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Abstract

Interest in the theme of service innovation has a direct impact on the increase of studies on the subject in organizational research, especially in the
sense of understanding the performance of innovations and how they contribute to better firm performance. In this context, the main purpose of this
article is to present the scenario of studies that address the concepts of innovation in services and performance in conjunction with organizational
research. For this, a bibliometric study was carried out with journals of administration with impact factors greater than or equal to 0.8. The analysis
of 61 publications showed that the articles — in most part — were empirical, cross-sectional, and quantitative, with data collection source based
on questionnaires and data analysis with inferential statistics. The Service Industries Journal and the Journal of Business Research published
the most literature on the subject, and three universities in Taiwan had the highest number of articles published by authors linked to them. The
studies mainly focus on clusters, the theme of strategy, and issues such as market orientation, performance, management, and product development.
Having analyzed the references, the diversity found allows for the affirmation that there is no consolidated theoretical framework being used by
the articles. Future research agendas are proposed, highlighting the need for investigations that consider the customer in the relationship between
service innovation and performance, as well as longitudinal and mixed studies that triangulate data collection sources.
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Introduction interest in research that seeks to understand the relationship

between investments in innovation and performance of these

For many years, studies on innovation were concentrated
on the manufacturing industry and the process of technological
appropriation by these industries (Drejer, 2004). However, this
perspective has begun to change — especially in recent decades
— with the development and expansion of services, which now
have a strong economic and social impact, making it a sector
with great potential to be exploited in organizational research
(Kon, 2004).

Along with the great strategic importance assumed by the
theme of innovation in services, there has been an increased
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innovations. Such interest converges with the fact that the eco-
nomic order in which organizations operate entails a significant
remodeling of competition, which leverages and influences the
reciprocal discovery and exploitation of new opportunities, the
ability to create innovative value propositions (and bring them
to success), and the capability to mobilize and manage global
resources (Hagen, Denicolai, & Zucchella, 2014), issues that all
affect the performance of organizations.

In this context, we note that service innovation and perfor-
mance are concepts that have the potential to be worked and
exploited jointly, in order to better understand the advances
that have occurred in services and the impacts of these pro-
cesses in an increasingly competitive and dynamic economic
context, which has numerous growth opportunities. Based on
this assumption, this article examines academic research of
administration in order to study the relationship between service
innovation and performance. To accomplish this, we analyzed
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61 articles published in administration journals with impact
factors greater than or equal to 0.8. We opted for the use of
bibliometrics, which is a reliable way to handle state-of-the-art
literature, besides being a tool for scientific and technological
assessment (Andrighi, Hoffmann, & Andrade, 2011).

In general, the main results indicate that the analyzed articles
focus on the sub-themes of strategy, issues of market orientation,
performance management, and product development. It was also
noted that there is no consolidated theoretical body being refer-
enced, given the great diversity of authors being cited in the
works. In regards to future research agendas, there is a need for
studies with a greater focus on the customer and longitudinal
studies that use mixed methods and triangulate data collection
sources. The intention of this article, therefore, is to provide a
general view, bibliographic sources, and other possibilities that
deepen the relationship between service innovation and perfor-
mance for those researchers who have an interest in the subject,
as well as to give an overview of how this relationship is being
studied in administration research.

This paper is organized into five parts, including this intro-
duction. The theoretical framework presents discussion on the
literature, which analyzes service innovation in a synthesized
manner. The third section presents the methodology used while
the fourth section presents the results of this analysis, where
the main findings are verified and future study proposals of the
examined works are exposed. Finally, the fifth section presents
final remarks.

Theoretical framework

Innovation in services has received great attention in orga-
nizational studies due to its impact on society, especially with
regard to the direct influence on the creation of jobs and social
and economic development (Gallouj, 2007). Services are activi-
ties that have very particular characteristics that distinguish them
from goods produced in the manufacturing industry, since the
products generated are not perfectly formatted and encoded,
each transaction and result is unique, there is simultaneity
between supply and consumption, they do not have a well-
defined supply and demand, and have a variety of qualitative
aspects involved in their production (Kon, 2004; Sundbo &
Gallouj, 1998). Considering the nature of services and the impor-
tance of innovation processes that take place in this sector, it is
possible to understand why production in the area has been ded-
icated to bringing theoretical and empirical perspectives to the
theme.

