Measuring the core competencies of service businesses: A resource-based view
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Abstract—Recently, more and more organizations attempt to
provide service businesses to increase their customer
satisfaction, organizational profit, and market share. Despite
service businesses have contributed to the economic growth
and employment in many countries, their productivity growth
is still stagnating. In the resource-based view (RBV), the
resources and capabilities of an organization are seen as the
leverage for developing the core competencies, which are the
key to create and sustain its competitive advantage. To quote
an old sage: “No measurement, no management.” Measuring
the core competencies of service businesses is vital to the
competitive advantages of organizations around the world.
Based on the RBV, this paper aims at proposing a model to
measure and improve the core competencies of service
businesses, with various indexes of the resources and
capabilities. The model encompasses the recently proposed
Service Innovation Capability Maturity Model (SICMM™)
and will be illustrated through case studies. Finally,
recommendation for practice will be presented and discussed.
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l. INTRODUCTION

As today’s market is becoming more customer-focused,
globalized, and rapidly-changing, organizations are facing a
more competitive environment [1][2][3]. In this environment,
how an organization develops and sustains its competitive
advantage is a fundamental question for both academia and
industry [4]. With the advent of Service Dominant Logic
(SDL) [5], business scholars and practitioners begin to be
aware that the competitive advantage of an organization may
be enhanced via service business activities [6]. In view of
SDL, more and more organizations aim at raising their
customer satisfaction, business profit, and market share via
providing better services [7]. However, the stagnating
economic growth of service businesses today still makes it
harder for an organization to enhance its competitive
advantage through services [8].

The search for the competitive advantages of
organizations has led to the development of the resource-
based view (RBV) of organizations, which provides an
answer to explain performance differences among
organizations [9][10]. The RBV was firstly derived from the
pioneering work in [11]. However, it has become more
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commonly associated with the work of [9][10][12][13][14].
From the RBV, the competitive advantage of an organization
can be derived from the core competencies, which are
formed by the leverage of its valuable, rare, costly-to-imitate
and nonsubstitutable resources and capabilities [15]. In order
to compete in today’s Service Economy Age, it is important
for an organization to identify and utilize the strategic
resources and capabilities, so as to develop the core
competencies for its service businesses.

To quote an old sage: ‘“No measurement, no
management.” An organization should measure the core
competencies of its service business first, so that a more
effective management and improvement can be performed
over them. In academia or industry, however, there is a lack
of comprehensive measurement model for the core
competencies of service businesses. Hence, this paper aims
at developing a model for measuring and improving the core
competencies of service businesses. The model includes
comprehensive measures of the resources and capabilities
related to service businesses. Two case studies are adopted to
illustrate how the proposed model can be employed to assess
the core competencies.

The remaining of this paper is organized as follows:
Section Il reviews the related work; Section 1l presents the
research methodology of this paper; Section 1V explains the
proposed model with two case studies; Section V presents
the conclusions.

Il.  RELATED WORK

A. What are Service Businesses?

Service businesses are organizations that provide services
to customer for value creation purposes. They range from
technology- and skills-intensive service to low-technology
and low-skilled service businesses [16]. Based on [17], we
define service as a deed, a process, or a work performed by
its providers together with a customer in order to create
desired experience for the customer. Such an experience is
time-perishable, intangible, and heterogeneous, and is co-
created and consumed simultaneously by the customer. In
addition, the content of service can be experiences,
information, knowledge or skills, i.e., most of the values
provided by services are not from the possession of physical
products [18]. Unlike the product businesses, the provision



of physical products is a facilitating activity in service
businesses.

Many studies into service also seek to differentiate them
from product. Compared with product, [19] concluded the
nine differences for service. Namely, 1) customers do not
obtain the ownership of service; 2) service is ephemeral and
cannot be inventoried; 3) intangible elements dominate the
value creation of service; 4) service has greater involvement
of customers in experience creation; 5) people may form part
of experiences in service; 6) service has greater variability in
its operational inputs and outputs; 7) many services are
difficult for customers to evaluate; 8) time factors, such as
waiting time, may be key to service value as well; 9) some
services also can be delivered via electronic channels.
Moreover, knowledge-based services have additional
characteristics, such as credence properties, high
customization, complexity, risk, uncertainty, and high value
added [20]. Accordingly, the core competencies for service
businesses are quite different from those for product
businesses, and should be specifically identified for an
organization.

