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ABSTRACT

In the context of a network of enterprises, the competitive advantage of each enterprise depends greatly on
the ability to use network architectures to collaborate efficiently in business services. The paper introduces a
conceptual framework, called the CBSM (Collaborative Business Service Modelling) framework, which pro-
vides an intellectual foundation for understanding thoroughly and modelling effectively collaborative business
services. The paper begins by presenting the necessity for and principles of the conceptual framework. Then
it presents the architecture of the CBSM framework that consists of three different levels: the service level for
service operation, the service system level for service creation, and the service value creation network level
for service proposal. The paper continues with a discussion and review of the relevant literature, followed by

the conclusion and suggestions for further research.
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INTRODUCTION is important to develop a thorough understand-

Today, the service sector comprises 75% of the
gross domestic product (GDP) of developed
countries, dominating modern economies
(Spohrer et al., 2007) and growing rapidly
worldwide. Yet, there is still little research ad-
dressing the challenges of service design and
innovation (Bitner et al., 2008).

Services mean opportunities, but enter-
prises thathave been leading the charge still lack
astrong foundation for their work. Therefore, it
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ing as well as innovative approaches, includ-
ing new methods, models and frameworks for
designing and managing services, in order to
succeed in a competitive world (Chesbrough
& Spohrer, 2006).

Onthe other hand, the obligation to become
more competitive and effective in providing
better products and services requires enter-
prises to transform from traditional businesses
into networked businesses. The availability
of the Internet and information technologies
has encouraged new business strategies that
take advantage of enterprises’ ability to create
networks or to network with other enterprises.
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One of the challenges faced by a network of en-
terprises today is the integration of its members,
which is highly correlated to the ability to use
network architectures to collaborate efficiently
in business services.

As a matter of fact, traditional methods
of service design often focused on designing
services inside an enterprise (Bitner et al.,
2008). To our knowledge, there is little focus on
service design in the context of a network. For
this reason, our research focuses on providing
a foundation for understanding, designing and
managing collaborative business services in a
network of enterprises.

This paper proposes a conceptual frame-
work for understanding and modelling col-
laborative business services in a network of
enterprises based on shared information, called
the CBSM (Collaborative Business Service
Modelling) framework. The main contribution
ofthe paperis to provide concepts and guidelines
to facilitate the use and adaptation of service
description languages and models to different
dimensions of collaborative business services.

This paperis structured as follows. First, the
background and principles of the information-
driven approach are presented. The paper ex-
plains the CBSM framework for collaborative
business service modelling at three levels: the
service level for service operation, the service
system level for service creation, and the ser-
vice value creation network level for service
proposal. An example of collaborative business
services in a travel and tourism network is ex-
plored. The paper continues with a discussion
and review of the literature, followed by the
conclusion and suggestions for future research.

BACKGROUND

This section provides the definition and charac-
teristics of different aspects of service science
thatserve as the background for current research
in business service design.

Service Science, Management
and Engineering

The service economy refers to the service
sector, which has become the most important
economic sector, surpassing traditional sectors
suchas agriculture and manufacturing (Lusch et
al., 2008). As the dominant role of the service
sector has become obvious, there is a need for
a new science of service systems, which aims
to increase service innovation by applying
scientificunderstanding, engineering discipline
and management practices to understanding
and working with service systems (Maglio et
al., 2008).

Service Science, Management, and En-
gineering (SSME) is a term used to describe
service science as a trans-disciplinary approach
to the study, design, and implementation of
service systems (Spohrer et al., 2007; Maglio
et al., 2008). SSME is comprised of three ele-
ments: science, management and engineering.
The science component deals with the structure
of service systems and clarifies the process of
service creation and the application of compe-
tencies in an economic entity for the benefit
of other entities. The management component
concerns techniques to improve business
services through effective management. The
engineering component covers the invention
of new technologies to improve the quality
of existing business services and create new,
innovative ones.

Service Value Creation Network

The service economy is based on anew service-
dominant logic, as distinct from the traditional
goods-dominant logic (Lusch et al., 2008). In
service-dominant logic, services are defined
as the use of an economic entity’s specific
competencies, such as knowledge, skills and
technologies, to benefitanother economic entity
(Vargo & Lusch, 2004). In this situation, value
creation occurs when a resource is turned into
a specific benefit. This activity, performed by
a service system, is called resourcing.
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