The literature on innovative services is divided into three
main theoretical approaches (Gallouj & Savona, 2009; Howells,
2010): (a) technologist — the main driving force of service inno-
vation comes from environments external to the organization,
with service innovation being seen as a consequence of techno-
logical diffusion in the service industry; (b) based on services
— the purpose is to distinguish innovation in services, focusing
on the peculiarities of a service and its innovation process (dif-
ferentiating them from manufacturing), and checking how these
peculiarities may lead to new conceptualizations of the innova-
tion process in services; (c) the integrative approach — which

is based on the existence of similarities between manufactur-
ing and services, a form that recognizes a set of interrelated
activities, offering a unique analysis model that is able to
propose a broader view of innovation, which includes its tan-
gible/intangible and technological/non-technological aspects.

Barras (1986) was one of the first researchers who tried to
explain the dynamics of service innovation through the reverse
product cycle model. By conducting case studies in banking,
insurance, and accounting sectors, the author found that, from
the diffusion of new technologies — especially of information
technology (IT) — services follow an innovation trajectory in
an opposite manner to the product life cycle, characterized by
successive phases of incremental innovation, radical innovation,
and product innovation. Despite the importance of the study by
Barras (1986) — considering that it was one of the theories that
paved the way for explaining the process of innovation in ser-
vices —the author’s model received criticism since it emphasized
the dissemination of technological innovations more than the
process of service innovation, a technical view that did not con-
sider the non-technological forms of service innovation (Gallouj,
1997).

In this sense, the plethora research developed that follows the
trend of explaining innovations through a fundamentally techni-
cal perspective is not enough to understand service innovations.
In search of circumventing this bias, the integrative approach
highlights innovation and can go beyond technological aspects,
with a single analysis model that considers goods and services
within the same analytical perspective (Gallouj, 2007).

After understanding the context in which service innovation
emerged — as well as the research that has been developed for it
— it is possible to appreciate the potential that the subject has in
the realization of research that involves numerous organizations,
whether public or private. In this context, one of the concepts that
has taken prominence in studies that address the theme of inno-
vation in services is performance. According to Prajogo (2006),
the need to find sources of competitive advantage in the service
sector — especially when understanding innovation as a source
of competitive advantage (and its implications for performance)
— has increasingly attracted the attention of researchers.

The concept of performance in relation to the service inno-
vation construct can be studied from various perspectives. With
more micro aspects, some research has sought to understand
service innovation performance implemented in organizations
(Chong & Zhou, 2014; Hsueh, Lin, & Li, 2010; Kang & Kang,
2014; Kirner, Kinkel, & Jaeger, 2009). In a more macro view,
other studies have focused on the impact of service innova-
tion on firm performance as a whole (Lin, 2013; McDermott
& Prajogo, 2012; Melton & Hartline, 2013; Ordanini & Rubera,
2010). In the latter perspective, innovation is seen as a powerful
explanatory factor of the performance differences between firms
(Fagerberg, 2005).

Several reasons may explain the increased interest in research
seeking to address the interfaces between service innovation
and performance. Economic growth in the service sector and
its importance in societal development has allowed service
innovation to be seen as a new factor for the advancement of
the economy (Barcet, 2010; Gallouj, 2007). In this sense, the
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attainment of innovation enables better organizational perfor-
mance, which is reflected in growth and productivity (Cainelli,
Evangelista, & Savona, 2006). Moreover, globalization of
economies has promoted a new reality, enabling the creation
of businesses that were before unimaginable. In light of this,
organizations seek innovation and better performance, aiming to
compete and differentiate themselves in their respective markets
(Baregheh, Rowley, & Sambrook, 2009; Yokomizo, 2014).

Method

To meet the objectives of this work, a bibliometric survey was
carried out on articles that deal with the relationship between the
themes of service innovation and performance. The selected arti-
cles are from the area of administration and published in journals
with impact factors greater than or equal to 0.8, as they are the
most frequently cited and have greater academic importance.