B. The Competitive Advantage of Service Businesses

By definition, the competitive advantage occurs when an
organization holds a unique position that allows it to
outperform its competitors [21]. Based on [22], we
categorize the competitive consequences into the five types:
1) long-term competitive advantage, 2) mid-term
competitive advantage, 3) short-term competitive
advantage, 4) competitive parity, and 5) competitive
disadvantage.

In [23], the competitive advantage of service businesses
can be measured by six dimensions: 1) competitiveness (e.g.
relative market share and position, sales growth, and
measures of customer base), 2) financial performance (e.g.
profitability, liquidity, capital structure, and market ratios), 3)
quality of service (e.g. reliability, responsiveness,
aesthetics/appearance, cleanliness/tidiness, comfort,
friendliness, communication, courtesy, competence, access,
availability, and security), 4) flexibility (e.g. volume
flexibility, delivery flexibility, and specification flexibility),
5) resource utilization (e.g. productivity, and efficiency),
and 6) innovation (e.g. performance of the innovation
process, and performance of individual innovators). The
former two dimensions measure the results of competitive
performance; while the remaining dimensions measure the
determinants of competitive success. Subsequently, the
resources and capabilities related to service businesses are
identified based on these six performance dimensions.

C. The Resources Related to Service Busineses

Following [24], the value of a resource refers to its
potential to create the competitive advantage to an
organization or the value to a customer. In [25], the seven
key resources (financial, physical, legal, human, relational,
organizational, and informational resources) were adopted to
develop core competencies for improving service
competition. Besides, [26] also argued that technological
resources of an organization are also vital to service

businesses. Therefore, we adapt these eight key resources of
an organization for this study and the discussion is as follows.

1) Financial resources such as the current and potential
cash resources of an organization, access to financial
markets, cost of captial, etc. [24].

2) Physical resources such as the physical raw materials,
buildings, equipments, other facilities, etc. [24].

3) Legal resources such as the patents, trademarks,
copyrights, licenses, trade secrets, etc. [24].

4) Human resources such as the knowledge and skills
of employees, employee relations, etc. [24].

5) Relational resources such as the public images,
social relations with customers, partners, competitors,
unions, nonprofit organizations and governments, etc. [24]
[27].

6) Organizational resources such as the organizational
policy, structure, culture, routines, etc. [24][27].

7) Informational resources such as the information and
knowledge about the service businesses and stakeholders of
an organiozaiton, and external environments, etc. [24][28].

8) Technological resources such as the stock of
technologies, which include the information technologies
(IT) and nonIT technologies within an organization [10][29].

D. The Capabilities Related to Service Busineses

Following [22], we define the capabilities as the
capacities (and abilities) to utilize the resources of an
organization for carrying out its service businesses. In
addition to acquiring the potential resources, the capabilities
are also the key to transferring these resources into the
performance of service businesses. Many researchers have
introduced different ways to classify the capabilities of
service businesses. Based on the work of [30], we categorize
the capabilities of service businesses into three types, namely,
the service mainstream capabilities, dynamic capabilities and
supporting capabilities. The associated practices for each
capability are depicted as follows according to Deming’s
Plan-Do-Check-Act cycle.

1) Service mainstream capabilities: The Service
mainstream capabilities create, deliver and maintain
customer’s service experience. By integrating the Value
Chain [31] and the Service Profit Chain [32], we propose
the six service mainstream capabilities as follows:

a) Service diffusion capability[31]

® Plan for service diffusion.

® Acquaint customers and other stakeholders (e.g.
partners and employees) with service packages.
Induce customers to purchase service packages.
Facilitate customers’ purchasing.
Check the performance of service diffusion.
Improve the performance of service diffusion.
b) Service order processing capability[33][34]

® Plan for service order processing.

