
Smart Services



Smart Business



Smart Services
• Services aimed at anticipating customer

problems and needs, thanks to the use of ICT 
that facilitate the acquisition and processing of 
information

• The goal is to provide proposals for intervention, 
action, resolution in less time and with less effort
and cost

• Three fundamental elements :
– Artificial Intelligence
– Connectivity
– Co-creation of value by the customer



Smart Services Benefits
• Reduce the costs, incurred by the customer

and the supplier, thanks to the reduction of 
human intervention during the supply process

• Increase market volumes, as a result of 
greater accessibility to the service for customers

• Increase the degree of innovation, thanks to 
the modular architecture underlying smart
services, to facilitate the development of further
services and solutions by emerging players



Smart Services Classification



High Touch Service – Human to 
Human (H2H)

• Both the customer and the service 
provider have an active role

• Technology does not replace humans but
enables remote interactions

• The purpose is the co-creation of value
between customer and provider

Eg., Telemedicine (ubiquitous Healthcare), 
remote system diagnostics, Indoor.Ninja



Self-Service – Human to 
Machine (H2M)

• The active role rests solely with the customer
and the technology offers a self-service process

• The customer, thanks to the interface made 
available by the provider or its service network 
(e.g., app), can interface with the technology and 
carry out operations independently

E.g., self-diagnosis tool present in professional
photocopiers, free floating car-sharing (Car2Go, Enjoy)



Super-Service – Human to 
Machine (H2M)

• The service is provided on behalf of the 
customer, who has a passive role

• The value is created without involving and 
disturbing the customer, who thus obtains
a "super-service”

E.g., administration services, upgrades and bugfixes provided by 
the staff of a remote center who updates drivers, performs patches
and launches executables on servers, operating systems and 
computers



High Tech Service – Machine to 
Machine (M2M)

• Technology replaces and automates the 
entire value creation process

• Customer and service provider have a 
passive role
E.g., remote control, condition monitoring and diagnostics of 
aeronautical and industrial turbines (Rolls Royce, GE), 
thermoregulation of a building or a home



M2M map

http://www.beechamresearch.com/



Smart services for Smart cities



Towards
Public Administration 4.0



Social Media and Public 
Services

• Social	Media	bring
innovation to	services
thanks to	models of	
cooperation and	
participation

• Citizens are	
increasingly involved
and	participate from	
the	design	stage,	they
also play	the	role of	
investors and	
(content)	suppliers

PUBLIC 
SERVICES 

2.0

ACCESSIBLE

OPEN

TRANSPARENT

COLLABORATIVE



Public service 2.0

Public	service	2.0,	or	User-Generated Government,	
new	frontier of	e-government services,	based on	
user participation,	and	on	the	publication and	
sharing of	knowledge between citizens and	public	
administrations,	as a	primary value of	public	
services
(Leadbeater 2008;	Osimo	2009)



Policy Making 2.0
• Values:

– Open to external contributions
by default and from the initial
phase

– Act as a platform and facilitate 
horizontal collaboration
between participants

– Systemic approach: the 
human being is not a rational
and predictable automaton, 
instability and unknown are 
rules and not an exception

– Permanent beta policy: do not
plan rigidly but monitor in real-
time, anticipate possible future 
scenarios, iterate

} Tools:
} Big data and sensors

(IoT)
} Crowdsourcing
} Modeling and simulation
} Open data
} Opinion mining
} Social nets
} Serious gaming
} Visualizations



Open Government



Open government, definition

“An	open	and	transparent administration is part	
of	the	political agenda.	It aims to	provide open	
access to	(non-sensitive)	public	sector information	
and	data	for	both citizens and	businesses;	citizens
will thus be	able to	thoroughly analyze the	
"unfiltered"	data	(by	the	administrations)	and	
draw their own conclusions;	companies	will be	
able to	use	public	resources,	hitherto hidden,	for	
commercial	purposes (to	create	new	commercial	
services).”	(OECD,	2010)



Open Government
• Web 2.0-based election campaign of Obama 2008
• Push towards open source and open data

Memorandum & Open Gov Directive, 2009: 

“Government as a platform”
" As far as possible and subject to valid restrictions only, agencies must 

publish information online using an open format that can be 
retrieved, subject to download actions, indexed and searched through the 
most commonly used web search applications.

By open format we mean a format independent of the platform, readable by 
the computer and made available to the public without preventing the 
reuse of the information conveyed”



Open Data
• Model or philosophy that enable PA data and 

information "open" and accessible online
• Decalogue of the OD:

– Complete, primary, timely, accessible, 
computer readable, non-proprietary, license-
free, reusable, searchable, permanent



Some OpenGov initiatives
USA
• Data.gov
• WhiteHouse.gov
• USASpending.gov
• IT Dashboard

– Treemap
• Recovery.gov
• eRulemaking
• Dep of Labor
UK
• http://data.gov.uk/
• The World Bank



Data Collection and Analysis

Text analysis
tools



Crowdsourcing: what to do with 
the data?