After defining the criteria for the collection of information,
a survey of items of interest to this study was done using the
Web of Science database, which is a platform that catalogs the
most important academic research worldwide. Using the search
mechanism of this database, articles were found that contained in
their title, abstract, or keywords the terms “service innovation”
and “performance” in Portuguese and English. A time period
was not set for the survey of the articles. A total of 279 publi-
cations were found and abstracts were read in order to ensure
that they had real relevance to the theme under study. After this,
197 works were eliminated, leaving 82 articles. The impact fac-
tor criterion was then applied, reducing the number of eligible
articles to 61, the final size of the analyzed sample.

Since this work seeks to address the relationship between
service innovation and performance in academic literature, ele-
ments of bibliometric research were used to analyze them.
Bibliometric analysis relies on quantitative measurement and
allows the evaluation of the development of a particular research
field, discipline, or phenomenon, as well as the identification
of key theories and research topics (Araujo, 2006; Borgman &
Furner, 2002).

After surveying the articles, the information drawn from them
was stipulated. This information included: (a) general and meth-
odological characteristics; (b) the characteristics of scientific
literature on service innovation and performance; (c) the propo-
sition of research agendas. The results are presented in the final
section.

Presentation and analysis of results
General and methodological characteristics

With the results obtained by the analysis of the 61 items sur-
veyed, Table 1 shows information about the articles by journal,
year of publication, and impact factor. Despite not having a set
timeframe for the search of items, papers published from 1995
to 2015 were found, with a certain dispersion existing among the
journals: from the journals, 38 articles were found to be perti-
nent, and 11 journals (29%) published more than one article on
the relationship between service innovation and performance.

12
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5
7
4 2 2 4 2 2 4
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1995 1996 2002 2003 2004 2006 2008 2009 2010 2011 2012 2013 2014 2015

Fig. 1. Number of articles published per year.
Source: Prepared by the authors.

Journals that stood out were the Journal of Business Research
and the Service Industries Journal, which were responsible for
publishing 6 articles each on the theme.

Fig. 1 shows that the number of publications is well dis-
tributed over time, with consistency being maintained from 2002
to 2015. However, a big increase of publications on service inno-
vation and performance occurred mainly from 2009, especially
for the years 2013 and 2015, where 12 and 10 articles were
found respectively. The growth of the service sector and com-
petitiveness between firms — which leads to the need to innovate
and obtain better performance — is a possible reason for the
increase in publications on the theme of service innovation and
performance in recent years.

Table 2 presents the frequency of the methodological eval-
uation criteria set out for analysis. In this table, we note that
— except for a single work — all sample articles are theoretical
and empirical works, a frequency of 98%. The other criteria for
methodological evaluation, presented in Table 2, are analyzed
only for 60 theoretical and empirical articles that make up the
sample.

The sample of the studies has as its scope the analysis period
considered in the survey. The majority of the articles (57% or
95%) of the sample are cross-sectional studies, while only 3
works (or 5% of the sample) conducted longitudinal studies.
This finding is verified with the frequency in bibliometric stud-
ies of administration, perhaps for the difficulty that researchers
encounter — together with the firms surveyed — in maintaining
and/or performing analyzes that are not ephemeral.

In relation to research methods, the sample shows a predomi-
nance of quantitative methods, representing 65% of the analyzed
articles (39 in total). Mixed method studies appeared in 16 arti-
cles (27%) and qualitative methods in articles 5 (8§%). Note that
compared to the use of quantitative methods, in service innova-
tion and performance articles, there are still few studies applying
qualitative methods. Hence, development of more qualitative
studies are encouraged that mainly use mixed approaches, which
are a good way to better explain the phenomena in question.
In the articles of the sample, despite mixed methods having
appeared in considerable quantity, in large part the qualita-
tive phase consisted only of interviews in order to validate the
research instrument, with in-depth qualitative research for thor-
ough comprehension of certain contexts not being undertaken.

