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RÉSUMÉ – Cet article s’intéresse au rôle des institutions d’enseignement
supérieur dans l’éducation de la future génération d’innovateurs de service et
leur contribution à la croissance des services. Il rend compte de l’état actuel de
la formation à l’innovation de services. Il explore ensuite un programme
d’enseignement en innovation de services en Finlande, qui fournit des idées
pour améliorer l’éducation à l’innovation de service. L’article conclut que des
transformations éducatives sont nécessaires.
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ABSTRACT – The paper highlights the role of Higher Educations Institutions in
educating the future generation of service innovators and their contribution to
the service industry growth. First, the current status of service innovation
education is discussed. Second, explored is a service innovation programme in
Finland. The case provides insights and suggestions to improve service
innovation education. The study concludes that educational transformations
are required.
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INTRODUCTION

Service innovation is related to the change of business thinking 
from industrial logic to service logic. While the majority of the busi-
ness organisations still apply the mainstream business thinking of the 
industrial logic, many new firms and industries (besides the traditional 
service sector) have chosen the service logic as the guiding business logic. 
This changeover requires new skills and  competences within firms. 
According to Agarwal et al. (2015) more research on the  competences 
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needed to foster successful service innovation is required. Moreover, the 
innovation-employment relationship suggests that high-skilled jobs 
replace blue-collar employment (Evangelista and Savona, 2010). Service 
economy is also seen as the main source of opportunities for high-level 
managers and professionals, not just mediocre “servants” as traditionally 
understood (Gallouj and Djellal, 2010). This paper argues that instead 
of a short term solution, in which one can provide a toolset for people 
to apply it for service innovation, a more permanent change requires 
larger scale education transformation. There seems to be a number of 
separate courses available which resembles the toolset approach. Yet, 
this does not bring the holistic view on subject. This understanding 
needs to be embedded in various degree programmes to support the 
ongoing business transformation in societies. We envision more service 
innovation driven education programmes in future.

Higher education institutions (HEIs) need actively react on this 
education challenge and go beyond the toolset approach. If education 
transformation is not achieved, other actors like  consultancy firms 
will move in full speed into this sector. However, for practise-based 
 consultancy  companies this can be seen as a business opportunity rather 
than a transformation of the society. Thus, their work often lacks the 
pedagogical approach or is not necessarily based on academic research 
with theoretical and practical  contributions. 

To work in service innovation requires new holistic mindset. Required 
multidisciplinary approach  comprises all appropriate disciplines and 
functions (Spohrer et al., 2010). Schilling (2011) has identified the service 
innovation  competences. These are: dynamic and informed decision-mak-
ing, inter-disciplinary collaboration, boundary spanning, managing 
tacit knowledge, and  constant  communication and  conceptualization. 
This demonstrates the challenges in HEIs, in which, the education 
programmes are typically one-discipline-based.

In future, the collaboration of customers and other stakeholders in 
order to develop and innovate service is expected (Frow and Payne, 2011; 
Segelström, 2013; Tossavainen, 2013). In order to achieve service innova-
tion, multiple stakeholders work collaboratively and co-create together 
the innovative service that fits the needs of both: the customers and the 
business criteria of the service providers. Innovating service with various 
stakeholder groups such as customers, users, suppliers, subcontractors, 
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state or municipal officials, authorities, other professional groups, and 
the  firm’s own employees from various expertise areas can be learned 
(Tossavainen, 2016). 

The holistic approach  considers, in an integrated way, strategic, 
system, process and touchpoint design decisions that require interdis-
ciplinary approaches and methods in ever-learning cycles (Tossavainen 
and Kaartti, 2015). Therefore, in service innovation, the different the-
oretical logics and  constructions alongside the practical methods, tools 
and techniques, the act of balancing theory and practice need to remain 
within the professional educators.

The role of HEIs is pivotal, because they have always been an impor-
tant part in transforming the society. HEIs educate the future gener-
ations of professionals. They often develop the pedagogical approaches 
and aim to include the latest findings revealed through the execution 
of research. Further, HEIs apply research findings into practice in both 
working life and in their education programmes. Recently, the role of 
HEIs was specified also to enable graduates from various disciplines 
to become T-shaped professionals or adaptive innovators (Bishop et al., 
2008; IfM and IBM, 2008; Spohrer et al., 2010). Similarly, the teachers 
need to  continuously learn themselves new skills, use new skills, and 
teach them to students. This is because the new capabilities related 
to service innovation are not necessarily evolved within firms and the 
lack of needed know-how reduces service research impacts in society 
(Tossavainen, 2012b).

