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• Introduction: What is ITSM and (why) is it important?

• Value co-creation versus value facilitation and the moderating 

role of strategic context

• Future research perspectives

• Wrap-up and discussion

Structure of the Talk



Poll #1: How much do you know about IT 

Service Management?

A. Not much

B. Some idea

C. ITSM expert
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Definitions

“Information technology service 
management refers to a principle that uses 
widely accepted “good practices” for 
organizing processes and people around 
customer-oriented services, rather than 
around tasks related to managing systems 
and physical infrastructures.” (authors)

IT Service Management (ITSM) is “the 
implementation and management of quality 
IT services that meet the needs of the 
business.” (ITIL4)

An IT service can be defined as: “a means 
of enabling value co-creation by 
facilitating outcomes that customers want 
to achieve, without the customer having to 
manage specific costs and risks.” (ITIL4)

• Wide adoption of ITSM frameworks

(~75% in DK, higher in public sector) 

• ITSM assets account for majority of 

total cost of IT ownership (Galup 2009)

• ITIL4 just came out recently

What is ITSM? …and why is it important?

Source: itSMF Global Survey 2017
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ITIL specifies >25 practices across four
domains
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But are stable ITSM practices still important in 
a digitally transforming world?

Source: Iden and Eikebrokk (2017)



11

Changes to ITIL in the era of digitalization:

• Focus on co-creation of value

• Compatibility with DevOps and continuous delivery

• Practices added (e.g. architecture mgt, Workforce mgt, software dev.)

From service life cycle to service value chain -
ITIL 4 aims to be even more encompassing
ITIL version 3 (2007/2011) ITIL 4 (2019)
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We know:

• ITSM widely used

• Various benefits reported 
(process effectiveness, 
service quality, user 
satisfaction, etc.)

We lack:

• Theory about how these 
outcomes come about 

• Knowledge whether this 
holds for all companies

Initial RQ: 

Does context matter?

(early stage exhibit) 

So, what‘s the gap?



13

• Introduction: What is ITSM and (why) is it important?

• Value co-creation versus value facilitation and the 

moderating role of strategic context

• Future research perspectives

• Wrap-up and discussion

Structure of the Talk



Poll #2: Who is familiar with the Service-

dominant logic (SDL) here?

A. Never heard of it

B. Some idea

C. SDL expert
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Research constructs

Theoretical framing: 
Service-Dominant Logic (Vargo & Lusch 2004, 2008)

Service planning 

Service operation

Service transition

IT Service 

management 

capability1

IS-business

alignment2

IS strategic

orientation4

Innovativeness

Conservativeness

IS effectiveness3

versus

Sources:
1 Wulf, Winkler, Brenner (2015) Measuring IT Service Management Capability: Scale Development and Empirical Validation. Wirtschaftsinformatik Proceedings.
2 Tiwana & Konsynski (2010). Complementarities between organizational IT architecture and governance structure. Information Systems Research, 21, 2
3 Grover, Jeong, & Segars (1996) Information systems effectiveness: The construct space and patters of application. Information & Management, 31, 4
4 Chen, Mocker, Preston, and Teubner (2010) A. Information systems strategy: Reconceptualization, measurement, and implications. MIS Quarterly, 34, 2

Core concepts

• Specialized capabilities

structure the provider/

customer interation

• Interactional value co-creation

• Value is generated in use

• Generation of value is

inherently contextual
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IS strategic 
conservativeness: 
The degree to which the 
organization follows a stable 
approach to IS initiatives by 
carefully examining IS 
innovations once they have 
been proven in their industry.

In contrast: 

The IS innovator seeks to be 
an industry leader by 
exploring, developing, and 
capitalizing on new IT services

Conceptualizing strategic context

Source: Chen, Mocker, Preston, and Teubner (2010) A. Information systems strategy: Reconceptualization, measurement, and implications. MIS Quarterly
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Provider as value co-creator

• Interaction is a prerequisite 

• Operant resources structure the 
interaction 

• Interaction creates 
opportunities to co-create 

• Interaction is a dialogical 
process of mutual goal 
alignment

• Indirect effect of ITSM capability
on effectiveness

Value co-creation versus value facilitation

Service Logic Grönroos et al. (2008, 2011, 2013)

Key sources:

Grönroos, C. Service logic revisited: Who creates value? And who co-creates? European Business Review, 20, 4 (2008), 298–314

Grönroos, C. Value co-creation in service logic: A critical analysis. Marketing Theory, 11, 3 (2011), 279–301.

Grönroos, C.; and Voima, P. Critical service logic: Making sense of value creation and co-creation. Journal of the Academy of Marketing Science, 41, 2 (2013), 133–150.

Provider as value facilitator

• No interaction

• Provider uses its operant 
resources to offer access to 
operand resources that carry 
potential value-in-use 

• Potential value is turned into 
value-in-use when customers 
use these resources and add 
other resources

• Direct effect of ITSM capability
on effectiveness
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Research model and hypotheses

IT Service 

management 

capability

IS-business

alignment

IS strategic 

conservativeness

IS effectiveness

Service planning 

Service operation

Service transition

H1:  ITSM capability enhances IS effectiveness because it improves IS-business alignment. 

H2:  IS strategic conservativeness strengthens the positive effect of ITSM capability on IS effectiveness.

Controls: industry sector, 

HQ location, client size, Service 

orientation, regulatory exposure, 

vertical position, horizontal 

position, job tenure

H1

H2



Poll #3: Which link do you think is stronger, the 

indirect (co-creation) or the direct (facilitation)?

A. Indirect link stronger 

(value co-creation

B. Direct link stronger 

(value facilitation)

C. About equally strong

D. Undecided
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Indirect mediated effect accounts in average for 64% of the total effect.

But, it depends on the strategic context:

• Conservative companies benefit through value co-creation and value
facilitation (about ~50/50%)

• Innovative companies benefit less, and only through value co-creation

The answer is: It depends…
Moderated mediation results
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• Do we need more research on the specifics of ITIL4 ?

• What‘s the future of the Service-dominant logic in IS? 

• Can we revitalize a Nordic ITSM research collaboration?

Future research perspective – Open questions



23

• Introduction: What is ITSM and (why) is it important?

• Value co-creation versus value facilitation and the moderating 

role of strategic context

• Future research perspectives

• Wrap-up and discussion

Structure of the Talk



THANK YOU!
Till Winkler