® Facilitate customers’ ordering.



Negotiate with customers in establishing,
bundling, and maintaining service orders and
service level agreements (SLA).

Identify and connect suitable service providers
to offer services.

Support service order billing and invoicing.
Check the performance of service order
processing.

Improve the performance of service order
processing.

c) Service inbound logistics capability [31]

® Plan for service inbound logistics.

® Identify related stakeholders (e.g. partners and
employees) and acquire their inputs for
delivering service packages.

® Integrate the related inputs for delivering service
packages.

® Check the performance of service inbound
logistics.

® Improve the performance of service inbound
logistics.

d) Service delivery and experience generation

capability [32][35][36]
°

Plan for
generation.
Create and maintain facilitating conditions for
service delivery and experience generation.
Delivery service packages to meet the value
proposition to customers.

Create customized experience for each customer
in accordance with the SLA.

Check the performance of service delivery and
experience generation.

Improve the performance of service delivery and
experience generation.

service delivery and experience

e) Service continuance capability [31][37]

Plan for service continuance.

Collect and analyze the feedback from the
served customers.

Induce the served customers to repurchase.
Develop procedure and policy for service return
and recovery.

Check the performance of service continuance.
Improve the performance of service continuance.

f) Service maintenance capability [35][36][37]

Plan for service maintenance.

Analyze the events and incidents from existing
service delivery.

Develop solutions and preventions for the events
and incidents.

Fix and enhance the available services.

Check the performance of service maintenance.

Improve the performance of service maintenance.
2) Dynamic capabilities:

According to [27], the

dynamic capabilities renew the competencies to achieve

congruence with the changing business environment. The
four dynamic capabilities are identified as follows:

a) New service development capability [7]

Plan for new service development.

Identify the requirements of a new service.
Transform service requirements into service
concepts and value propositions.

Design the new service.

Develop service components required by the
new service, and perform tests on each of them
to ensure quality.

Assemble all service components into the new
service, and implement integration tests and
acceptance tests.

Transfer the new service, which have been
integrated and tested, into the available service
system for formal operation.

Measure and evaluate the new service.
Check the performance of new
development.

Improve the performance of new service
development.

service

b) Innovation capability[7]

Plan for innovation.

Collect and analyze important data to find the
niches where innovation efforts should be
focused on.

Generate, evaluate and select ideas for
innovation, and develop potential solutions.
Design and execute a series of pilot experiments
to test the solutions, and select the most
appropriate solution.

Train the associated stakeholders, deploy the
selected solution for formal operation, and
monitor its performance.

Foster learning from experience and facilitate
knowledge sharing in order to induce other
innovations.

Check the performance of innovation.

Improve the performance of innovation.

¢) Organizational learning capability[38]

Plan for organizational learning.
Establish and nurture the
organizational learning.
Facilitate organizational learning from internal
and external environments.

Transform service business via organizational
learning.
Check
learning.
Improve the performance of organizational
learning.

culture  of

the performance of organizational

d) Innovation & change management capability[39]

Plan for innovation and change management.



® Create and maintain the readiness of innovation
and change.

® Implement the protection, management and
leverage of innovation results.

® Empower stakeholders to accept and embrace
innovations and changes in their current business
environment.

® Check the performance of innovation and
change management.

® Improve the performance of innovation and
change management.

3) Supporting capabilities: According to [31], the
supporting capabilities assist the above two types of
capability to perform in more efficient or effective ways.
We categorize the supporting capabilities into three groups
as follows.

3.1) Strategic supporting capabilities:

a) Strategy development capability[37]

Plan for strategy development.

Segment the service market.

Target the market segments.

Develop the strategies for these segments.

Check the performance of strategy development.
Improve the performance of strategy
development.

b) Service portfolio management capability[37]

® Plan for service portfolio management.

® List inventory of services and ensure business
cases and validate portfolio data.

