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"  Smart services are a part of a fundamental change in industrial
relationships and business models (networked value creation, risk
sharing, ...)

" We find that successful change requires synchronized change in
beliefs, norms, and practices AND renewal of capabilities and
resources within the entire service system



"  We study the barriers that industrial companies face when expanding their offering by smart
services

u . Industrial companies hold (internally) institutionalized beliefs, attitudes
and identities (“Business logic”) impeding the transformation, and face industry-wide norms and
relationship practices (externally, within service systems) resisting the change.

= . Industrial companies also lack capabilities and resources for
implementation, and meet external capability and resource mismatch impeding resource
integration and value creation.

®  Successful change requires synchronized change in beliefs, norms AND renewal of capabilities
and resources within the entire service system
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