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The paper puts focus on innovations from the service encounter and more specifically the 

ICT-based service encounter.  

The paper began by stating that there is a considerable amount of research done regarding 

the service encounter. Furthermore, the topic of service innovation has increasingly come 

to the fore in the past decade. In order to study innovations from the service encounter, it 

is an obvious approach to combine the two previous research areas. This has been the aim 

of the paper with a special emphasis on the ICT-based service encounter. 

The aim has thus been to test the service encounter approach with respect to how much it 

potentially can contribute to an understanding of innovations emanating from the meeting 

between employees and customers in services involving ICT-based interaction. The 

implementation of ICT in services contributes greatly to the innovation of services, but in 

order to better understand innovations in ICT-based employee/customer interaction, a 

service approach’ is one of the important ways to move forward. 

With the purpose of specifying the term ‘ICT-based service encounter’, the paper 

differentiates between three such encounters: 

1) Face-to-face service encounter with ICT-based customer/employee interaction. 

2) ICT-based service encounter with ICT-based customer/employee interaction.  

3) ICT-based service encounter where the customers are part in creating the service itself. 

In the first type of encounter, a ‘service approach’ clearly has much to say. It is a 

traditional face-to face supplemented with an ICT-based customer/employee interaction. 

Encounter supplemented with an ICT-based customer/employee interaction. The second 

type of encounter raises more complex issues. There are two sub-categories at stake. The 

second sub-category concerns e-services, where the product traded is data, information or 

knowledge which can be transported on communication networks. Especially with 

respect to the second sub-category, where the core products partly have goods 

characteristics, the applicability of a traditional ‘service logic’ is an issue for further 

discussion. 

Users are not only a source of inspiration for innovations; users themselves take part in 

the production and innovation processes.  

The service encounter approach certainly has much to contribute to the understanding of 

the innovation processes in these kinds of interactions between employees and users. 

However, it should also be noted that the growing amount of research in, for instance, 

social media and open source software takes many other avenues than the service 

encounter approach. 
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In conclusion, the service encounter approach offers a promising research avenue for 

understanding innovations from the ICT-based service encounter. However, it needs to be 

adapted to the ICT-based context and supplemented with additional approaches 

especially in the cases of ICT-based services where the users also are producers. 