® Maximize the portfolio value, align, prioritize
and balance supply and demand.

@ Finalize the proposed portfolio and authorize
services and resources.

® Communicate decisions, allocate resources and
charter services.

® Check the performance of service portfolio
management.

® Improve the performance of service portfolio
management.

¢) Public relationship management capability[40]

® Plan for public relationship management.

® Develop and implement public relationship
strategies.

® Create and maintain public images.

@ Create, enhance and maintain relationships with
the public, governments and other nonprofit
organizations.

® Identify, resolve and prevent potential crisis
situations.

® Identify the potential targets for external media
and communication, and develop and select
appropriate solutions for the targets.

® Collate and analyze media and communication
coverage.

Check the performance of public relationship
management.
Improve the performance of public relationship
management.

d) Customer relationship management capability[41]

Plan for customer relationship management.
Acquire new customers and create relationship.
Retain old customers and maintain relationship.
Exploit old customers and enhance relationship.
Check the performance of customer relationship
management.

Improve the performance of customer
relationship management.

e) Partner relationship management capability[42]

Plan for partner relationship management.
Explore, identify, and select potential partners
for relationships building.

Establish relationship values with strategic
partners.

Maintain and enhance the relationships with
strategic partners.

Check the performance of partner relationship
management.

Improve the performance of partner relationship
management.

3.2) Organizational supporting capabilities:

a) Financial and accounting management
capability[35][37]

@ Plan for financial and accounting management.

@ Establish financial policy.

@ Assist in financial planning and budgeting.

® Provide financial valuation.

® Develop, select and maintain  financial
investment portfolio.

® Manage financial risks and provide related
hedging solutions.

® Identify and acquire financial resources.

® Utilize and manage available financial resources.

® Perform  bookkeeping,  journal  entries,
accounting reporting.

® Implement internal auditing in finance and
accounting.

® Generate financial and accounting information
for decision-making.

® Check the performance of financial and
accounting management.

® Improve the performance of financial and
accounting management.

b) Organizational resource management

capability[43]

® Plan for organizational resource management.

® Identify and acquire organizational resources.

® Utilize and manage available organizational

resources.



Measure, evaluate and report the performance of
utilizing specific organizational resources.
Check the performance of organizational
resource management.

Improve the performance of organizational
resource management.

c) Legal management capability[43]

Plan for legal management.

Identify and acquire legal resources.

Utilize and manage available legal resources.
Measure, evaluate and report the performance of
utilizing specific legal resources.

Check the performance of legal management.
Improve the performance of legal management.

d) Human resource management capability[44]

Plan for human resource management.

Recruit and hire human resources.

Train and coach human resources.

Provide personnel performance evaluation and
management.

Establish personnel policy.

Establish a suitable reward system.

Provide team building programs.

Identify the targets for internal media and

communication, and develop and select
appropriate solutions for the targets.
Create employee relationships, and develop

solutions to enhance and maintain employee
relationships, e.g., internal marketing, reward
system, and etc.

Cultivate leadership of human resources.
Effectively lever available human resources.
Check the performance of human resource
management.

Improve the performance of human resource
management.

e) Process management capability[36]

Plan for process management.

Define the processes and the input-process-
output (IPO) details.

Integrate and streamline the processes.

Measure and improve the processes.

Check the performance of process management.
Improve the performance of  process
management.

f) Project management capability[36]

Plan for project management.

Plan for project execution.

Acquire needed resources for the project.
Measure, monitor and control the projects.
Integrate  with  collaboration  management
process.

Check the performance of project management.

Improve the performance of project management.

g) Collaboration management capability[35][36]

Plan for collaboration management.

Identify potential internal and external partners
for collaboration.

Establish  agreements  with
collaboration.

Measure, monitor and control the collaboration.
Check the performance of collaboration
management.

Improve the performance of collaboration
management.

partners  for

h) Reportlng and presentation capability[37]

Plan for reporting and presentation.

Identify strategic information of service business
needed to be reported and presented.

Develop appropriate service reports and
presentations.

