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„Service is the 
application of 
specialized 

competences (skills 
and knowledge) (1),

through deeds, 
processes, and 

performances (2)

for the benefit of 
another entity or the 

entity itself (self-
service) (3).” 

Vargo and Lusch (2004b), S. 
326.

Wilson et al. (2012), p. 5; 37.

• Self-service 
Technologies

• Four types of AI in 
service

• Omnichannel 
customer 
experience 
(Lemonade 
Insurance case 
study)

• Service robots
• Service platforms

Service and 
Technology

(Jan. 24, 2023)

• Service ecosystems
• Sharing economy
• Transformative 

service research
• Service and society

Emerging Themes 
in Services

(Feb. 07, 2023)

• Why study 
services?

• Defining services
• Servitization
• Value co-creation

Introduction to 
Services

(Jan. 10, 2023)

Learning reflection: Essay on the future of services – deadline Feb. 22, 2023, 23.59 
hours.

• What is service 
quality?

• (Electronic) Service 
quality 
measurement

• Identifying 
“Moments of Truth”

• Customer 
Experience 
Management

• Service recovery

Managing Service 
Excellence

(Jan. 17, 2023)
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4. Emerging themes in services: strategies to perform societal impact 
- Learning Goals

To recognize emerging trends in service industry and service research

To classify the elements and features of service design

To be able to define the concepts of service ecosystems and value co-
destruction using own words

LG1 

LG2 

LG3 

Service Business Strategy
Henriikka Seittu

Spring term 2023 
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Assignment of the fourth thematic package: Learning reflection: Essay on the future 
of the services (15 %, 0-15 points)
You are asked to forecast the future of services. Taking into consideration the current 
state of services and their environment, how do you think services look like in year 
2050? What are the trends and challenges of service industry in the future? 
You may choose to reflect either on single service industry, like healthcare, retail, 
financial services, or services sector in general.

• Choose at least 1-2 course concepts you have learned during the course and reflect 
on them e.g. how does service recovery / value co-creation / service excellence look 
like in year 2050? 

• You are required to use at least four sources in addition to thematic package 4 
material. The sources can be e.g., business magazines, such as Wired, or 
Kauppalehti, academic articles, (e.g. Journal of Service Reseach) or other material. 

• Remember to justify and illustrate your arguments.

Technology-driven Service Strategy
Seittu and Falk

Spring term 2023 
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Assignment of the fourth thematic package: Learning reflection: Essay on the future 
of the services (15 %, 0-15 points)
Format and timeline:
1. Participants are asked to write two to three word-pages of reflection (Times 
New Roman 12, Spacing 1,5). Please note, that three pages should NOT be 
exceeded.
2. The task is designed as an individual work.
3. Grading of the case study report will be based on a scale from 0-15 points. 
The grading follows the general grading instructions given under heading 
“3. General instructions for the assignments”.

Technology-driven Service Strategy
Seittu and Falk
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perform societal impact



4. Emerging themes in services: strategies to perform societal impact
4.1.5. Group work

• I will send you to break-out rooms for 40 minutes
• Your room number is your group number
• Introduce yourself 
• Answer to the given questions 
• Prepare a presentation of 5 minutes to teach your concept to 

the rest of the class



4. Emerging themes in services: strategies to perform societal impact
4.1.5. Group work

Prepare 5-7 minutes presentation on the following 
topics:

1. Service design
2. Transformative service research

3. Sharing economy
4. Service Ecosystem(s)

5. Value co-creation and co-destruction

• I will send you to break-out rooms



Orientation questions for group 
work
1. What is x / Defining x / What do we talk about when we talk 

about x?
2. Any theoretical / conceptual frames?
3. Examples of x?
4. Background for x / How / when /why was x developed?
5. Pros / Cons of x thinking? Is x sustainable thinking?
6. Potential research questions? In what context is x examined? 

Example studies?



Thank you!



Next:
• PRESENTATION-session: 16.02.2023, 9:15-

10:45 & 11:15-12:45 (SLIDES 15.02. at 18:00)
• Assignment & Quiz: Thematic package 4 is 

due, Wednesday, 22 February, 23:59
• Group work - written report is due, Friday, 24 

February, 23:59

https://mycourses.aalto.fi/calendar/view.php?view=day&course=36794&time=1677103140
https://mycourses.aalto.fi/calendar/view.php?view=day&course=36794&time=1677103140
https://mycourses.aalto.fi/calendar/view.php?view=day&time=1677103140
https://mycourses.aalto.fi/calendar/view.php?view=day&course=36794&time=1677275940
https://mycourses.aalto.fi/calendar/view.php?view=day&time=1677275940
https://mycourses.aalto.fi/calendar/view.php?view=day&time=1677275940