Service innovation is an evolving discipline. Innovation capability, 
development skills, and productivity knowledge have become a global 
challenge. Furthermore, service innovation, service development and 
service design have been identified as interrelated  concepts. To simplify 
the  conceptual variation, we use the term service innovation throughout 
this paper. It entails the service innovation, service development and 
service design approaches. We argue that incorporating service design 
approach into service development will enable service innovation. 

The purpose of this paper is to highlight opportunities the HEIs have 
in shaping their education programmes and curriculum. Thus, HEIs 
need to be able to educate future professionals, i.e. service innovators, 
whose  competences fit better in the changing economy and  contribute 
the economic growth.
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The paper  continues with the following: first, a view of TOP 50 
universities and their offering of service innovation programmes. The 
lack of holistic multidisciplinary service innovation programmes evoked 
us to study educational information elsewhere. The exemplary of the 
service syllabi shows the strong marketing orientation. The service 
design map shows the design orientation. Second, a single case of 
the pioneering  Master’s degree programme in service innovation is 
presented. Finland has a good international reputation in education 
in general and especially in the service domain. The case includes the 
experiences from Laurea University of Applied Sciences. Third, we 
analyse the findings and suggest  considerations for HEIs to develop 
their curriculum. Finally,  conclusions are drawn and future research 
directions are offered.

I. THE GLOBAL VIEW  
ON SERVICE RELATED PROGRAMMES

Service innovation has grown  considerably as an economic activity. 
Service innovation is  considered to create jobs and employment, to be a 
main source of  company start-ups, to renew industries and clusters, and 
tackle the societal challenges such social entrepreneurship and new forms 
of care (Gallouj and Djellal, 2010; Schilling, 2011). This development 
is the background explaining why, a variety of service topic induced 
programmes have emerged into higher education to prepare future 
professionals with new  competences. HEIs reach out the society around 
them; whether it is business organisations, public sector or non-profit 
organisations. A rich research tradition of university–industry relation-
ships testifies this. For example, the interaction with working life; the 
activities, the benefits and the barriers of this interaction (Deschamps 
et al., 2013; Harryson et al., 2007; Jongbloed et al., 2008; Walsh et 
al., 1997). Moreover, many scholars (Britto et al., 2013; Deschamps et 
al., 2013) affirm that the initiatives for collaboration exist around the 
world. Yet, scarce are investigations how these relationships influence 
on the curriculum development of HEIs. 
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Roberts (2015) reveals that the higher education curriculum–in gen-
eral–is shaped by  academics’ beliefs about educational and  contextual 
influences. Five orientations to curriculum design were identified which 
provide insights into the influences which shape curriculum and teach-
ing practices, and how they respond to the educational change. These 
are discipline-based orientation, professional and academic orientation, 
personal relevance orientation, social relevance–reform orientation, and 
systems design orientation. 

Experiences	of	the	 authors,	in	 education	 and	research
(in	service,	innovation,	 design)

The	study:	plan

Literature
service	innovation

Competences	 and
skills	in	service

innovation	 literature

No	clarification	 HOW
the	skills	and

competences	 are	acquired

2	gaps	in	the	literature

The	case:
Laurea	UAS

The	study:
Education	 perspective

Top	university	analysis

ServSig syllabi

Service	design	world	 map

Lack	of	research	on	
service	innovation
education	 in	HEIs

Course-based;	lack	of
complete	 degree

programs

Identified	the	need	for
formal	degree	programs

Fig. 1 – Framework of the study.
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Figure 1 depicts the framework of the study. To find out how 
the service innovation education is evolving, a study was  conducted 
(Ferruzca et al., 2016). It revealed a lack of publication on this issue. 
This experience triggered further analysis. This paper is a first attempt 
to reduce the gap in the literature. Next, three sources of information 
are  considered to build the overview of the service innovation educa-
tion: The top 50  universities’ offering in service innovation, a syllabi 
published by a service research  community, and an open service design 
world map. These sources serves only as a reference to illustrate the state 
of art of the education in relation to service innovation and bring up 
the challenge of educating innovators for service economy. The response 
time of HEIs to the changes tend to be slow. 

