂumuw “Iin context” --- Wﬂcl"tmllﬂﬂu
ﬂ’JfJLG]EJ’J’E]?JVI@Q LWTI‘”L’J@HJU@EJ

. 1 1 =1 9 Aa
® “in context” llmmuau L‘]J'G’IEJULLTJ@\TU],@ NAANITUNAINYIANY
(Variety)

auAuna laodels

g ﬂ’JﬁJ‘VimﬂTime‘*lJEN Value in-context ‘ﬁlﬁﬂmﬂ Value co- creation‘ﬁ
wmmmaunm oI NeINTHAeg UL e NYzLas
anuinateszay l¥nszuaums wazma TuTadfuanes lu
Snasfiron Toary (Connected) midszuvadequa nanadu
Complex Service System NADIDIABNAYLATOONUUL LAY
UINNTTU




HUIAA IMNUBIUITNMS (New Service Logic)
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HUIAA 1HNVDIUTNIT (New Service Logic)

source: Christian Gronroos

Circle: Integrated joint
value creation process
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The New Economy of the 215t Century

Home Building Services
Car Insurance

Smart Windshield

From Product (Output)
to Value (Outcome) & Experiences

We do not sell tire
We service tire use Cl

id Computi
~ Services

Smart farms
Smart Health

Smart Education
Smart Tourism

Five Perspectives on Service in Service Science
source: Bernd Stauss. “International Service Research.. ”
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(Service System Innovation)
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Foundational Principles
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Cloud Computing—A Service System Model
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Business Process as a Service (BPaaS$)
Industry specific processes, employee
benefits management, Procurement, Sale

order, etc.
Customers’
Software as a Service (SaaS) customers

Financials, Collaboration, CRM/ERP/HRM, [~
Industry applications, etc. o

Platform as a Service (PaaS$)
Middleware, Web 2.0 Application runtime,
Java runtime, Microsoft .NET, Database,
Developing tools, etc.

Infrastructure as a Service (laaS)
Servers, Networking, Data Center Fabric,
Storage
Shared virtualization, dynamic provisioning

Cloud Service Provider
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® Value to persons: Innovation of value proposition
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® Value to organizations: Innovation of service systems

and productivity
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‘ Service System Design Criteria

Service System Design Case Study
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‘ Service System Design Case Study

Case Study
The Case of Thai Tostamy
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Case Study
The Case of Thai Tostamy

® Service package
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— Enhancing (supporting) and Enabling (facilitating) services
® Information about terms and condition of services (s)
® Product booking (f, s)
® Delivery (f, s)
® Pricing (s)
® Billing (f, s)
® Payment (f, s)

® Handling complaints (s)

Case Study
The Case of Thai Tostamy
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— Accessibility
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® Computer aided design
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Case Study
The Case of Thai Tostamy

— Interaction
® Website
® Social network
® Community of users
® A network of service providers
— Customer participation
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® Co-design

® Co-select ion of products
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Case Study
The Case of Thai Tostamy
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