In Table 2, with respect to the ways of collecting data and
analysis techniques, there is a similarity among the articles,
since many have adopted more than one option among those
listed. We found 20 studies (33%) that utilized interviews,
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Table 1
Journal, impact factor, and year of article publication.
Journals LFE 1995 1996 2002 2003 2004 2006 2008 2009 2010 2011 2012 2013 2014 2015 Total
African Journal of Business Management 1.105 1 1
Asia Pacific Journal of Tourism Research 1.023 1 1
California Management Review 1.25 1 1
Computers in Human Behavior 2.694 1 1
Current Science 0.926 1 1 ~
Electronic Markets 0.935 1 1 =
Health Economics 2.227 1 1 E
IEEE Transactions on Engineering Management 1.103 1 1 1 3 §
Industrial Marketing Management 1.82 1 1 2 ‘2
Information & Management 1.865 1 1 R
International Journal of Hospitality Management 1.939 1 1 2 IS
International Journal of Information Management 1.55 1 1 %‘
International Journal of Logistics Management 0.946 1 1 <
International Journal of Operations & Production 1.736 1 1 E:g
Management S
International Journal of Physical Distribution & 1.802 1 1 E
Logistics Management S
International Journal of Production Economics 2.752 1 1 1 3 s
Journal of Business Research 1.48 1 1 2 2 6 g
Journal of Engineering and Technology Management 2.06 1 1 i
Journal of Hospitality & Tourism Research 1.188 1 1 §~
Journal of Operations Management 3.818 1 1 3
Journal of Product Innovation Management 1.696 1 1 1 3 g
Journal of Service Management 2.882 1 1 WE,
Journal of Service Research 2.484 2 1 3 N
Journal of Services Marketing 0.989 1 1 2 )
Journal of Small Business Management 1.353 1 1 §
Journal of the Operational Research Society 0.953 1 1 °§,
Management Decision 1.429 1 1 =
New Technology Work and Employment 1.909 1 1 N
Production Planning & Control 1.466 1 1 N
Public Administration 1528 1 1 2
R&D Management 0.848 1 1 =
Regional Studies 2.068 1 1 &
Research Policy 3.117 1 1 S
Service Industries Journal 0.832 1 2 3 6
Sport Management Review 1.214 1 1
Technovation 2.526 1 1 2
Total Quality Management & Business Excellence 1.32 2 2
Tourism Management 2.554 1 1
Total - 1 2 2 1 2 2 1 6 4 7 6 12 5 10 61

Source: Prepared by the authors.
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Table 2
Frequency of evaluation criteria.

Evaluation criteria F. F. %

Methodological approach

Theoretical 1 2%

Theoretical & empirical 60 98%
Study type

Cross-sectional 57 95%

Longitudinal 3 5%
Research method

Qualitative 5 8%

Quantitative 39 65%

Mixed 16 27%
Source of data collection

Documents 14 23%

Interviews 20 33%

Questionnaires 50 83%

Observations 1 2%

Data analysis techniques

Descriptive statistics 26 43%
Inferential statistics 54 90%
Discourse analysis 1 2%
Content analysis 17 28%
Data source
Primary 47 78%
Secondary 8 13%
Primary and secondary 5 8%

Source: Prepared by the authors.
Note: F.=absolute frequency; F. % = percentage frequency.

14 (23%) that used documents, 50 (83%) that employed
questionnaires, and 1 (2%) that made use of observation. These
figures establish that questionnaires were the main means of
collecting data in empirical research on service innovation
and performance. As for data analysis techniques, since most
studies used quantitative research methods, 54 articles (90%)

employed inferential statistical and 26 (43%) descriptive
statistics. Content analysis appeared in 17 articles and discourse
analysis in 1, with a frequency of 28% and 2% respectively.

Finally, regarding data sources, 47 studies (78%) made use of
primary data, 8 (13%) employed secondary data, and 5 (8%) used
primary and secondary data. These data show that, even though
most studies make use of primary sources in their research,
the number of works employing primary and secondary data
concurrently was not as significant. This is an indication that
a considerable part of the authors did not triangulate data in
their studies, which would have brought greater validity to their
research.

In short, most of the studies were quantitative, made use of
primary data, adopted cross-sectional techniques, and employed
questionnaires for data collection and inferential statistics to
analyze data.

