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1 Old Testament – Book of Genesis 11:1-9

2 Oranges, Cars and Microprocessors

3 Neandertal men

„ Is there science in services“ ? – „ Where?“  - „ And if so, 
what does that have to do with us?“
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3 Neandertal men
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Value co-creation is at the heart of modern service research
A focus on complex systems has computer science and ICT 
as indispensable ingredients
A science may evolve – but pragmatism is important to
survive and prosper in the service revolution



So let‘s have a look at the service discussion –
a “ Tower of Babel“ ?

ICT view
Service := computational entity

Economics view
Services := deliverable (vs. product)
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System view
Service := joint activity to co-create value 
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Service Research?
Service Science ?? ?



Management and Economics view services as a special
kind of product

ICT view
Service := computational entity

Economics view
Services := deliverable (vs. product)
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System view
Service := joint activity to co-create value 

Service Research?

Service Science?? ?
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“ Servitization”  is happening on a macroeconomic scale, 
but also for individual companies
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GDP contribution of industrial sectors 
in Germany 
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A closer look: ICT is one of the key drivers of
„ servitization“

In
d

iv
id

u
al

it
y

services

Karlsruhe Service Research Institute  
www.ksri.kit.edu

6

Intangibility
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Computer Science view services as particular kind of
software construct

ICT view
Service := computational entity

Economics view
Services := deliverable (vs. product)
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System view
Service := joint activity to co-create value 
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Service Research?

Service Science?? ?



Services from a Computer Science viewpoint

Services are autonomous, platform-independent 
computational entities …

Characteristics:
Self describing interface
Platform independent
Composable

Source: Papazoglou et al. (2006)

e.g.
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Source: Lenk/Sandholm/Klems/Nimis/Tai (2009)

Composable
Based on standards
Loosely coupled
Location transparent

Clouds
„ XaaS“

SOA

e.g.
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Modern views emphasize the value co-creation within
service systems

ICT view
Service := computational entity

Economics view
Services := deliverable (vs. product)

Karlsruhe Service Research Institute  
www.ksri.kit.edu

9

System view
Service := joint activity to co-create value 
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Service Research?

Service Science?? ?



“ Service-Dominant Logic“  is proposing a radically
different perspective

Economic exchange
Virtu
alizat
ion

All economic exchange

ServicesGoods
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Service activity as the substance of economic exchange:
Application of competences (knowledge, skills, resources) 
for the benefit of another entity in a mutually agreed and
mutually beneficial manner

Goods-Dominant Logic
(G-D Logic)

Service-Dominant Logic
(S-D Logic)

Based on: Vargo/Lusch (2004), ‘Evolving to a New Dominant Logic for Marketing’, Journal of Marketing 68(1): 1–17

All economic exchange
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While “ Goods-Dominant Logic”  implies independent value 
creation by the producer and its delivery to the consumer, …
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Producer ConsumerSupplier Supply/Value Chain
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…” Service-Dominant Logic”  focuses on resource integration 
and value co-creation within a “ service system”
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Resource 
Integrator/
Beneficiary
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Resource 
Integrator/
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Resource
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So could a science be built around the notion of „ joint
value creation“ ?

ICT view
Service := computational entity

Economics view
Services := deliverable (vs. product)

Generalization
Ability to build dynamic, 
adaptive systems
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System view
Service := joint activity to co-create value 

Service 
Architecture

Service 
Design

Service 
Economics

Service 
Semantics

Service
InnovationJoint value 

creation
ICT
enabled 
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Service 
Computing

Service 
Engineering

…



A simple example …
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Don‘t we do this anyway?
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In essence…: how to get to a “ higher-density”  system,
i.e. one with higher value …
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Service SystemComputational System

More transistors, more power More higher value win-win actions… 
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So what do we need to co-create value?
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Co-creation of value within a system requires:

• to capture resources / information / data (!)
• to share resources / interact
• to optimize from a system point of view
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These challenges directly link into IBM‘s “ Smarter 
Planet“  vision

Instru-
mented

Inter-
connected

Intelligent

Smarter

Karlsruhe Service Research Institute  
www.ksri.kit.edu

18 29.9.2010 Prof. Dr. Gerhard Satzger



A map for the journey …

Potential research areas:
• Service Value Networks
• Service Engineering
• Modeling/Simulation of Services
• Design of sociotechnical systems
• …
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… to master the “ Industrial Revolution 2.0“  – the
“ Service Revolution“
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Industrial
Revolution

Paradigm shift Make -> buy products

Accelerating technology Production technology

Speed of change ~250 years

System view System of deliverables

Industrial Revolution 2.0 /
„ Service Revolution“

Product -> joint value creation

ICT

~25 years (?)

System of partners
creating value
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Service Research & Innovation Institute (SRII) as global, 
technology-oriented professional organization

ANNUAL SRII GLOBAL CONFERENCE

“ Connecting Services to Science & 
Engineering”

March 30 - April 2, 2011, San Jose

www.thesrii.org
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Lead by major ICT companies:
IBM, HP, Microsoft, SAP, Oracle, EMC, 
Wipro, Infosys, TCS, Ericsson,Cisco, …

Organized around
• Industries
• Special Interest Groups
• Regional Chapters

Mission: Drive Research & Innovation 
for “ IT Services”
• align/partner with major professional 

and research organizations globally
• drive government policy/regulations 

/research funding
• drive university Service Research 

programs/ new curricula



What you should take away…

Value co-creation is at the heart of modern service 
research

A focus on complex systems has computer
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science and ICT as indispensable ingredients

A science may evolve – but pragmatism is
important to survive and prosper in the service
revolution



Thanks for your attention –

and pls. contact us for more anytime…
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