TOP 50  UNIVERSITIES’ OFFERING  
IN SERVICE INNOVATION

The university rankings provide the list of universities that are the 
best in the world. The premise is that the leading universities also 
modify their education according to the needs of the society in order 
to stay on top of the index. 

To select the HEIs and their programme offering, the Times Higher 
Education World University Rankings 2015–2016 (Times Higher 
Education) for the top 50 universities was analysed. This ranking 
allows identifying, from an academic point of view, service innovation 
programmes offered by leading universities. From our point of view, 
the 50 universities reviewed provide enough evidence to describe the 
current situation. The web sites of the 50 universities were examined 
in order to identify service related programmes. Then, the programme 
description and curriculum was reviewed. 

In order to categorize programmes, a matrix was developed (Ferruzca 
et al., 2016). The matrix reveals the categories that are based on two 
 competences in service innovation: 1) the business and 2) service devel-
opment and design  competences. 

The analysis of top 50 universities, in which 13 meet our selection 
criteria, is based on the type of the programme and its curriculum 
 content. It revealed that all 13 of them offer 30 courses related to 
service innovation: 7 are offered as executive course, 10 are related to 
undergraduate programmes and 13 are part of graduate programmes.
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The findings of this study indicate that some of the 50 best global 
universities (26%) offer a service innovation course. Most of them are 
part of  master’s degree programmes in several domains like design, 
business, information systems, information and knowledge management, 
manufacturing and human  computer interaction. Only the executive 
programmes are  completely focused in service innovation. However, 
those programmes are too short to cover all aspects needed and do not 
lead to degree.

Also, the most popular topics of study covered in curriculum are 
those related to user-centric service design and managing the service 
business. However, only two service design programmes seem to cover 
all the areas of expertise services designers and developers need.

Finally, geographically, most of the courses are offered by universities 
in the USA (19 of 30), followed by the United Kingdom (8 of 30) and 
then Canada, Hong Kong and Sweden offer one course each one. To 
 conclude, the investigation shows that the topic is taught through indi-
vidual courses and that there is a lack of a holistic and multidisciplinary 
service innovation programme. The criteria to select 50 universities in 
this explorative exercise followed a practical approach. It demonstrated 
clearly the current situation in higher education in which  complete 
service innovation programmes are under-developed. 

SERVICE SYLLABI

Service researchers and  educators’  community and networks–both 
national and international–have been developing in recent years. One of 
the forerunner multidisciplinary  communities is SERVSIG, which iden-
tifies itself as Your Service Research Community. SERVSIG (SERVSIG, 
2016) is a well-known platform (www.servsig.org) for those interested 
in service research in academia or industry. It is an international service 
research  community. The  community of SERVSIG has co-created an 
open syllabi of service logic related courses provided around the world. 
Although it is mostly marketing discipline related, it is widely known and 
linked to innovation in service. These are the reasons to explore it with 
more detail and to  complement the previous international  comparative 
study. The published set of 69 service syllabi was analysed. Each of the 
syllabi published in  SERVSIG’s website was examined following the 
same criteria are those described in section 1.1.
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The exploratory review of the 69 service syllabi revealed that 57% 
are related to under-graduate programmes and 44% are part of graduate 
programmes. Most of the programmes are offered by universities in the 
USA (71%), and the rest by eight different countries. Noteworthy is 
that it does not include any emergent economy.

The  conclusions of this review indicate that most of the courses are 
 completely marketing oriented (88%) and thus they include more vari-
ety in business management and leadership  competences. To  conclude, 
this listing provides neither holistic nor multidisciplinary perspective.

SERVICE DESIGN WORLD MAP

The world map provides the current state of service design, which is 
closely linked to innovation in service. It is driven by the service design 
 community but it is less active than SERVSIG  community. However, 
it indicates that service, innovation and design are closely intertwined 
and are spreading in the world. The SDWM (Service Design World 
Map, 2016) is an open and collaborative map on the web where differ-
ent service design actors like  consultancies, schools or  companies can 
be identified. For this study, we focused on HEIs because they are the 
only to offer formal education programmes in the traditional sense of 
teaching, although  consultancies can also teach service innovation. For 
each of the HEI identified, a review of its academic website was analysed 
in order to identify what kind of service innovation programme they 
offer according to criteria formulated in section 1.1.