Policy evaluation



Simulation and gamification for 
civic engagement



Civic Hacking: MySociety



Civic Hacking: Santander City 
Brain



… and in Italy?
• Manifesto for the Open Gov, guidelines defined by Ass. OG 

2010
• Italian Open Data Licence (IODL) v1.0
• LineaAmica (http://www.lineaamica.gov.it/)
• MiaPA, mobile app
• dati.piemonte.it, 1st Italian PA site with open data
• In September 2011 the 1st Apps4Italy contest opens
• The compass of transparency of Italian PA sites

http://www.magellanopa.it/bussola/
• Smart city: http://info.sii-mobility.org/
• OpenMunicipio: http://senigallia.openmunicipio.it/



Dati.piemonte.it



Open data Italia
• Dati.gov.it
• Dati.veneto.it
• Dati.lombardia.it
• Regione Sicilia
• Comune Cesena, incidenti

• Apps4Italy 2012, winning applications:
• http://www.openparlamento.it/
• http://www.lodlive.it/
• http://www.bikedistrict.org/
• https://play.google.com/store/apps/details?id=it.nealogic.parisponde
• Il giro della nera a Milano (2010)



Opinion mining: collect and select
good ideas (Ideascale)



Open Data Barometer



Corruption Perception Index





Innovation

• Some factors of innovation in services:
– New models for productivity
– Knowledge and technology
– The servitization
– The partecipation
– …
– Corporate reorganization



The Evolution of Business 
Processes

Business processes have evolved following the
Web 2.0 criteria:

• Incorporating collaborative spaces
• Composing a mix of integration, all interactions

and updates are visible and usable in a
bidirectional way

Entreprise 2.0 + Open Innovation + Social CRM 
= Social Business



Value Chain 2.0



Value Chain Evolution (1)

Participatory activities instead of primary activities
• Open Inbound Logistics: 

• Logistics chain (reception, storage, distribution of raw materials) 
can be entrusted to the customer or external companies

• Co-operations:
• Client actively participates in the production process (e.g. 

Wikipedia)
• Outbound by Costumers:

• Customer is partially or totally responsible for the shipping
activities (e.g. Ebay)

• Viral:
• Viral Marketing Techniques Engage Customer (e.g. Amazon)

• Communities of Practice:
• After-sales services entrusted to CoP



Value Chain Evolution (2)

Global Activities instead of Support Activities
• Multistakeholders infrastructure:

• Several connected infrastructures (e.g. Cloud)
• Customer Network Management:

• HR management extended to the customer network (e.g. 
LinkedIn)

• Co-creation:
• R&D integrates customer creativity (e.g. P&G)

• Open Procurement:
• Customer also involved in the distribution chain (e.g

Amazon)



Social Organization

• Organization is increasingly a network of 
connections



Social Organization, tools

Collaboration

Conversation



Closed and Open Innovation

• Closed: the flows of knowledge that go 
from the idea of new products, design and 
subsequent production are bound to the 
boundaries of the company

• Open: the efficiency and effectiveness of 
innovation processes are increased with 
research beyond company boundaries
and collaboration with suppliers, 
competitors and users



Open Innovation
• Companies choose to no longer and not only rely on internal

ideas and resources, but also on ideas, solutions, tools and 
technological skills that come from outside, e.g. from 
startups, universities, research institutes, suppliers, 
inventors, programmers and consultants



Open Innovation (2)
• The paradigm of open innovation has developed because in 

recent years it has clearly emerged that closed innovation
was no longer sufficient:
– knowledge and talents travel at an ever-increasing speed due 

to networks and ease of travel
– the markets, as the case of the Silicon Valley startups shows, 

have begun to focus on companies based on completely new 
and disruptive business models and approaches compared to 
the past



From Closed Innovation to 
Open Innovation

Until the 2000s, 
innovationit was

exclusively in-house
process: total
control by the 

company

Ideas, projects and technologies
present on the market did not meet

the expectations

Waste of 
resources

Waste of 
time

Loss of 
opportunity



From Closed Innovation to 
Open Innovation

Shortening life 
cycle of products

Increased costs for the 
development of new 

technologies

Environmental
factors: mobility, 

capital

Limits of 
traditional
models

OPEN
INNOVATION

“The use of purposive inflows and outflows of
knowledge to accelerate internal innovation, and
to expand the markets for external use of
innovation, respectively”
(Chesbrough et al., Open Innovation: Researching a New 
Paradigm , 2006)

Increase
revenues

Reduce time-
to-market

Costs
reduction



OI Typologies



Open Innovation, 8 steps
1. Problem setting
2. Scenarios planning
3. Enabling technologies
4. Complementary assets
5. Alliances
6. Product / service configuration – matrix
7. Value proposition
8. Business Model Innovation



Social Web & Open Innovation
• The social web allows to activate and develop networks of 

relationships in which different actors exchange and develop ideas, 
projects and knowledge

Development of trust 
and identity relations 
between the actors

Development of innovation
through the involvement

(voluntary or otherwise) of 
customers



Crowdsourcing 
• Business model in which a company or an

institution requires the development of a project,
a service or a product, to a distributed group of
people, even outside the company

• Outsourcing of a process with social media
• Collective intelligence



Open Innovation Companies



Google
• The first rule of 

innovation for Google is
"Innovation comes
from anywhere", 
Encourage exchanges
with other startups, some 
of which are acquired
directly or funded
through Google Ventures

• Google Home was
produced in Korea with 
the collaboration of other
companies



Samsung

• Samsung has opened several open 
innovation centers, including one in Silicon
Valley, to create collaborations with 
startups

• Launched various contests to find ideas
for IoT products



Lego

• Lego activates its users through the site 
Create and Share, and Lego Ideas

• Create and Share allows members of the 
Lego community to share their Lego 
designs and images,

• Ideas aims to release new products



Who did not believe in the OI

Striking cases that have missed the 
appointment with open innovation and have
failed:
• Kodak had an employee at home who invented the first 

digital camera and told him not to talk about it
• Sony launched the first e-book reader, but Amazon

prevailed with its Kindle, although it came second in 
order of time, because it was able to take greater
account of the ecosystem that surrounded it


