
EXECUTIVE SUMMARY 

Service Ecosystem Design: Propositions, Process Model, and Future Research Agenda 

 

Service design has been widely embraced by firms, public organizations, and communities as 

a promising approach for driving innovation and transformation. However, despite the 

excitement around service design, practitioners often struggle to implement the newly 

developed services and realize lasting change. A new article in the Journal of Service 

Research by Josina Vink (Oslo School of Architecture and Design, Norway), Kaisa Koskela-

Huotari (Karlstad University, Sweden), Bo Edvardsson (Karlstad University, Sweden), Bård 

Tronvoll (Inland Norway University of Applied Sciences, Norway and Karlstad University, 

Sweden) and Katarina Wetter-Edman (Örebro University, Sweden) builds a systemic 

conceptualization of service design, which they call service ecosystem design, that can 

strategically inform practitioners as they navigate the complexities of catalyzing change in 

service systems. 

“The issues with long-term implementation of service design in practice reveal a 

reductionist view of service design that ignores institutional arrangements, the enduring and 

interrelated rules, norms and beliefs, and other interdependencies that influence design efforts 

within multi-actor service systems” argues Josina Vink, Associate Professor of Service 

Design at AHO. “In our work, we inform the conceptual building blocks of service design by 

applying service-dominant logic’s service ecosystems perspective to develop four core 

propositions and a multi-level process model of service ecosystem design.”  

Service ecosystem design differs from the traditional understandings of service design 

by reframing the purpose of service design to facilitating the emergence of desired forms of 

value cocreation. As such, it acknowledges the uncontrollable, phenomenological, and 

cocreated nature of such outcomes. Regarding design materials, service ecosystem design 



reconciles the tension within the existing perspectives on service design between the social 

and material by recognizing institutional arrangements, which include both physical 

enactments and invisible social structures, as the central design materials. In terms of process, 

the conceptualization of service ecosystem design identifies two core design processes—

reflexivity, an awareness of existing institutional arrangements, and reformation, intentionally 

shaping institutional arrangements—which are embedded within the ongoing reproduction of 

service ecosystems. In other words, all service design activities are always influenced by the 

very same prevailing rules, norms, and beliefs that they try to shape. With regards to actor 

involvement, service ecosystem design recognizes the agency of all actors in an ongoing 

process of collective designing and that the focal design efforts are always influenced by 

multiple design and non-design processes. 

Service ecosystem design advances service design theory by: 1) identifying aspects of 

service design that were previously taken for granted; 2) explaining how intentional, long-

term change emerges; and 3) expanding the scope of service design beyond projects. 

Furthermore, it offers a foundation for future research on service design that involves 

extending the systemic conceptualization of service design, conducting more holistic 

empirical investigations, and developing practical methods and approaches for the embedded, 

collective processes of designing. As such, service ecosystem design opens a new chapter in 

the ongoing evolution of the theory and practice of service design. 

 

 