The analysis of the SDWM, in which 20 schools meet our selection 
criteria, offer different types of courses (which have been also reviewed). 
The exploratory review of 30 HEIs revealed that 20 offer a total of 23 
service innovation courses. For the rest of the HEIs, we  didn’t find any 
related syllabi. Most of the programmes are offered by design schools 
in Europe and the USA. However, 2 of them are offered in Brazil and 
2 more in Chile. 9 of the courses are full graduate programmes and 
the rest are part of undergraduate programmes or executive courses.

The findings of this study indicate that most of the programmes are 
design oriented (88%) and thus service design  competences, covering 
themes like value co-creation and user-centric service design, have a central 
position in their curriculum. Most of the HEIs offer design education.
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II. INSIGHTS FROM THE SERVICE INNOVATION  
AND DESIGN PROGRAMME IN FINLAND

At Laurea University of Applied Sciences (in short Laurea), the glob-
ally pioneering  master’s degree programme in service innovation and 
design (in short SID) incorporates business studies with service devel-
opment  competences in order to educate future business practitioners 
with specific service design skills. Thus, the SID programme aims to 
provide students with a holistic view with multidisciplinary knowledge.

Laurea operates in the Greater Helsinki Metropolitan area in Finland. 
It has ca. 8000 students and 500 faculty and staff members. It is the 
most awarded university in Finland (www.laurea.fi) since the Finnish 
Higher Education Evaluation Council (FINHEEC) has audited and 
nominated five ‘Centre of  Excellence’ assessment awards to Laurea in 
2003–2012. Laurea has been audited two times: in 2010 and 2016. In 
2016 international audit, the SID programme was selected to represent 
all of the  master’s degree programmes.

The first SID  master’s degree programme curriculum was developed 
in 2008 for the relevant licence application submission to the Ministry 
of Education and Culture. SID is globally the very first business driven 
 master’s degree programme focused on service innovation and design. 
Therefore, the history of the SID programme is elaborated in detail in 
several published articles (see for example Ojasalo and Ojasalo, 2009, 
2012; Ojasalo, 2012) and not described in detail in this paper.

Prior the SID programme, service innovation, design or development 
studies could only be found as an individual module or as an additional 
part in mainstream study units. This is still the case based on the 
analyses discussed in this section. 

To start with, there was no curriculum that could be benchmarked. 
Therefore, the development of the SID programme was based on an exten-
sive fact-finding exercise that was carried out to examine the significance 
of service innovation, service development and service design  competences, 
and the future  competence needs. As a result of development efforts that 
included the extensive involvement of both international and regional 
actors, a curriculum was drawn. It was a good response to anticipating the 
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new  competence needs of the working life. It is also a  competence-based 
curriculum designed to create distinctive  contemporary  competences 
needed in society today. The main  combination of the  competences are 
a) business  competences in service innovations and b) service design 
 competences (Self-evaluation report 2015, internal document).

The  master’s programme has been implemented since 2009 with 
the first enrolment of the students. From the start, the programme was 
subjected to systematic evaluation (Self-evaluation report 2015, internal 
document). Only some minor adjustments have been done during the 
annual evaluation of the curriculum in later years.

The development of the programme and later on the evaluation of 
the programme draw widely on the variety of service-related research 
in the field, international and Finnish networks, and feedback from 
students, teachers and other stakeholders. The teachers in the SID pro-
gramme actively carry out service innovation research, participate in 
academic and professional  conferences and seminars of this field, thus 
keeping up to date on the latest information and  competence needs. 
Besides  conducting research in the field, the teachers maintain broad 
working life networks. The teaching staff in the programme is experi-
enced in both theory and practice: teachers have a doctorate, a licentiate 
or a  Master’s degree in the field with strong working life experience. 
Moreover, foreign experts are involved in the programme providing 
specific expertise (Self-evaluation report 2015, internal document). Laurea 
has also an active role in regional development and further developing 
the university–industry relationships (Laurea-ammattikorkeakoulu, 
2010; Tossavainen, 2007; Tossavainen, 2012a).

The selection of teaching methods and learning environments is 
guided by the specific learning outcomes of the SID programme and the 
student feedback in particular. The teaching is based on the pedagogical 
approach of Learning by Developing (LbD). The LbD approach (Raij, 
2007; 2014) places the students in the centre of his/her learning expe-
rience. Both individual work and group work is carried out throughout 
the studies. As the approach is very work life oriented, majority of the 
learning exercises are based on real life challenges. This provides for 
each student an authentic case to solve, partnership with professionals 
in working life, experiential learning opportunities and research-based 
information building. In keeping with the learning outcomes, the SID 
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programme favours a variety of creative, participatory methods which 
allow all participants to benefit from the  students’ prior learning as 
 comprehensibly as possible. Competence is actively created together 
(Self-evaluation report 2015, internal document.)

