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Abstract

Identifying susceptibility of the services sector to innovations detects tools and techniques of maintaining
the innovation process at the stages of creating and delivering services. The hypothesis of needs through inno-
vation for business development and the hypothesis of connectivity degree of individualization technologies and
products and innovation capacity of the industry are put forward and verified. The method of expert assessment
of the level of innovation was applied using a questionnaire form in 2013 of the Krasnoyarsk region. The study
design corresponds to the classification of the Oslo Manual on innovation. The comparability of service indus-
tries and types of innovation in the degree of development is ensured by the formation of the matrix of normal-
ized values. The concept and phenomenon of "through innovation™ are substantiated by the necessity of detail
management methodology and reflection of the functional specificity of the production processes in the segment
of "service industry." The verification of the hypothesis of needs through innovation for business development
and the degree of individualization hypothesis connectivity of technologies and products and innovation capaci-
ty of the enterprise sector shows the direction and possible regulatory instruments, the rate of development of
the sector through the identification and addition of the "initial" innovation.
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Introduction

The particular importance of innovations in ensuring the overall and competitive sustainability of busi-
ness practices is the ability to change their service quality, service satisfaction, increasing multiplicity of loyal
customer transactions. The ability of innovations, based on economies of scale to reduce unit costs of delivery
the benefits through changes of technological, technical, operational and economic parameters of services pro-
duction, the increasing of the range of related services, the optimization of the cost structure and the rise of the
efficiency of resource use (including the quality of labor, forms of motivation) actualize the requirement of
modernization of technology management services sector. The purpose of the study is to find the reason to
change the approach of management in the service sector for securing the streaming nature of innovations as a



source of a new quality economic development resources. The features of the analytical method of "through
innovation” are shown in the transformation of service management. The need for structuring the objective dif-
fuseness of service activities, expressed in blurring the boundaries between marketing, the organization, pro-
cesses and products has led to the use of "Oslo Guidelines". The detected synchronization of production and
consumption, substantial synchronization of business processes, the requirement of simultaneity of innovation
across all components of providing services led to the necessity of the visualization of the results by Radar,
providing the visibility of opportunities of standardizing the management tools. The overview of the sources
precedes the presentation of research results that served as the justification of applied methodological model.
The foundation of design and methods of the study is based on the previous works of the authors, confirming the
reliability and continuity of the results. The putting forward explanatory hypothesis during the discussion are
reinforced by relatedness with independent sources of data about the development of management practices and
processes of creation and the delivery of the services sector and allow the authors to carry out a typology of
service industries about the connection of the characteristics of innovation and features creating a product and
makes it possible to offer the use of additionality as the innovation management principle of industries services
being developed in the logic of "through innovation."

The choice of methodology

The methodological approach of the study is determined by the current state of economic, institutional
and applied management knowledge. The changing of the location and the value of services in the course of
economic development is established by the theory of post-industrial society D. Bell (Bell, 2004)

The theory of technological structures S.Yu.Glazeva (2000). Already three-sector model of the struc-
ture of social production Fischer-Clark-Fourasti¢ (Fisher, 1939; Furaste 1964; Clark, 1957; J. Fourasti¢ (Four-
astié J., 1964) highlights the tertiary sector of services. The retentivity, as the principle of formation of the ser-
vice sector, into which the activities are attributed significantly not relating to the primary and secondary sectors
(agriculture and industry), influenced the vagueness of the concept of "service". The terminological uncertainty
of the concept in the use of Russian researchers exists from the period of Soviet economic science and originates
from Marx's two approaches to the essence of services. The first approach is based on the specificity of the
forms of work, while the latter finds particular result of desired effect activity. Later there is the thesis of the
included services into the supply process of a commodity, confirming the communicative function of trade in
the interaction of buyers and sellers. In connection with a communication function of the service the innovation
of'buyers’ life practices is particularly important, moreover — the innovative economic environment in which the
innovation process begins (Malakhovskaya, 2009).