Characteristics of the scientific production on service
innovation and performance

From the 61 articles being analyzed, it was possible to iden-
tify which ones were most cited by the current literature (until
September 2015) from the Web of Science. Table 3 shows the
10 most cited articles. In first place is the work by Atuahene-
Gima (1996b) with 206 citations, while the work of Alam
(2006) is second with 101 citations. In tenth place is the work
of Gebauer, Gustafsson, and Witell (2011) with 34 citations.
Note that although the date of publication influences the num-
ber of citations — for example, the work Atuahene-Gima (1996b)
that was published 20 years ago — more recent works, such
as Ordanini and Parasuraman (2011), are among the four most
cited, exposing the significance of studies for the area.

Schneider and Borlund (2004) claim that bibliometric meth-
ods are advisable to reveal different patterns of knowledge in
scientific literature through the use of citations and references.

Table 3

Citation ranking of the analyzed articles.

Article title Authors Publication No. Journal

year citations

Market orientation and innovation Atuahene-Gima 1996b 206 Journal of Business Research

Removing the fuzziness from the fuzzy front-end of service Alam 2006 101 Industrial Marketing
innovations through customer interactions Management

Differential potency of factors affecting innovation performance in Atuahene-Gima 1996a 100 Journal of Product Innovation
manufacturing and service firms in Australia Management

Service innovation viewed through a service-dominant logic lens: Ordanini and 2011 65 Journal of Service Research
The conceptual framework and empirical analysis Parasuraman

Innovation, productivity, and growth in U.S. business services: Love and Mansury 2008 58 Technovation
Firm-level analysis

Learning during the new financial service innovation process: Blazevic and Lievens 2004 48 Journal of Business Research
Antecedents and performance effects

Hospitality teams: Knowledge sharing and service innovation Hu, Horng, and Sun 2009 48 Tourism Management
performance

Innovation paths and the innovation performance of low-technology Kirner, Kinkel, and 2009 48 Research Policy
firms: An empirical analysis of German industry Jaeger

Service delivery innovation antecedents and impacts on firm Chen, Tsou, and Huang 2009 41 Journal of Service Research
performance

Competitive advantage through service differentiation by Gebauer, Gustafsson, 2011 34 Journal of Business Research

manufacturing companies

and Witell

Source: Prepared by the authors.
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The authors also claim that the more an article is cited by a
subsequent scientific body, the more the article has influenced
related research. Therefore, in an attempt to portray the evolu-
tion of the issues addressed by these works which, in a way, are
providing the basis for further research, a survey of the themes of
the articles cited in the sample of 61 papers presented in Table 3
was undertaken.

It starts with the study of Atuahene-Gima (1996a) that sought
to compare the development of new services and product activ-
ities, exploring the implications of innovation differences on
performance and their consequences for managers and compa-
nies focused on services. Hu, Horng, and Sun (2009) explored
issues related to knowledge sharing (KS), service innovation
performance (SIP) and the role played by organizational teams
in KS growth and SIP of the hospitality industry.

Alam’s (2006) research aimed to understand the role of cus-
tomer interaction in the early stages of development of new
services, as well as explore how managers of services use con-
tributions and customer information to improve and optimize
the development of new services. In another perspective on the
role of customers, Gebauer et al. (2011) evaluated the relation-
ship between complexity of customer needs, customer centricity,
innovativeness, service differentiation, and performance with
firms that made a transition from being providers of pure goods
to providers of services.

In another widely cited study, Atuahene-Gima (1996b)
focused on the relationship between market orientation and
characteristics of innovation, exploring their effects on market

Antecedents
I dustry
roduct development

Mark orlenta\on Success

Knowledge

thes \
WormanC\

Financial services

Model

Determinants\

Fig. 2. Thematic areas of the analyzed articles.
Source: Prepared by the authors with the help of BibExcel software (Persson, Danell, & Schneider, 2009), and Pajek (Batagelj & Mrvar, 2003).

Technology

success (sales and profits), and on firm performance (benefits to
the organization). With similar objectives, Blazevic and Lievens
(2004) analyzed the antecedents and consequences of project
learning during the innovation process of financial services.
These authors sought to assess the impact of project learning
on the performance of the project and the financial institution,
as well as determine the role of the nature of communication
and organizational design in this learning project.