Validate and release the results of service reports
and presentations.

Check the performance of
presentation.

Improve the performance of reporting and
presentation.

reporting and

i) Quallty management capability[36]

Plan for quality management.

Define quality targets and metrics.

Implement the metrics and evaluate service
quality.

Identify the quality
improvements.

Check the performance of quality management.
Improve the performance of quality management.

issues and implement

j) Requirement management capability[36][37]

Plan for requirement management.

Understand service requirements, eliminate the
requirement gaps and obtain customers’
commitment to the requirements.

Manage and trace requirement changes.

Assure consistencies between outcomes and
requirements.

Check the performance of requirement
management.
Improve the performance of requirement
management.

k) Risk management capability[36]

I) Capacity and

Plan for risk management.

Identify the potential risk from internal and
external environments.

Define the parameters and risk sources of
service business.

Measure, analyze and mitigate the risk of service
business.

Check the performance of risk management.
Improve the performance of risk management.

availability management

capability[36]



Plan for capacity and availability management.
Define the targets and measures of capacity and

availability.

Measure, analyze, monitor, and report the
capacity and availability data.

Develop suitable solutions to improve the

capacity and availability.
Check the performance of capacity and
availability management.
Improve the performance of capacity and
availability management.

m) Measurement and analysis capability[36]

Plan for measurement and analysis.

Define the measurement objectives based on
organizational objectives.

Select measurement and analytic techniques.
Measure, analyze, and store the measurement
data.

Communicate the measurement and analysis
results with the stakeholders.

Check the performance of measurement and
analysis.

Improve the performance of measurement and
analysis.

3.3) Technological supporting capabilities:
a) Physical resource management capability[43]

b)

Plan for physical resource management.

Identify and acquire physical resources.

Utilize and manage available physical resources.
Measure, evaluate and report the performance of
utilizing specific physical resources.

Check the performance of physical resource
management.

Improve the performance of physical resource
management.

Environmental protection capability[45]

Technological resource management capability[43]

Plan for environmental protection.

Diffuse the environmental protection concepts to
the stakeholders.

Identify the environmental opportunities and
problems in service businesses.

Develop the environmental eco-safe solutions.
Check the performance of environmental
protection.

Improve the performance of environmental
protection.

Plan for technological resource management.
Identify and acquire technological resources.
Utilize and manage available technological
resources.

Measure, evaluate and report the performance of
utilizing specific technological resources.

Check the performance of technological
resource management.

® Improve the performance of technological
resource management.

d) Security management capability[37][46]

® Plan for security management.

® Define and identify the wvulnerable targets in
service business.
Measure and analyze the vulnerable targets.
Develop security actions to protect the targets.
Check the performance of security management.

Improve the performance of  security
management.
e) Information and knowledge  management
capability[47][48]
® Plan for information and knowledge

management.

® Identify information and knowledge required by
and available from stakeholders and external
environments.

® Create, retrieve and store information and
knowledge from stakeholders and external
environments.

® Utilize, disseminate, and manage the
information and knowledge for value creation.

® Measure, evaluate and report the performance of
utilizing and disseminating specific information
and knowledge.

® Check the performance of information and
knowledge management.

® Improve the performance of information and
knowledge management.

E. The Core Competencies of Service Businesses

The core competencies are defined as a cluster of the
potential resources and capabilities enabling an organization
to achieve the competitive advantage of its service
businesses [22]. There are four criteria for assessing these
resources and capabilities: 1) “Is it valuable?” means that
the possessed capability or resource allow an organization to
neutralize threats or exploit opportunities, 2) “Is it rare?”
means that the possessed capability or resource cannot be
obtained easily by many other competitors, 3) “Is it costly to
imitate?” means that other organizations must obtain the
possessed capability or resource at a much higher cost, 4) “Is
it nonsubstitutable?” means that there is no potential
equivalent substitute to the possessed capability or resource
[22]. The mappings between the four criteria and competitive
consequences are shown in Table I.