The researchers established the connection of high volatility of the economic environment and trans-
formation rate in the creation and delivery of services. The research confirmed the value of the competitive en-
vironment and the quality of competition (the model of improving or not deteriorating selection). According to
the logic of the theory of utility the service forms the required effect for the buyer, showing him the benefit of
the new changes in the quality or producing benefits already existing. Such an interpretation allowed to identify
a match directly of a consumption and the moment of services delivery as a welfare. On the basis of the broad
definition that characterizes the service as any type of benefits, which is mainly intangible and communicates
only with the individual performance of increasing prosperity, not giving instructions to the specific production
processes that create services Kotler deploys successful marketing models for business services sector (Kotler,
2014; Kotler, 2012).

Russian researchers attempt to typology services (Korol, Hclunov, 2014) based on their properties such
as the functionality (manufacturing, consumer, social, distribution), in processes (end, intermediate), consump-
tion patterns (massive, collective, individual), role (main, auxiliary) and so on. International Standard Industrial
Classification of All Economic Activities (ISIC / ISIC), Statistical Classification Economic Activities of the
European Union (NACE / NACE) divides all services into 160 items to 12 aggregated clusters: business ser-
vices; communication services; construction and engineering services; distribution services; educational ser-
vices; services for the protection of the environment; financial services, including insurance; health services and
social services; tourism and travel; services in the field of leisure; transport services; other services. The syn-
chronization defines the objectivity of simultaneous manifestation of innovation across all components of ser-
vices and sets characteristics of imputed clustering in the service.

Methods

The extreme variety of services determined the need for sociological, expert, statistical methods of re-
search. Due to the high variability in the definition of the object in the unit to service industries the study is
based on the provisions of the Russian Classification of Economic Activities (NACE). The forward-looking
innovative scenario is adopted as a common approach to the development analysis.

The typical conditions for the Krasnoyarsk Territory for Russian practices of services are determined
by the representativeness of the choice of respondents (Vladimirova, Petrova, 2015). The survey was conducted
in November-December 2013. The representativeness of the expert community is ensured by the position of the



head of the economic organization of the services sector. The relevance of the choice is due to the functional
capabilities and the information of the respondents (in the sample were mainly managers of large, medium and
small enterprises and organizations of the service sector). The survey was conducted by the contact interview.

In accordance with the requirements of the "Oslo Manual» (Oslo Manual, 2010), the assessment of the
implementation of different kinds of innovation was done by the enterprises and organizations of services based
on expert judgment.

The study design defined the methodology for selecting a sample cohort of simultaneous observations
of heterogeneous population, grouped according to two criteria - according to the sign of industry and Russian
standards of defining the scope of the enterprise. The inquiry of experts to assess the level of innovation was
carried out using a questionnaire form, and the subsequent processing of the data - the standard tools with Mi-
crosoft Office. Using discontinuous method of examination, which is traditionally used in the collection of in-
formation through peer review, it was once interviewed 100 managers of large, medium and small service enter-
prises of Krasnoyarsk Territory, which ensured representativeness of the sample in the region. A comparison
between actual achievements with the necessary level allowed to form a matrix of normalized values (Table 2)
providing comparable services industries and types of innovation in the degree of development. The interpreta-
tion of the data was carried out by putting the information into the table and through the use of techniques of
radar chart.

Results

The initial survey data are summarized in the form of the table. The initial view of respondents is given
in Table 1. In order to form a picture summarizing the realization of innovations by enterprises and service or-
ganizations the results of expert assessments, initially having the kind of "high", "medium”, "low™ are trans-
ferred into quantitative parameters using a scoring system from 1 to 3 to characterize the low, medium and high

(3 points awarded) the level of implementation.

