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Drucker observes that ‘innovation is the specific tool of entrepreneurs, the means by which
they exploit changes as an opportunity’ (Drucker, 1985)................... 1



Michael Porter, shifts the focus of attention by highlighting that innovation cannot be treated
solely from an individual or firm level since the process of innovation is embedded within the
national or regional context (Porter, 1990). ................ 1

Tushman and Nadler (1996) focus on the firm in noting that ‘innovation is the creation of
any product, service or process which is new to the business unit’. Innovation comprises of
two parts, the generation of an idea or invention and the fruitful commercialisation of that
invention/idea .........c.ccoevvevvvnnenns 1
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Innovation as creation, Innovation as diffusion and learning, Innovation as an event,

Innovation as a trajectory, Innovation as change, Innovation as a (firm-level) process,
Innovation as a context (region, nation, etc.) level process ......... 2

-Gt N gpd)
& Levit da skl 0 Bl alud) A& S0 &)l cleaddl 8 IS5V Glpa gad mlaj
! 12a

AN J) gadd) Aila)

Innovation in manufacturing is more product and technology-oriented and relies on
technical expertise and professional capabilities, while the role of cultural capabilities and
human capital capabilities such as person-to-person skills and customer interface and
communication skills is more significant in service innovation. Also, manufacturing
innovation tends to involve a high degree of expenditure on R&D activities around product
and technology. On the other hand, such R&D expenditure is relatively lesser when
innovating services.

While service innovation is distinct from innovation in manufacturing, the service sector has
also applied manufacturing practices in undertaking innovation. .......... 2

Many years ago, Levitt (1972) called for the “industrialization” of service through the
adoption of standardized, technology intensive processes as found in manufacturing.

The “modularization” of services, that is, the breaking down of services into various modules,
for example, has allowed mass customization to go hand-in-hand with standardization by
recombining service modules in many ways. ......... 2

This has resulted in a variety of service innovations as seen in fast food chains and call centers
coming from productization of services. At the same time, the “servitization” of
manufacturing, that is, manufacturers offering services to customers, is also on the rise adding
a new dimension to service innovation ........... 1
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