I1l.  METHODOLOGY

Figure 1 depicts the relationships between the core
competencies and competitive advantages in the Input-
Process-Output  (IPO) model. The resources of an
organization are taken as the inputs and processed by the
capabilities to generate the performance of service
businesses, and the available resources and capabilities are
regarded as the core competencies of an organization, which
can produce better performance for service businesses.



TABLE I. THE MAPPINGS BETWEEN THE FOUR CRITERIA AND

COMPETITIVE CONSEQUENCES

Is this possessed capability or resource ?
Competitive
Costly N
on- consequences
? ? e
Maluable? Rare? _lo substitutable?
imitate?
Long-term
Yes Yes Yes Yes competitive
advantage
Mid-term
Yes Yes Yes No competitive
advantage
Short-term
Yes Yes No Yes/No competitive
advantage
Yes No Yes/No Yes/No Compgtltlve
parity
No Yes/No Yes/No Yes/No Competitive

disadvantage

The core competencies
of service businesses

The competitive advantage
of service businesses

Identify & Measure
Inputs Processes Qutputs
F
The resources ' The capabilities o The performance
related to related to w of service
service businesses service businesses businesses

Improve

Figure 1. The Conceptual Framework of This Paper.

The resources and capabilities, and their associated
practices related to the performance of service businesses,
have been identified in the Section 1l above. The
identification of the core competencies (in terms of the
available resources and capabilities) and their associations
with the competitive consequences can also be derived
according to Table I. In the following section, we use two
case studies from two different industries to illustrate the
proposed model; one is a service provider of financial
planning and the other is a service provider of information
technology. By assessing the checklist in the Appendix, we
have interviewed with the stakeholders of each firm and
collected the data for the model. According to the results
derived from the model, the suggestions for service
improvement are then proposed to each firm.

IV. CASE STUDIES

The company background, core competencies, and
related discussions and suggestions in each case are
described as follows.

A. Case Study of Firm A

Firm A is a service provider of financial planning in
Taiwan, and was established in 1979. It provides the services
mainly including tax and retirement planning for individuals
and firms, and staff retention planning for firms. Today, it
has 8 million New Taiwan Dollar (NT$) in capital, nearly
200 employees, and about NT$500 million in annual
turnover.
With Firm A’s current core competencies, its long-term
competitive advantages are still insufficient to compete with
competitors. Fortunately, Firm A owns the mid-term and
short-term competitive advantages of the core competencies:
® the human, relational, organizational, informational,
and technological resources (in the dimension of
Resources)

® the capabilities of service delivery and experience
generation,  service continuance, and  service
maintenance (in the dimension of Service Mainstream
Capabilities)

® the capabilities of human resource management,
customer relationship management, requirement
management, quality management, public relationship
management, information and knowledge management,
process  management,  organizational  resource
management, legal management, capacity and
availability management, risk management, and
environmental protection (in the dimension of
Supporting Capabilities)

As a whole, Firm A outperforms mainly in its service
experience delivery, after-sales services, relationship
management, human resource management, process
management, and information management. In order to
survive or have better performance in the long term, Firm A
needs to seek some potential advantages (e.g. introducing
new technologies or managerial strategies) to upgrade the
current core competencies into valuable, rare, costly-to-
imitate and nonsubstitutable ones. Besides, the lack of the
dynamic capabilities and strategic supporting capabilities is
also a problem of creating long-term competitive advantages,
thus developing these capabilities is vital for Firm A.

B. Case Study of Firm B

Firm B is a service provider of information technology in
Taiwan, and was established in 2009. It provides the services
mainly including IT solutions and information processing. It
has NT$ 300 thousand in capital and 6 employees, and has
been incubated by the Innovation and Incubation Center (11C)
of National Chengchi University (NCCU) in Taiwan.
The current core competencies are concluded as follows
after conducting an interview with Firm B:
® the human, relational, and organizational resources (in
the dimension of Resources)

® the service continuance capability (in the dimension of
Service Mainstream Capabilities)

® the organizational learning capability (in the dimension
of Dynamic Capabilities)