Table 1 - Expert assessment of the level of implementation of innovations *
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Type Content 6 2 ° . 2
= 50T 2 © @ S| E
¥ o & s g |3 2| s
S E wn 2 o c DT
SR o c ~ < o w| .=
—88 |g &8 2 c o S| 8
SS° (Sl |qg |8 £ s 8|
=) Sl |8 b < 5 2]
= O 5 T| O x P = 0 ol = X
s> wlgle |S |8 |B< 2lg.e
C =0 g|lo =] c = gl 2>
S O n = & 15} o =T [
=2 359 @ 154 @ e .2 [ <1}
LoogEZEe |2 |2 ol g5l E»
SEC—=8 5 |8 |8, 282|8 8 o=
(%] . @®© —_ D D n | = O ©
L gs|leF |2 |od8|le s®Sl oS
c 22 Qe S |=<[=g|l9=lac2
£5S5/ 8 8|s|85|S5|3& 5
=833 TIE | |xg|lae|uwT|d 8
Technological| The creation of new technologies, equip- 1 113 |1 1 1 (1(1] 1
ment and materials
Organizational Development and implementation of a new 2 213 |2 1 2 |2]2] 1
organizational structure of management
Marketing Development of new markets and ways to 3 313 1|2 2 1 (1(1] 1
promote them
Environmental New technologies in the field of environ- 1 112 |1 1 1 (1(1] 1
mental protection
Social The use of new methods of motivation 2 212 |2 2 2 |2|2] 2
Information New information technologies 1 113 |2 1 2 |212] 2

* Source: Primary data survey.

The presentation of realization level of innovations in the form of normalized values relative to the
maximum indicator size to (3 points) allows to make a comparative analysis of innovative development of ser-
vice industries and to obtain the aggregated value for each of the branches of all types of ongoing innovations.

Table 2 - The normalized values for the level of implementation of innovations by industry services

Services sector / Technological|Organizationall Marketing| Environmental Social Information| Services,
type of innovation total




Wholesale and retail trade; 1,00 1,00 1,00 0,33 0.67 0,50 0,71
repair of motor vehicles,
motorcycles, household
goods and personal items
Hotels and restaurants 1,00 1,00 1,00 0,33 0,67 0,50 0,71
Transport and 1,00 1,00 1,00 0,67 0,67 1,00 0,89
communications
Financial activities 0,50 1,00 1,00 0,33 0,67 1,00 0,71
Real estate operations, rent 1,00 0,50 1,00 0,33 0,67 0,50 0,62
and services
Public administration and 0,50 0,67 0,50 0,33 0,67 0,67 0,56
defense; social insurance
Education 0,50 0,67 0,33 0,33 0,67 0,67 0,53
Health care and social 0,50 0,67 0,33 0,33 0,67 0,67 0,53
services
Other community, social 0,50 0,50 0,33 0,33 0,67 0,67 0,50
and
personal services
Services, total 0,69 0,77 0,71 0,37 0,67 0,70 0,64

The obtained results show a non-uniform implementation of innovative programs at enterprises and or-
ganizations of services. The range of changes in the normalized values ranges from 0.33 to 1. Thus, the gap in

the implementation of innovative technologies species reaches 67%.

The graphic interpretation in radar chart technique by industry services enables to ensure the visibility
of asymmetry built into the activities of innovation (Figure 1).
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Figure 1 - Field of innovation by industry services

Types of innovation in the distribution of radar chart axes: 1 - technological, 2 - organizational, 3 - marketing, 4
- environmental, 5 - social, 6 - information.

—SERVICES, total

The aggregation of normalized indicators creates a view
of the state of the services sector innovation stream.

Figure 2 - The field of innovation in services.

Types of innovation in the distribution of radar chart axes: 1 —
technological, 2— organizational, 3 — marketing, 4 — environmen-
tal, 5 — social, 6 - information

Discussion

The pace of sector dynamics is largely determined by the
deployment of innovations. The quality is determined by the pene-
trating innovation. The through innovation is understood by us as a
type of change-functioning system of creating and delivering ser-
vices (or other benefits), which, even appearing as embedded in
one of the elements of the generating system services (fragmented
or partial innovation), objectively creates prerequisites and forms

multiple possibilities of their imminent implementation varies as the integrity and character of the process of



