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1. Service Innovation at a Glance

“Innovation” Is a process.

\
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1. Service Innovation at a Glance

Degree of Innovation

New to the world products (10%)

New product lines (new to the firm) (20%)

Improvements to existing products (26%)

l Additions to existing product lines (26%) I

[ Cost reductions (11%)

J
N

[ Repositioning (7%) L Incremental W

J
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1. Service Innovation at a Glance

Service Inhovation

Changing combinations of:
d tangible/intangible product innovation and

d technological/managerial process
Innovation

Often ‘incremental’ and ICT application
(Miles, 1993)
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1. Service Innovation at a Glance

“Service” IS seen as...

Process
Touchpoint

: Interface

Journey/ System

- Experience
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1. Service Innovation at a Glance

Back office support

Physical Environment

Service delivery process

nd Zomerdijk, 2007)
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1. Service Innovation at a Glance

Back Stage Front Stage Customers

Physical

environment i

Back office Service

Service

Experience

)

delivery
process

Fellow
customers
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2. Types of Service Innovation

Service Offering
Innovation

Process/System
Innovation

Delivery, Interactional
and Interface Innovation

Organisational/
Business Model
Innovation
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Development of new
service products

New ways of achieving
existing ends

New ways of delivering
services and new ways of
Interacting with clients

Re-structuring to facilitate
new forms of operation or
service
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3. Service Innovation Framework
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3. Service Innovation Framework
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4. Designing Service Strategies

Innovation In the Customer Value

Customer value Co-creation
aumiveuldignan | & quality

1 Co-creation and quality

2 Engaging with customers
2 Providing interaction orientation

a Improving the consistency of service
guality and perception of such consistency
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4. Designing Service Strategies

Innovation In the Customer Value

J How-to:

1. Customer involvement in service process
e.g. customer design, customer feedback

SCG

EXPERIENMCE
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4. Designing Service Strategies

Innovation In the Customer Value

J How-to:

2. Traditional market research
e.g. customer satisfaction survey
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4. Designing Service Strategies

Innovation In the Customer Value

J How-to:

3. Empathic research
e.g. customer (specific) behaviour research
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4. Designing Service Strategies

Innovation In the Customer Value

J How-to:

4. Trend watching
e.g. life styles

N \
\ wa* ' |
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4. Designing Service Strategies

Innovation In the Customer Value

J How-to:

5. Learning from others
e.g. suppliers, consultants, competitors
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4. Design the Service Strategies

Innovation in the Demand Side

Demand | Relationship
A2INABINITVDIGNA & Preference

) Customer-service provider relationships
and customer preference.

- Four main service strategies:
1. QOut of the box service
2. New, cutting -edge services
3. Revenue-producing solutions

4. Service culture that differentiates
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Out of the box service

Revenue-producing
solutions
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New, cutting -edge services

Service culture that
differentiates
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4. Design the Service Strategies

Innovation in the Demand Side

1 How to:

2 Producing service packages (Core & Peripheral
services)

#9719 “UNALNINITUINII” UIznaua18 USNITHan wazusnis

i&@sndsznay

Product Life Cycle
Determine purchase

Find supplier : CL
SR Linked Activities or

Installing related products & services
Modifying (Auto sales, Insurance, Repair services,
Maintaining financing, Accessories, Safety, Training,

Replenishing Traffic condition services, car rent,
Training other related transportation services)

Upgrading
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Service Packages
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4. Design the Service Strategies

Innovation in the Demand Side

JHow-to:
) Using IT to support

& & a
* 5:UU IT 209A LFADW ASIFAL
ANV YIT W

* I%5zuv IRIS Tun15U5913

® §519 Starbucks experience TasuwIn
wmalulagdfdnaatd1nuusnis wn a9
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Apple W14 Wi-Fi hotspots 11314
[~ a
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Customer payment cards
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eBay.com
An online auction and

shopping website

® Marriott’s proprietary global reservation

system (MARSHA)

® Marriott’s revenue Management

® eCommerce

® Customer loyalty program
® Global Distribution Systems (GDS)




4. Design the Service Strategies

Innovation In Processes

Process Augment
nszuIumMIMuInusms & Automation

- Service blueprint can describe sequential
activities.

A & A A A A Customer Journe
HULUNNNLTLINITUINIT F2YNINTINNITUING
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Service Blueprint >
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Example
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4. Design the Service Strategies

Innovation In Processes

Process Augment
nszuIumMIMuInusms & Automation

- Automation and standardisation  of business
process as the driver of services efficiency.

