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Customer expectations in both the business-to-business (B2B) and business-to-consumer (B2C) worlds are
being ramped up as market entrants endlessly innovate to enhance their services. However, companies can also
see the opportunities that are being created in this new experience and platform-led economy. At the same
time, the fear of new competition emerging from unexpected quarters is very real. Ultimately, firms are
terrified of the Kodak and Toys R Us scenarios: eyes fixed on a game- changing technology as it comes over
the horizon but unable to make the organisational changes that would allow them to embrace it. However, the
Kodak example is instructive in lots of ways. It is very difficult for large companies to achieve the kind of shift
from product to service transformation demanded of them in the new digital era. Equally, they cannot opt out.
In this talk, I will discuss how strategically firms can design their future services. Managers will need to
understand service innovation across the digital, physical and social ‘spaces’. Until now service research has
looked at these three distinct service environments separately but organisations increasingly need to understand
how they come together to create satisfying customer experiences and to design their services accordingly.
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