creating and qualitative characteristics of the delivered goods. The emerging opportunity with to breakthrough
development provides mutual support changes in technology: the creation of good, organization and business
management, communication with partners, customers and consumers. Thus, the pass-through innovation leads
to the transformation of internal and external (direct influence) among participants of economic life to initiate
the process of innovation. These expert reviews allow us to propose to explain the specifics of the scope of the
hypothesis. First, the hypothesis of needs through innovation for business development. Secondly, the hypothe-
sis of connectedness degree of individualization of products and technologies and innovative capacity of the
enterprise sector. The theoretical basis for constructing immanence through innovation to create a platform for
business development is blurring the boundaries of the thesis of the stages of the creation of such a specific ben-
efit as a service. The empirical foundation becomes a generalization of practices of successful companies. For
example, a manufacturer and supplier of communication and information integrates Google services to institu-
tional, food and technological level acquiring video service You Tube, the service broadcasts video game
Twitch and so forth. The network company Groupe Auchan SA (operator of retail "Auchan') shows an example
of innovation through supporting innovative growing from scaling logic retail: retail innovations (hypermarkets,
supermarkets, food, household, furniture, and other subject specializations), innovation of banking activities,
innovation of real estate management for real and virtual (innovations spatial specialization) economies in
transnational format, using not only the possession or franchise (management innovations ) business organiza-
tion, applying the approach of creating its own brands (operating and marketing innovation) for controlled quali-
ty of services.

The more individually produced - the more stringent requirement is through innovation. The generative
(original) innovation can be located in any of the structural components of activities (organization, marketing,
processes, products in accordance with the requirements of the "Oslo Manual™). The creation of a unique se-
quence of management (planning, organization, motivation, control) structural and infrastructural components
of the activity provides uncopyability of results and competitive advantage, based on the exceptional resources
to carry out activities. A pattern would be unplayable educational product of the University of IGMO imple-
menting the innovative concept of organizational, administrative, economic and design competence among pro-
fessionals in the field of transport, by combining them with internships in Russia and Germany, information,
technical and technological and management solutions for the routing process of delivery and passenger deliv-
ery technology, simulation of traffic flow or transport system, the formation of the database, the maintenance
functions of intelligence gathering, monitoring manufacturing processes.

The service industries have different degrees of individualization of customer engagement and differ-
ent, in this regard, the potential created by the unification of the result (and industrialized process for its prepara-
tion and delivery). Thus, in the service industries, "Wholesale and retail trade; repair of motor vehicles, motor-
cycles, household goods and personal items "(Figure 1a)," Hotels and Restaurants "(Figure 1b) and" Transport
and Communication "(Figure 1c), a high level of development of the technical, organizational and marketing
innovations points to use serial Models give a product the ability to scale the business, therefore, a high level of
industrialization.

The configurational similarity asymmetry observed in the sectors of services "Education” (Figure 1g)
"Health and social services" (Figure 1h), "Public administration and defense; social insurance "(Figure 1e) and
'‘Other community, social and personal services" (Figure 1 and) indicate to the existence of common features in
the structure of activity of these sectors, causing the perception of the similarity of their innovations.

The structural heterogeneity of industries "Financial activities" (Figure 1d) and "Real estate, renting
and business services" become obvious (Figure 1d), which form part of a different stream of innovation. At the
same time, the priority of the organizational, marketing and IT innovation in the sector "financial performance"
indicates the tools to ensure sustainability of lending activity: the rigid regulated procedures (low permeability
for technological innovation), the adequacy of the reality in the presentation of budget sufficiency of households
(social innovation) and the logic of development ways of its reproductive activity (marketing innovation) in the
stiffness control function of preserving the stability of the social fluctuations access to the resource (develop-
ment of organizational innovation).

It is possible that such a structural feature can substantially determine the methods and tools of man-
agement innovation in a particular sector of services. This leads the author's approach to the typology of service
industries (Table 3).

Table 3 -The typology of service industries by the connectivity of the characteristics of innovations and features
of the product creation

Branch services Constraints and opportunities of The requirement for a refer-
industrialism ence model of innovation
Wholesale and retail trade; re- High uniformity, typical tasks serial or Can be fragmented, local

pair of motor vehicles, motorcy- | activity that does not require the participa-
cles, household goods and per- tion of the end user




sonal items

Hotels and restaurants

High quantity production-oriented differ-
entiated unified request

Through-type supporting "styl-
ishness of consumption™

Transport and communications

High uniformity,
serial or characteristic, of packaged prod-
uct

Through-type supporting scal-
ing operations

Financial activities

High uniformity, rigidity of rules and reg-
ulations of the service

Through taking into account
the consistency of procedures
are highly regulated activities

