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Fraunhofer-Gesellschaft 
– the largest organization for applied research in Europe
Founded:

1949
Employees: 

12,500 (2006)
Annual research budget: 

1.25 billion euros (2006)
President: 

Professor Hans-Jörg Bullinger
Organizational structure: 

57 institutes in Germany
organized as profit centers

Fraunhofer International:
Liason offices in Europe, the USA,
South-East Asia and Russia
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Fraunhofer IAO 
(Fraunhofer Institute for Industrial Engineering)

Founded: 
1981

Employees: 
220 permanent employees
260 student assistants

Annual research budget: 
16,7 million euros, 
38 percent direct from industry

Director: 
Prof. Dieter Spath

Project volume: 
Approximately 400 research and consulting 
projects per annum 

Institute Center, Stuttgart
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Business units of Fraunhofer IAO

Enterprise strategies and
business processes

Innovative work design

Services

Business software

Engineering systems

Human-machine
interaction
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Forward-looking service research to serve the future service economy
MARS - Objectives and Design
MARS - Structure, Processes and Products

Main findings
Contents of Service Research
Homes of Service Research

A Vision of Development for Service Research

MARS – International Monitoring of Activities 
and Research in Services
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MARS – International Monitoring on Activities 
and Research in Services

Initiator German Ministry 
for Research and Education (BMBF)
Funding-Number:01FD0637

Objectives Analyses of the State-of-the Art
Identification of trends
Formulation of needs for future research and action

Scope Areas and topics of Service Research (Importance & Developments)
Growth Sectors in Services (Coverage by Service Research)
Developments in Industry (major changes and future provision of answers to those
by service resarch) 
Developments in theory
Developments in institutionalization
Developments in funding

Method Interviews with an international expert panel
Involvement of an extended competence network
Secondary Analyses

Period 2006-2011

Profile
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Reputed international experts from 
research and industry

PanelPanel

Current trends and activities in services

Input and definition of economic 
data and basic statistics

Extended competence networkExtended competence network

Makro-Data-PartnerMakro-Data-Partner

Processing of 
emerging topics in 
service research

Flexible product lineFlexible product lineBMBF/PT coordination teamBMBF/PT coordination team

Coordination, consulting and 
discussion of current service 

research funding

Project team at IAOProject team at IAO

MARS - Organizational Structure, Processes and Products

Communication and 
transfer of findings
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Customer

Integration of Software Engineering and
New Service Development

HRM for 
Service Innovation

Service Experience

Technology

A tendency of profiling in service related subjects

Service 
Innovation

Integration of Product Development
and

New Service Development

Organization and Human 
Resource Management

Knowledge Intensive 
Service Work

Service Engineering
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High Tech and Human Touch for service innovation
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4,1
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Integration of
Software

Engineering
and NSD

Integration of
Product

Development
and NSD

Service
Engineering

3,8

4,2

4,0

2,3

3,2

2,9

1 2 3 4 5

HRM to support
Service

Innovation

Knowledge
Intensive

Service Work

Service
Experience

past
future

First MARS Panel-Publication
forthcoming 2008
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Transportage and Storage

2,9

3,2

3,4

3,4

3,8

3,8

3,8

3,9

4,0

4,0

4,3

4,4

4,8

1 2 3 4 5 6

Domestic Services

Real Estate

Hotels and Restaurants

Welfare

Commerce

Communication

Financial Services

Leisure

Education

Professional Services

Government

Health

Future 
need for 
research

New wine in old skins - fields of growth in services 
and new contents of service research

High potential for service innovation in the 
health sector due to two mega trends: new 
technologies and aging population.

Interesting maverick: regional distribution 
in the assessment of domestic services 
shows USA and Europe with 1.2 and 2.9 
rating and Asia wirh 4.0. A chance for 
research on new profitable and affordable 
business models? 

International trade of education services via 
technology-based learning applications.

Innovativeness in Governmental Services 
and public procurement as a driver for 
innovative leadership. 

First MARS Panel-Publication
forthcoming 2008
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4,3

3,4

2,5

2,7
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Models 
and 

Sytems

Definitions and
Typologies
of Services

3,7

3,9

2,2

3

Scope of
Services

Nature of
Services

past
futureLusch, Robert F.; Vargo Stephen, l.: The service-

dominant logic of marketing: dialog, debate, and 
directions, 2006
Gallouj, Faiz: Innovation in the service economy:The
new wealth of nations, 2002.

Struggling for a cognitive home - Need for research and 
most recently acknowledged volumes on Service Theory
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Struggling for an organisational home – The observable 
drive for institutionalisation

Science System

Business

Politics

Incorporation of service related 
topics in the repertoire of classical 
departmental chairs

Establishment of defined special 
fields of service-related topics as 
profiled organisational units 
within existing instituts

Alllocation of relevant 
resources and profiles by 
building independent 
centers of excellence

Dealing with service-related questions as 
appendix to classical corporate functions

Establishment of independent departments 
which are organisational anchored and show 
specific recruitment requirments

Commitment to services as 
a relevant issue

Specific promotion of 
service research

Better integration of service related 
questions into existing research and 
development policies and funding



© Fraunhofer-IAO, Stuttgart

15

No lack of needs for service research… (I)
The establishment of sustainable forecasting or monitoring instruments for the detection of 
economic and technological developments relevant for innovation.