Classroom teaching provides the basis for learning new skills and 
 competences. The creative  communal work is emphasized during the 
 contact sessions. The  contact teaching is supported by online learning 
environments. As the digital environment in both business and in 
education develops quickly, it is incorporated with the studies. 

Over the years, effective practices have been established for plan-
ning, implementing and evaluating the programme, which ensure its 
 continuous development of the SID programme. As stated previously, 
the programme has been subjected to systematic evaluation since 2010. 
The SID programme has participated in two curriculum reviews imple-
mented in Federation of Universities of Applied Sciences, in Finland, 
(FUAS) cooperation. In 2010–2011, the programme took part in an 
internal FUAS cross-evaluation of  Master’s degree programmes. This 
evaluation  comprised an extensive self-evaluation and peer evaluation, 
and it targeted broadly the objectives, planning, implementation, results 
and impacts of the programme. In 2011–2012, the SID programme 
took part in the international FUAS Curriculum Review process. The 
latest evaluation was carried out in the beginning of the year 2016. 
The authority responsible for this international audit was the Finnish 
Education Evaluation Centre (FINEEC). The SID programme was the 
sample of  master’s degree education at Laurea. 

For each of the evaluations, an extensive self-evaluation report has 
been produced within the teacher team of the programme supported by 
the top management and support functions. As part of the self-evalu-
ations, several key strengths and also some areas for development have 
been identified. Based on the results of the evaluation, the following 
best practices are identified: 

1. A  comprehensive feedback collection system that supports 
programme development: involving students extensively in 
programme development.

2. Common follow-up indicators and jointly set targets: systematic 
monitoring of the indicators.
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3. Uniform programme processes and clearly defined tasks and 
responsibilities of the actors relevant to the programme.

4. Competent and  committed personnel: a  common focus and 
ability to respond fast as a result of the long-term shared 
planning and implementation work of the teacher team.

5. Active participation of the teachers in networks of their field 
and close  contacts with SID alumni helps to maintain working 
life relevance.

To  conclude the short tale, the SID programme is a not a traditional 
one. SID programme is not only a business degree. Further, it is not 
just a set of methods. It is a truly novel degree programme facing dif-
ferent challenges. Among those are 1) the  forerunner’s position, 2) the 
un-developed discipline, 3) the status of the paradigm shift found in 
service business research, and 4) the participative multi- stakeholders’ 
perspective. Furthermore, SID students play a crucial role in providing 
feedback of the studies and they return through engaging graduates 
(alumni) to promote the thinking and the programme. To  conclude, 
the case Laurea substantiate that  complete degree program is needed 
and executed. Moreover, it outlines the challenges but provides insights 
for other HEIs.

III. SUGGESTED  CONSIDERATIONS  
TO SHAPE THE HIGHER EDUCATION

This section provides insights and suggestions to improve service 
innovation education. Based on the  comparative analysis with wide 
spectrum of information on HEIs, programs and courses, syllabi, and 
map, we have provided an extensive view of the current understanding 
of service innovation education. 

Although service innovation and especially service design have gained 
a foothold in Europe and USA, the review suggests service innovation 
education offering is scarce in others regions, especially in emerging 
economies. Only a few service design programmes were identified in 
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emerging markets (China and Brazil). However, service innovation 
courses are provided in developed economies like the USA, the United 
Kingdom and other European countries. Only a few programmes 
have an integrative orientation that supports developing the required 
 competences for service innovation.

The paper suggests that the educational transformations are required 
in global viewpoint. The curriculum development is needed to take 
place in educating the future generation of service innovators and their 
 contribution to the service industry growth. Through the analysis, we 
have identified some key suggestions to HEIs to  consider (see Table 1 
below). The first five suggested  considerations are categorized by Roberts 
(2015) albeit aimed at undergraduate curriculum development: disci-
pline-based orientation, professional and academic orientation, personal 
relevance orientation, social relevance–reform orientation, and systems 
design orientation. The following  considerations are based on the results 
of the studies presented in this paper.