Real estate operations, rent and
services

Indirect property objectified media results

May be fragmented, local,
catching significant features of
the client

Public administration and de-
fense; social insurance

High uniformity, rigidity of the rules of

Through taking into account
the consistency of procedures
are highly regulated activities

Education

Variation depending on the structure for-
mation of the required trajectory results

Through taking into account
the consistency of procedures
controlled activities

Health care and social services

Variability of the structure, depending on
the path of formation of the required re-
sults together with high homogeneity, ri-
gidity of the rules and regulations of activ-

ity

Through taking into account
the consistency of procedures
are highly regulated activities

Other community, social and
personal services

The diversity of building processes mean
arbitrariness industry groups

Through taking into account
the consistency of procedures

heterogeneously regulated ac-
tivities

Source: compiled by the authors

Thus, the available technological innovations are applicable for industrialized sectors (wholesale and
retail trade; repair of motor vehicles, motorcycles, household goods and personal goods; hotels and restaurants;
transport and communications; real estate transactions) and remain relevant in the implementation for the indus-
try customizable services. With high probability, we can assume the diffusion of information and technological
innovation just for those segments of the services sector. The market reality predetermines related marketing
and information innovations as causing the viability of the business through communication with the expected
consumer. The organizational innovations based on technological changes in the main or auxiliary activities for
the creation of services perform an adaptive function that determines the degree of flexibility required to access
customer and reduces costs of management influence on the quality of services. The social innovations are im-
plemented by all organizations and enterprises in view of the need for appropriate institutional and public fac-
tors determining economic activity taking place in a direct contact with the end consumer.

The consideration of the trade as a separate sector in the form of service functions of the transaction
can detect effects of technological innovation with organizational expression by comparing traditional forms of
trade and online retailers, being defined as the organizational and technological innovations trading. The re-
search statistics show that in the first half of 2015, Russians have acquired in the domestic online stores goods
for 305 billion rubles. (28% year by year), and in foreign stores - to 65.05 billion rubles. (+ 81%). For the full
year the market cross-border online trade will be about 160.9 billion rubles. (+ 92%), according to the forecast
Data Insight, of which 108.56 billion rubles - purchases in Chinese Internet stores (previous year - 45.83 billion
rubles.). The average check at the domestic online shopping is in the range of 11 000-15 000 rub.
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Figure 3 -The intensity of lack of demand for environmental innovations in modern conditions
of doing business in the services sector

The cumulative profile of introduction of innovative technologies in the service sector formed in Figure
3 allows you to discover the objective "sagging" of ecological innovations in all branches of service. The envi-
ronmental innovations are in demand only in economies with excess supply and a significant share of ethical
buyers in the market or in the provision of services in direct contact with the physical environment (transport
and communication). In this regard, the innovation management must be prepared either to encourage innova-
tive behavior of business operations, or (in the optimistic scenario of responsible producers and consumers to
the environment) will face the boom of protective innovations that will require the management of a clear strat-
egy of systematization of ecological function in the logic of commercialization of the results. In addition, the use
of broad interpretation of ecological processes, like all types of violation of the natural (natural) background
area, allows you to use a broader range of protective measures: the introduction of paperless document man-
agement (reducing the need for the production of pulp and paper products, reducing paper waste and so forth.),
the transition to a different type of dye used in the hairdressing business and consumer services, the use of de-
tergents of the new generation in the hospitality industry, the use in all sectors of energy-saving technologies for
the production of works and interior lighting, arrangement of health institutions in the "green zones" urban sys-
tems, the formation of pedestrian zones and the widespread use of the city electrical and mechanical transport,
etc.

The development of hypotheses about the demand through innovation indicates diffusion tools as a way
to engage and control type of open innovation and diversification as a tool for borrowing from other sectors and
other service industries to new ways of enterprise activities. The management fragmented innovation that could
give direction or set a pace of business development is likely to require a deep understanding of the laws of une-
ven emerging willingness of consumers (custom integration of innovation), buyers (fiscal burden) and the ma-
turity of innovative events (the extent of its compliance with the logic of industrial processes sector).