Following the same line of research, Chen, Tsou, and Huang
(2009) explored the delivery of service innovation and its
antecedents (innovation orientation, external partner collabora-
tion, and information technology capability), as well as their
consequences, identifying the impact of innovation in service
delivery and firm performance. Ordanini and Parasuraman
(2011) proposed and tested a framework that sought to explain
the antecedents and consequences of service innovation based
on the principles of service-dominant logic.

Mansury and Love (2008), in turn, examined the impact of
innovation on the performance of North American service firms,
seeking to distinguish different levels of innovation (new to mar-
ket and new to the firm). Kirner et al. (2009) investigated the
performance of product innovation (goods and services) and
processes of low-, medium- and high-technology firms, iden-
tifying strengths and weaknesses of specific innovations from
low-tech companies.

Fig. 2 shows the main thematic areas in the 61 articles of
the sample. The green and yellow circles indicate two different
clusters representing the concentration of the most discussed
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Table 4

Most used references of the 61 works.

Articles cited No. citations % citation

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable variables and measurement error. 18 30%
Journal of Marketing Research, 18, 39-50.

Armstrong, J. S., & Overton, T. S. (1977). Estimating non-response bias in mail surveys. Journal of marketing research, 15 25%
396-402.

Barney, J. (1991). Firm Resources and Sustained Competitive Advantage. Journal of Management, 17, 99-120. 13 21%

Podsakoff, P. M., MacKenzie, S. B., Lee, J. Y., & Podsakoff, N. P. (2003). Common method biases in behavioral research: A 13 21%
critical review of the literature and recommended remedies. Journal of applied psychology, 88(5), 879-903.

Nunnally, J. C. (1978). Psychometric theory (2nd ed.). New York: McGraw-Hill. 10 16%

Hurley, R. F., & Hult, G. T. M. Innovation, market orientation, and organizational learning: An integration and empirical 10 16%
examination. Journal of Marketing, 62(3), 42-54.

Avlonitis, G. J., Papastathopoulou, P. G., & Gounaris, S. P. (2001). An empirically-based typology of product innovativeness for 10 16%
new financial services: Success and failure scenarios. Journal of Product Innovation Management, 18(5), 324-342.

Narver, J. C., & Slater, S. F. (1990). The effect of a market orientation on business profitability. Journal of Marketing, 54(4), 9 15%
20-35.

Jaworski, B. J., & Kohli, A. K. (1993). Market Orientation: Antecedents and Consequences. Journal of Marketing, 57(3), 53-70. 9 15%

Vargo, S. L., & Lusch, R. F. (2004). Evolving to a new dominant logic for marketing. Journal of Marketing, 68(1), 1-17. 9 15%

Hair, J. F,, Anderson, R. E., Tatham, R. L., & William, C. & Black (1998). Multivariate Data Analysis. Prentice Hall. 9 15%

Berry, L. L., Shankar, V., Parish, J. T., Cadwallader, S., & Dotzel, T. (2006). Creating new markets through service innovation. 9 15%
MIT Sloan Management Review, 47(2), 56-63.

Podsakoff, P. M., & Organ, D. W. (1986). Self-reports in organizational research: Problems and prospects. Journal of 9 15%
management, 12(4), 531-544.

Damanpour, F. (1991). Organizational innovation: A meta-analysis of effects of determinants and moderators. Academy of 9 15%
management journal, 34(3), 555-590.

Teece, D. J., Pisano, G., & Shuen, A. (1997). Dynamic capabilities and strategic management. Strategic management journal, 8 13%
18(7), 509-533.

Drejer, I. (2004). Identifying innovation in surveys of services: A Schumpeterian perspective. Research policy, 33(3), 551-562. 8 13%

Gallouj, F., & Weinstein, O. (1997). Innovation in services. Research policy, 26(4), 537-556. 8 13%

Source: Prepared by the authors.

topics in the articles. The green cluster is clearly related to
strategy, while the yellow cluster involves several sub-themes
that fit into different areas of research. The figure’s lines show
the relationships between the subjects, with the darker lines
indicating stronger relationships. Overall, this figure allows us
to observe that the sampled articles focus primarily on issues
related to market orientation, performance, management, and
product development.