Table 1 depicts some of the main  considerations found during the 
study. Although we agree on the suggestions by Roberts (2015), we 
found them too narrow. In general situation, and in undergraduate 
 context, they form a good basis to start the development. In the case of 
the emerging discipline, such as service innovation, the principles are 
slightly different. First of all, the HEI should understand the education as 
a service and apply the basic principles of service logic in the institution. 
Moreover, to achieve service innovation in HE and in the design of the 
curriculum means applying those service driven  competences and skills 
with related models, methods, techniques, and tools. As such the service 
innovation programme needs to be developed holistically, focusing on 
multidisciplinary, with multiple stakeholders including not only the 
students but also the representatives from the firms, organisations and 
the public sector.
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CONCLUSIONS

Higher education  institutes’  concern is to have education, facilities, 
and programmes available that would respond to the changes of the 
society and  competences of future professionals. At its best, this is also 
closely linked to the good industry practices. Aligning education with 
industry needs is a topical issue while a mismatch between skills and 
jobs means that the match between education and employment oppor-
tunities can be improved (Moss Kanter, 2012).

Inevitable service economy rise impacts on society at large. This needs 
to be visible also in higher education. This study addressed how well the 
current programmes respond to the  competence needs described in the 
literature, and how visible those changes are in terms of programmes 
and courses provided. This paper introduced a  comparative study of the 
programmes in the emerging field of service innovation education. The 
analysis has shown that the majority of the service related education is 
based on individual courses and that  complete or holistic degree pro-
grams are scarce.

Prior to the SID programme, service innovation, design or devel-
opment studies could only be found as an individual study module or 
as an additional part in mainstream study units (courses). The service 
syllabi by SERVSIG shows the majority of individual courses related 
to the marketing discipline. Service innovation is a holistic approach 
and touches other functions of the organisations from marketing, to 
logistics, production, finance and human relations. Individual course 
or study units can be a good starting point for a HEI to get involved 
with a new topic. The SID programme experience shows that in order 
to provide the required holistic view on service business and service 
innovation, a  complete multidisciplinary programme should be estab-
lished. This case serves as a trigger to  consider, how to embed service 
innovation in HEIs, strengthen their service innovation capabilities or 
improve existing programmes.

Service innovation and design education should matter not only to 
developed economies but also to emerging markets, because its prac-
tice in global scale has grown in the last years. Service design has the 

© 2016. Classiques Garnier. Reproduction et diffusion interdites.



 EDUCATING THE FUTURE GENERATIONS OF SERVICE INNOVATORS 109

capacity to increase innovativeness in product-services also through 
visualization of the holistic service development process (Tossavainen and 
Kaartti, 2015). Besides, the service industry in emerging markets has 
a potential to grow and improve the societies. For example, according 
to the INEGI (The National Statistics Institute in Mexico), the service 
sector in Mexico was the main engine of economic growth in 2015. It 
has had a good performance also in the last years. However, as the rest 
of Latin America, the third sector needs to be improved. According 
to REDLAS (The Latin American Network for Research on Services) 
more efforts are needed to better understand the role of services in this 
region (REDLAS, 2016).

To  conclude, the analysis presented has an explorative character 
which should be  considered as a first attempt to approach the actual 
state of the art in service innovation and design education and what are 
the challenges in this domain. Besides, because not all the reviewed 
syllabi had clear information about curriculum, identifying educated 
 competences was challenging. Nevertheless, this paper can be a useful 
material for those interested in launching a service innovation and 
design programme in developed and emerging economies or improving 
existing ones. 

The formal education needs to be modified. For this educational 
renewal, the authors call for a larger and multidisciplinary  community 
(including service educators, researchers and professionals) to identify 
and define the baselines for the higher education degree programs. 
Additionally, more research is needed to identify if existing service 
innovation and design programmes are included in innovation degrees 
or in service degrees.

An interesting avenue for future research is to study how the teach-
ing team, in different economies, is educated for the 1) substance, i.e. 
transformation of service business economy, 2) pedagogical reforms, e.g. 
 competence-based, student-centred education, 3) requisites, i.e. service 
innovation and design processes, models, methods, techniques and tools.

Finally, it is necessary to do research for understanding the service 
sector in all markets with the aim to study, how to better introduce 
service innovation in different countries. The study could reveal different 
 competency needs in emerging markets in  contrast to those of developed 
countries. We foresee that some of the new  competences and skills are 
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similar but differences may appear in research. Additionally, to better 
understand the progress of the education in service innovation, a survey 
to gather information from practitioners and scholars could be developed. 
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