On the basis of the existing ideas about the state of innovation activity of the sector in Krasnoyarsk,
summarizing the analytical results of the discussion, it is reasonable to propose a hypotheses about the structur-
ing of managing the innovation process (Table 4) through the introduction of the principle of subsidiarity, by
which we mean the possibility of the industrializing possibility and creating diffuse of services.

Table 4 - The usage of subsidiarity as the principle of an innovation management service industries *

Branch services

Constraints and
opportunities
industrializuemosti

The requirement
for a reference
model of inno-

vation

The structure of the innovation
(innovation through gaps)

initial

additional

The diffusion of
the innovation
process




Wholesale and
retail trade; re-
pair of motor
vehicles, motor-
cycles, house-
hold goods and
personal items

high uniformity,
typical tasks seri-
al or activity that
does not require
the participation
of the end user

can be
fragmented,
local

technological,
organizational,
marketing

information,
environmental

Hotels and | high quantity | through-type technological, | environmental,
restaurants production- supporting organizational, | information
oriented differen- | "stylishness of | marketing

tiated unified re- | consumption”
quest
Transport  and | high uniformity, through-type technological, | environmental,

communications

serial or charac-

supporting scal-

organizational,

social

on the basis of

objective re-
quirements of
scaling opera-

tions (utilization
of the network of
nature):

investment in the
use of WEB-
technologies (in-
creased transpar-
ency  provided
goods and the
delivery process,
the introduction
of the possibility

teristic, of pack- | ing operations marketing, in- of controlling the
aged product formation configuration of
the product by
the buyer), the
use of non-waste
processes operat-
ing circuits, or
"friendly”  envi-
ronment utiliza-
tion patterns
"emissions"
Financial high uniformity, | through taking | social, organi- | technological, | Changing Tech-
activities rigidity of rules | into account the | zational, mar- | environmental | nologies  "bun-
and regulations of | consistency of | keting, infor- dling" products,
the service procedures are | mation enhancing the
highly regulated access of non-
activities contact  (expan-
sion participants
"electronic signa-
ture™) and paper-
less
Real estate op- | indirectly, proper- | may be frag- | technological, | institutional, The expansion of
erations, rent | ty objectified me- | mented, local, | marketing environmental, | communication
and services dia results catching signifi- social, networks  with
cant features of information financial activi-
the client ties, the creation
of new technolo-
gy access to in-
formation
Public  admin- | high uniformity, | through taking organizational, | technological, | Changes in
istration and | rigidity of the | into account the | social, marketing, communications
defense; social | rules of consistency of information environmental | technology with
insurance procedures are consumers,  the
highly regulated use of technology
Education variability of the | activities "electronic signa-

Health care and
social services

structure, depend-
ing on the path of
formation of the
required  results
together with high
homogeneity,

rigidity of the
rules and regula-

ture™ and paper-
less  workflow,
diversifying in
the  assortment
policy, branding
as a tool to en-
hance the social




tions of activity responsibility of
the service pro-

vider, a change in

Other communi- | the diversity of | through taking | social, technological,

. L . ; . Lo technology  op-
ty, social and | building process- | into account the | information organizational , erations man-
personal ser- | es mean arbitrari- | consistency of marketing, en- agement methods
vices ness industry | procedures het- vironmental of teamwork

groups erogeneously_. (team building),
{;gsulated activi- job  description,

guidelines
(guidelines  for
the performance
of work).

* Source: compiled by the authors based on the results of the analysis

Conclusions

Thus, the term "through innovation" reflects the need to detail the methodology and tools for the man-
agement of functional specificity as diffuse of production processes in the segment of "services sphere." The
verification of the hypothesis of needs in through innovation for business development and the degree of indi-
vidualization hypothesis connectivity technologies and products and innovation capacity of the enterprise sector
show the practical value of a management of controlling the changes as setting the trends and tools (national,
sectoral, enterprise) to control the tempo of development of the sector. The authors’ approach to identify and
supply the "initial” innovation, providing the rhythm (conformity to each other and are mutually supporting in-
novative changes in all stages and processes of service) causes an increase of the efficiency of industries and
sector organizations as the infrastructure components of the territorial and national economy of Russia. The
management approach in the methodology “through innovation" during its implementation is seen as a way of
the transformation of practices management by the services sector through the management of its innovations.
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