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Services Innovation

A Scientific Definition of Services

Services are those activities in which there is an interaction between
provider and client that creates and captures value. The majority of this
value is intangible rather than residing in any physical product.

AOne entity doing something f
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Interesting Elements (from a scientific perspective)
User facing:

A critical element of services is that the user is involved in their
production

Multi-disciplinary:

ICT, Maths, Business Models, Marketing, Complexity, Economics,
Resources (Human and otherwise), Operations, Innovation Technologies

High Impact:

Size of economy, governmentos relati or

resource



Global Service Trends & Benefits

I Provider-Driven Trends

. 1.Reducing transaction costs and outsourcing: Advances in

nn Information and Communications Technologies are reducing

i transaction costs which in turn are driving outsourcing

| 2.Changing business models: Business models are changing in

i service delivery, such as the emergence of profitable niches (the

i long tail) and the shift to a subscriber -> customer model

] 3.Increased automation: New economics of automation are

| emerging in services industries, replacing human systems with

i computer systems.

I 4.Rising Costs: Service delivery models built in the past are

experiencing structural difficulties



Global Service Trends & Benefits

| Market and Consumer Trends

mm 1.Demand for convenience: The demand for accelerating speed

I and convenience of delivery

I 2.Personalisation: Measurement technologies and better access

] to information are driving the demand for customisation of

. services and improvement of the customer service experience

| 3.Demographics: Changing age and location demographics

][] European Union Framework Programme 1 1.2bn Euros



Our knowledge intensive

services chall enge/ opportun

1 Knowledge-intensive services (KIS) exports within the
OECD as percentage of total exports
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SERVICES ECONOMY

Finance & Insurance

Transport & Logistics

e N

Health

Al!SUSlUl uolfewloju|

Mining services

Product complexity

Community & Government Manufacturing

Energy services
Water services
I . Impact through Services

Complex Systems and the Services Ecology
Operations, Business Models and IP for Services

Services Technologies and Architectures

Human Information &
Resources Technology
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SSTA and the Services Ecology
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Financial Services
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Human Services Ecosystem

SERVICE POINTS

MULTIPLE
CHAMNNELS

A A

CONMNECTED
SERVICE
DELIVERY

ACCESS AND DISTRIBUTION

INTEROPERABILITY

AUTHENTICATION AND ID MANAGEMENT

PERSONALISED SERVICE OPTIONS

PUBLIC
SECTOR

CAPABILITY

DEPARTMENTS AND AGENCIES

SKILLS AND DEVELOPMENT

VALUE FOR MONEY




Environmental Services

Carbon Monitoring Water Monitoring and
and Markets Futures Trading




Services in Manufacturing

Unmet Product / Research
Need Knowledge