After analyzing the most cited articles and the most ubiqui-
tous themes, we moved on to analyzing the references used by the
61 works. This task was carried out with the help of Sci.Mat soft-
ware (Cobo, Lopez-Herrera, Herrera-Viedma, & Herrera, 2012)
through which one can see a list of all the references used in the
articles. There were, in all, 3283 different works referenced by
the 61 articles. In the analysis conducted, it became clear that:
17 articles were referenced 8 or more times; 40 articles were
referenced between 5 and 7 times; 49 articles were referenced
4 times; 95 articles were referenced 3 times; 294 articles were
referenced 2 times; and 2787 articles — the majority — were refer-
enced only once, indicating that a wide theoretical range is being
employed in these works. In Table 4, we chose to present the 17
articles that were referenced 8 or more times.

The findings in Table 4 demonstrates that there is a wide
dispersion of references used by the 61 articles. Perhaps this
is because the theme belongs to an area of recent study or
lacks theoretical consolidation. It is also noted that from the
17 most referenced works, 6 of them are related to methodo-
logical aspects (Table 4), confirming the perception that there

is a lack of a consolidated theoretical body for the development
of research linking service innovation and performance. The
absence of a theoretical mainstream means authors must seek
information from different sources and include references from
alternative research fields for service innovation. Sears and Baba
(2011) support this view, saying that the innovation literature is
fragmented and without a holistic perspective. They argue along
the same line as Gallouj and Savona (2010), who showed that
the area of innovation in services has always been fragmented,
despite the increase in literary contributions in recent years.

In relation to the institutional origins of the authors, 93 dif-
ferent research centers were found. Fig. 3 shows the name and
number of authors for those institutions with 3 or more linked

Yuan Ze University
National Taipei Univeristy (Taiwan)
Ming Chuan University (Taiwan)

University of Beira Interior (Portugal)

University Kegangsaan Malasia
(Malasia)

National Taiwan Normal University
(Taiwan)

Boston University (USA)

Aston University (UK)

0 05 1

15 2 25 3 35 4 45

Fig. 3. Number of authors that publish by institution.
Source: Prepared by the authors.
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Table 5
Suggested topics for future studies.

Suggested topics

Origin of article

The impact of customer and user performance, considering the role they can play in the development of new
services.

The way services are provided in the context of the international performance of service companies, without
forgetting how they are delivered.

The effects of service innovation culture on performance in the development of new services

International comparative studies to determine the existence of differences in the behavior of
knowledge-intensive firms.

The relationship between service innovation and performance by integrating customer satisfaction and loyalty as
variables of direct results.

Forms of interaction between logistical resources and firm logistics performance.

Searching for precise measurements to measure business service innovation and performance.

The simultaneous effects of engaging customers and other business partners (stakeholders) in the development
process of new services.

The influence of culture and organizational climate on creating a context for the development of new products
and services.

The influence of customer interaction and front-end activities on the overall performance of new services.

To consider the impact of external communication on project learning during the development of new services.

The influence of aspects such as technology integration mechanisms and mechanisms for integration of
knowledge on service provision and firm performance.

The differences between the innovativeness of services and other innovative capabilities such as product
innovation.

The influence of strategic firm orientation on innovation capabilities.

The relationship between the integration of the firm in networks and innovative service performance.

The influence of changes in strategic processes and start-up implementation on performance.

How firm performance can develop in relation to the application of innovations in IT services, using new ways to

Carbonell, Rodriguez-Escudero, and
Pujari (2012)

Castro-Lucas, Diallo, Leo, and
Philippe (2013)

Chen (2011)

Ferreira, Raposo, and Fernandes
(2013)

Gebauer et al. (2011)

Karia, Wong, and Asaari (2012)
McDermott and Prajogo (2012)
Melton and Hartline (2013)

Melton and Hartline (2013)

Alam (2006)
Blazevic and Lievens (2004)
Chen et al. (2009)

Grawe, Chen, and Daugherty (2009)

Grawe, Chen, and Daugherty (2009)
Hsueh et al. (2010)

Olson and Bokor (1995)

Ordanini and Rubera (2010)

explain the return of innovations in IT, such as the central role of specific IT-skill processes and the role of
dynamic capabilities (the firm’s ability to reconfigure its resources to respond to environmental changes).

Develop measures that evaluate the effects of service innovation strategy on the management of service

innovation.