Y a VU (W) [ P-N ®
d3 19 N3TUINNIIU 3ﬂ']§'6l1ﬁ LwnIzUINNITD ﬂt%&l @ waztiuwan @l?g'\%
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4. Design the Service Strategies

Innovation In Processes

nszuIumsmaw/Ivusms & Automation

~ U Examples:

& PRESS

& CONTACTS

-
-
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4. Design the Service Strategies

Innovation In Processes

Process Augment
nszuIumMIMuInusms & Automation

- Business processes are modularised to
brings efficiency and value creation through
digitised services.

v A Y& v A aAa
ﬁi'\\‘iﬂi&'ﬂ')%ﬂ'\iﬁqiﬂﬁﬂﬁ Lﬂ%?&ﬂﬂt&d@a AILNIIUINIILLVUAIAD AN

Copyright 2012 © Sawitree Sutthijakra, PhD




4. Design the Service Strategies

Innovation In Processes

- Examples:
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4. Design the Service Strategies

Innovation In Processes

- Communication and browsing are well
established through IT.

2 Applications are mixture of resource
management and business process,
across companies boundaries to create
“virtual enterprise ”

1 o 6 (~1 6 a\
&gdﬂ’laﬁﬂﬂﬂﬁtﬂ%adﬂﬂ%‘mfla%ﬁ]%‘ﬂ Taan1sly tnalwlagnis

H0817 LBONNITHOFIININIDIANT

Case:
The Future of Health Care Service
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4. Design the Service Strategies

Innovation in Organisation

Organisation
ﬂ1‘§5ﬂﬂ1‘§ﬂ1ﬂi’)\‘iﬁ’ﬂ‘§

J The human side of service innovation

 Services depend on people, technology, and
co-production of value.

2 People work together and with technology to
provide value for clients.

o\ / 1 6
O aslkusnns é'faamﬁﬂmflmwﬁamnﬂ%nnﬂ%‘l%aaﬂns

6 Qs 1 Qs 11 Q {
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4. Design the Service Strategies

Innovation in Organisation

Organisation
m‘s%’ﬂm‘smﬂmﬁ'ﬂs

J Culture of involvement: Better together

2 Participation
2 Think together
- Live together

W o 1 (W 6 1
ADIAI MBS ITNUDINIININIINN Tﬂﬂﬂ%?}ﬂﬂ%‘l%aaﬂﬂs NDINEIN
39 ANTIN WAZBYIIN NINIDIANT
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4. Design the Service Strategies

Innovation in Organisation

- Emphasise information, incentives, and
Institutional arrangements.

Y i -y Y @ I &
m%m‘sﬁa d13dada NI LL?G?GGIQW%TI\‘]']% RN Lﬂ%szn‘u

»—
ACCOIR
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Mon Prafil & S'Tdentifier

fffffff

Innov@ccor
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4. Design the Service Strategies

Innovation in Organisation

I n
(X
y |
/|

IValldate

Acquire

New (or improved)
Copyright 2012 © Sawitree Sutthijakra, PhD best practices




5. Tips: Management of Service Innovation

6. Case Studies
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5. Tips: Management of Service

Innovation

) Service | nnovation is rarely organised via formal
R&D departments and is rarely regarded as R&D.

wIAnTINUIMsam vl ladlatiaanuannn1sI8uaznIsNeIN

) Service innovation Is frequently perceived
as ‘project management’ and often executed
by ‘project teams’.
%’?@lﬂ‘siadlﬂﬁﬂgiﬁﬂLﬁﬂﬂ’liﬂ’ﬁ%ﬂﬂ’litﬂ‘mﬂ’l‘s fsuinzavlasfiani
1A39N1TNAIDBHIURNIZAD

Copyright 2012 © Sawitree Sutthijakra, PhD



5. Tips: Management of Service

Innovation

1 Design or product development department is
established for create tangible elements.

) Cross -functional teams are required to
create intangible elements.

{ (W) a\ W 6 1 H
WS ULNBNDDNLUULASNWINR AN LI 19d 1L Senaun
o Y YA A ' ¢ -y -y
AUADI LA NUNFNITNAINUHWBNATS ) 1A NILRWETI
drundsznaunduaadlale
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5. Tips: Management of Service

Innovation

- Creative ideas come form anywhere and any
one in the organisation .

A & { ¢
ﬂ')ﬂﬁJﬂﬂﬁ%’]ﬁﬁiiﬂN’]ﬁ]’]ﬂﬂﬂﬁ Ltaznﬂﬂ%‘l%aaﬂm

1 Sources of Innovation

1 Intrapreneurialism : employees with
knowledge of markets, activities of
competitors, technological developments

(W] 6 H o H Q ] 1
NHNIIBIBIANINAAMNT ANMATIWIY NEINVARIA @2
LRZNITNIWILN ALl
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5. Tips: Management of Service

Innovation

) Sources of Innovation
JProfessional associations

1 ni d' v
ANIANATY €) NNV

- External sources: customers, suppliers and
competitors

WHAINEHDN 125 JNAT HHAG AL

2 Intermediaries: consultants
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5. Tips: Management of Service

Innovation

1T is a driver & supporter (but service
Innovation often requires innovation in IT).
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The use of IT for open innovation
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5. Tips: Management of Service

Innovation

J The use of ICTs for open innovation (cont.)
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6. Case Studies
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6. Case Studies
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Customer value

Demand

Process

Organisation
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Customer value

Demand

Process

Organisation
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Kelju Medical Center
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