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The Research

Dimensions of Service
Innovation Capability

User Involvement

Involving customers in service
Innovation ideation,
development, production, and

delivery.

Conducting an
assessment using the
maturity matrix

Capability

Maturity Level 1: Initial

Irish SMEs are
unaware of
their potential
to develop and
Improve
Services
(Innovative
performance).

NoO apparatus
to assess
service
Innovation
capability
(SIC) has been
developed or
tested.

As a result
Ineffective
resource
deployment iIs
pervasive
across the

Service Innovation Capability

A multi-dimensional, hierarchical construct that describes collective
dynamic capabilities embedded 1n an organisation’s routines or
processes that have the potential to repeatedly deploy and
reconfigure resources In the continuous creation or improvement of
services.

Networking Strategising
Orchestrating and managing
networks to effectively
collaborate with external actors.

Deciding where, when, and how
service innovation will be used.
Links service innovation objectives
with overall organisational goals.

Services sector.

1. Compare
organisational practices
against those described
on the model.

2. A maturity level is
achieved when all the
characteristics of a level
and its preceding levels

3. Plot results using a
radar chart to identify
the contrast between
current and targeted

have been satisfied. performance.

Maturity Level 2: Managed Maturity Level 3: Defined

Maturity Level 4: Measured

RIKON

SERVICE INNOVATION PROVIDERS

Evident need
for a
mechanism to
describe,
prescribe, and
compare SIC —
The maturity
model
framework.

Knowledge Management

Managing and deploying
Intellectual capital for innovative

pUrposes.

4. Apply results as the
foundation for an
Incremental or radical
plan that systematically
guides improvement
Initiatives.

Maturity Level 5: Optimising

Strategising

User
Involvement

Knowledge
Management

Networking