Evaluate the performance information provided by customers and include other stakeholders who can benefit

from B2B performance.

Tang (2015)

Tang (2015)

Source: Prepared by the authors.

authors. Since most of the institutions have only 1 (70 institu-
tions) or 2 (16 institutions) related authors, and that they are
related to the sample of articles under analysis, we chose not to
present them.

Analysis for the research centers showed that three insti-
tutions in Taiwan had the authors most linked to publications
on service innovation and performance (Yuan Ze University,
National Taipei University, and Ming Chuan University), with
4 works each.

Research agenda proposals

Table 5 lists the main themes and suggestions for future
studies that were indicated by the articles analyzed. In the
relationship between the constructs of service innovation and
performance, the presented research agendas provide the inter-
ested reader new paths of investigation. In the agendas indicated
by the works, the need for more research that considers customer
participation in the relationship between service innovation and
performance was highlighted.

From Table 5 and other results of this work, it is understood
that it is still necessary to devote much effort to structure a
consolidated theoretical framework on service innovation and
performance. As seen, there is little research dedicated to the
theme, which leaves a gap to be filled. It is suggested that further

studies are conducted in the area and that there is also work
replication in order to consolidate achieved results and possible
generalizations. In addition, replication will allow the definition
of the most appropriate variables to measure the two phenomena.
Longitudinal studies are also interesting, as the impacts of
service innovation and performance cannot be perceived at a
determined time, but their influence can be seen over a period.

Moreover, another relevant point that was analyzed is the
limitations of the studies. The realization of these limitations
by the researchers is an important step for the improvement of
the work of a particular study field. Among the most important
limitations cited in the articles, which can compromise their
generalization or validity, were the following: the fact that the
results found in the research are specific to the context analyzed,
involving a particular organization, sector, country, or region; the
sample size; conducting research with a cross-sectional design;
the use of non-probability samples; and conducting research
involving a single data source.

Such limitations brought directions for future research, such
as: the need for studies that can encompass organizations from
different sectors, countries, or regions, which include compara-
tive studies, in order to corroborate or find alternatives to the
results found; conducting longitudinal research; using larger
data collection samples; and obtaining multiple sources of data
and triangulating these data. These considerations highlight the
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importance of identifying possible gaps and avenues of research
by the authors of the work, thus seeking theoretical improve-
ment.

Final considerations

The main objective of this article was to carry out a biblio-
metric analysis of works that address the relationship between
the themes of service innovation and performance by analyzing
articles published in the area of administration with impact fac-
tors greater than or equal to 0.8. Using this refinement in search
of works, we obtained a sample of 61 article, of which 60 were
theoretical and empirical, and only one was purely theoretical.

Among the most relevant results from the analyzes, it is
emphasized that the surveyed articles focus on the sub-themes
of strategy and various subjects such as market orientation, per-
formance management, and product development. According to
Schneider and Borlund (2004), mapping and carrying out an
overview of citations can be seen as a way of organizing knowl-
edge. The existence of a large dispersion of references used by
the analyzed studies is an indication that there is still no specific
mainstream for authors dedicated to this field of study to follow.
This reinforces the need to consolidate knowledge and try to
reduce fragmentation in the area, something that other authors
have previously reported (Gallouj & Savona, 2010; Mohr, 1969;
Sears & Baba, 2011). In the research agendas, the need for stud-
ies that consider the customer at the interfaces between service
innovation and performance stands outs, as well as longitudinal
research that makes use of mixed approaches and triangulate
data collection sources.

Conducting further research with similar issues in the future
is suggested, in order to verify if the trends described here will
continue to be present, as well as to find new research opportuni-
ties. Further work could also compare Brazilian and international
articles, because as the criterion of the impact factor equal or
above 0.8 and the database Web of Science was used in this
research, the articles analyzed in their entirety are international.
In this last point lies the main limitation of this study, since the
analysis undertaken here is only a reflection of international pro-
ductions from the database used and the selected search criteria.

Thus, from the identified gaps, it is perceived that there
is a large space for more research addressing the relationship
between service innovation and performance with the purpose
of adding knowledge to the body of knowledge on this theme in
organizational studies.
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