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Research Question

Deeper understanding of heterogeneous
landscape of service strategy in Germany is needed

Does the strategic positioning of the firm/business unit
Influence the service interaction approach?
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Starting point 1: Interaction as a
distinctive element of services

_ Form of Service :
Serv!ce Interaction Service
Provider e— Customer

Customer
Strategy of :
Service Needs (Prl_ce,
Provider Quality)
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Interaction as a key element of service
Innovation strategy

Service
Provider

Interaction

T

Innovation

Service

Customer
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Starting point 2: Porter‘s Generic
Strategies Framework

strategic advantage

uniqueness perceived low cost position
by the customer

Overall Cost

Differentiation )
Leadership
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Agenda

» |nteraction and strategy as starting
points for service innovation

= Research Design
» Results
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Research Question

Deeper understanding of heterogeneous
landscape of service strategy in Germany is needed

Does the strategic positioning of the firm/business unit
Influence the service interaction approach?
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Research Design

= Data Collection:

Widely announced service innovation contest, expert screening due to
superior performance

= Data Analysis (preliminary):

1. Categorization of the services according to
a) the IT based and People based interaction (high, medium, low)
b) the service strategy (differentiation, cost leadership, mixed)

2. Initial analysis according to the hypotheses (fit vs. no fit between
interaction approach and service strategy) ’ I - ,
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Five Clusters of Service Innovation Strategy
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Cluster 1: Innovations with high IT based
Interactions

= Service characterized by a customer- IT based interaction
= |T is a main factor during the creation process of the service

= |T is used, to make the interaction less complex and easier for
the customer

= Exchangeability of IT is difficult when keeping the same quality
level of customer interaction

26 services

= 10 (38,5%) differentiation strategy
= 5(19,2%) low cost strategy

= 11 (42,3%) mixed strategy
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Example Cluster 1: Trivago GmbH

Service via high IT based interaction |

Service 24/7 available

Service offers specialised for needs of a specific target group
IT system enables a personalised service with information exchange
between customer and service provider

Service is based on a informative competitive advantage
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Trivago: high IT based interaction
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Cluster 3: Innovations with high People
based interactions

= Employees are contact persons for customers

= High variance in the interaction between employees and
customers possible

» Low standardization of the interaction between employees and
customers

= Exchangeability of employees is difficult when keeping the same
guality level of customer interaction

20 services

= 18 (90%) differentiation strategy
= 2 (10%) low cost strategy

= 0 (0%) mixed strategy
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Example Cluster 3: Q110 Deutsche Bank

Service via high People based interaction Q "0

e Dewiteche Bank dar Zukuntt

Skilled employees guarantee a successful management of complex
Interactions
Visualization of main service elements (,Advantage- Box")

The service experience (lounges, ,kids-corner)
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Q110 Deutsche Bank: High People
Based Interaction
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= Combination of the characteristics of high IT based and high
People based interaction

= Emphasis on personalized advice from the personal based
Interaction (salesperson — customer)

= Data recording of the customer information and requirements
via a tablet PC in order to produce an individual service profile

10 services

= 7 (70%) differentiation strategy
= 1(10%) low cost strategy

= 20 (20%) mixed strategy
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Example Cluster 5: Adidas AG

CREATE

o
Service via high People and high IT based ml YOUR

. . adidas OWN
interaction

Permits all customers to create a shoe that is individually fitted to
their personal requirements

Skilled employees offer an individual service

The staff is able to give tips and advice on correct training methods
Data information of the shoes can be easily transferred to the

production plant and customers can reorder easily at any time ’ I i ’
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Adidas: High People based interaction
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Adidas: High IT based interaction
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Summary

« German service landscape can be split into five clusters.

« Designing service innovations means for the German service
landscape to either focus on high people or high IT based
interaction.

« German service companies follow a differentiation approach
rather than cost leadership to offer their customers high quality
and unigue services.

e -> Service innovations by German companies continue the
tradition of Germany as a quality leader in particular industries.
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