The analysis of the interaction of technological progress and service innovation.

The analysis of the essence of services in the interaction of technology, organisation and 
subjective factors.

The development of instruments and methods for the minimisation of risks in the development of 
services by modelling, simulation and testing.

The development of sustainable concepts for the value-adding form of hybrid performance and for 
organisational transformation processes.

Quality orientation in the context of national positioning in international value-addition chains and 
in the field of tension of productivity increase and customer focus.

The further differentiation of variants for the design of customer integration in service engineering 
and service providing.

Design options of service-specific basic and advanced training at all qualification levels.

The inclusion of sustainability issues in services and their contribution to the conservation of 
resources and environmental protection.
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»Intellectual Property Rights« as well as formal and informal ways of protection of intellectual 
property in the domain of services, which is characterised by the intangibility of the subject-
matter and the addition of value.
»Service Factory« in the field of tension of time, cost and quality and in the context of the 
potentials of technological developments.
Rationalisation or industrialisation and the related opportunities and limits of standardisation of 
service offers and service providing processes.
»Testbed for Services«, i.e. experimental testing at an early stage of development with solutions 
for the simulation and modelling of all – including the intangible and interactive – elements of a 
service and the service-providing process, using technologies of hyperreality such as, for 
example, Second Life.
»Design by Function« with the research issue of how the term »function« can be defined in 
services beyond the traditional function as in physical contexts and thereby supports service 
innovations.

No lack of needs for Service Research… (II)
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Forward-looking service research to serve the future service economy
MARS - Objectives and Design
MARS - Structure, Processes and Products

Main findings
Content of Service Research
Homes of Service Research

A Vision of Development for Service Research

MARS – International Monitoring of Activities 
and Research in Services
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Scientific Research Frontlines
Generation of scientifically reliable and socially robust knowledge

Politics
• Need for knowledge
• Need for shaping

Economy
• Need for knowledge
• Need for development

»Mode 1 of knowledge
production«

»Mode 2 of knowledge
production«

Modelling of research action as problem-solving action

Knowledge focus

Scientific
hinterland
• Disciplines
• Special fields
• Branches of research

Benefit focus

On the way to a Service Science? – Envisioning a 
possible development
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Fraunhofer IAO 
Service Engineering and Management

Your contact 
for further information:

Fraunhofer IAO 
Nobelstr. 12
70569 Stuttgart (Germany)
www.iao.fraunhofer.de

Walter Ganz 
Walter.Ganz@iao.fraunhofer.de

Dr. Anne-Sophie Tombeil
Anne-Sophie.Tombeil@iao.fraunhofer.de

Models, methods, and tools
for new service development

Quality oriented design
of services

R&D management 
for service providers
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Asia/AustraliaEurope/GermanyUSA

Mary Jo Bitner 
Arizona State University 
Richard B. Chase 
University of Southern 
California 
Ray Fisk 
University of New Orleans 
James A. Fitzsimmons 
University of Texas
Roland T. Rust 
University of Maryland 
Stefan H. Thomke 
Harvard Business School
Jim Spohrer 
IBM Almaden Research 
Center

John Bryson 
The University of Birmingham, GB

Rolf Buch 
Arvato, D 
Bo Edvardsson 
Karlstad University, S 
Faiz Gallouy
University of Lille, F
Bob Johnston 
Warwick Business School, GB 
Jarje Kuusisto 
SC-Research Seinäjoki Polytechnic, FIN 
Ian Miles 
University of Manchester, GB 
Luis Rubalcaba-Bermejo 
Universidad de Alcala, E
Bernd Stauss 
Kath. Universität Eichstätt-Ingolstadt, D
Jon Sundbo 
Roskilde University, DK

Yoshinori Fujikawa 
Hitotsubashi 
University, J 
Lester Johnson 
Melbourne 
Business School, AUS 
Avishai Mandelbaum 
Israel Institute of 
Technology, IL

Detect and systematise world-wide trends in 
service practice and service research at an 
early stage.

Monitoring

A contribution to networking business, politics 
and science in the area of services and 
positioning of Germany within the international 
service community. 

Community building

Publication of the monitoring results in order 
to provide a basis for the critical discussion of 
challenges and design issues in the service 
economy.

Marketing

Establishment of self-organised utilisation circles 
for the monitoring results; establishment of the 
»Service Monitoring« service as a »brand«. 

Achieving constancy

www.service-monitoring.eu

International MARS panel

MARS  - Objectives
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In a Nutshell - International Topics and Trends of the First 
MARS Panel Survey

Average

 

values, expert

 

survey

 

2007/2008
IAO Study

 

MARS

Service Science, Management and Engineering (SSME) as a central
initiative for services research
Significant trend towards interdisciplinary research

Horizontal subjects

Business transformation: Service focus as a core paradigm of modern 
national economies
The major need for action is seen in the area of service innovation
Tapping technological potentials more intensively for use in services
HRM as a controversial topic, high significance of concepts for
service competence at different qualification levels

Vertical subjects

More pronounced application focus in services research
Increasing demand for service theory
Growing number of scientific institutions and tendency to form centers
World-wide increase in research funding

Systemic subjects
First MARS Panel-Publication

forthcoming 2008
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