® the capabilities of human resource management,
customer relationship management, requirement



management, and quality management
dimension of Supporting Capabilities)

As a whole, Firm B outperforms mainly in its after-sales
services, organizational learning, relationship management,
human resource management, quality management, and
organizational culture. According to the assessment result
derived from Table I, Firm B owns nothing but the short-
term competitive advantages for its service businesses. This
result may be attributed to that Firm B is a newly-established
miniature firm, and has too few resources and capabilities to
create the long-term competitive advantages. In order to
quickly overcome this disadvantage, Firm B could obtain the
temporary resources and capabilities by allying with other
firms, utilizing its current core competencies (e.g. the
relational resources and relationship management capability)
to facilitate the alliance.

(in the

V. CONCLUSIONS

In today’s Service Economy Age, an organization needs
to develop, manage, and maintain its core competencies to
sustain its service businesses. Knowing the way to
effectively measure the core competencies is crucial to the
success of an organization. According to the RBV, the
resources and capabilities of an organization can be the
leverage for developing the core competencies. This study
proposes a model consists of the eight types of resource and
three types of capability in order to measure the core
competencies of service businesses. Furthermore, two case
studies are analyzed to validate the practicability of the
model. The results show that the model can be an effective
supporting tool in identifying and improving the core
competencies for service businesses.

The direction of future research is to apply this model to
and collect the benchmarking data from various types of
service organizations in order to conduct more in-depth
studies. This will not only improve and enhance the model,
but also provide more insights to scholars and practitioners.
Moreover, future work could also focus on the impact of the
core competencies on the associated performance of service
businesses.
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Appendix. A checklist for identifying the strategic resources and capabilities of service businesses in an organization or a
strategic business unit (SBU)

Is this possessed resource ?
Resources Not possessed Valuable? Rare? (i:rg?ttget'? Nonsubstituteable?
° Financial resources O O m} O (m|
o Physical resources O O m} O m}
o Legal resources O [m| m} O O
° Human resources O O m} O m|
o Relational resources O O m} O m}
o Organizational resources O [m| m} O O
° Informational resources O O m} O O
[ Technological resources [m] [m] a [m] [m]
o Is this possessed capability ?
Capabilities Not possessed Valuable? Rare? (i:rg?ttgt/et'? Nonsubstituteable?
Service mainstream capabilities
® Service diffusion capability m| O m} O O
® Service order processing capability O [m| m} O O
® Service inbound logistics capability m| O m} (| (m}
° Serwc_e.dellvery and experience generation O O O O O
capability
® Service continuance capability m| O m} (| (m}
® Service maintenance capability m| O m} O O
Dynamic capabilities
® New service development capability m| O m} | (m}
® Innovation capability m| O m} O O
® Organizational learning capability O [m| m} O O
® |nnovation & change management capability O O m} O m|
Supporting capabilities
3.1. Strategic supporting capabilities
® Strategy development capability O O m} O m|
® Service portfolio management capability m} O m} O m}
® Public relationship management capability | O m} | (m}
® Customer relationship management capability O O m} O [m|
® Partner relationship management capability m} O m} O m}
3.2. Organizational supporting capabilities
° Fmant_:l_al and accounting management O O O O O
capability
° Organ_lgatlonal resource management O O O O O
capability
® | egal management capability m} O m} O m}
® Human resource management capability | O m} | (m}
® Process management capability | O m| O O
® Project management capability m} O m} O m}
® Collaboration management capability | O m} | (m}
® Reporting and presentation capability | O m| | O
® Quality management capability m} O m} O m}
® Requirement management capability | O m} | (m}
® Risk management capability O O m} | m|
L] Capac_lt_y and availability management O O o O O
capability
Measurement and analysis capability | O m| (| (m}
3.3. Technological supporting capabilities
® Physical resource management capability | O m} (| (m}
® Environmental protection capability O O m} O m|
L] Technpl_oglcal resource management O O o O O
capability
® Security management capability | O m| (| (m}
® Information and knowledge management O O o O O

capability




