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Innovation in services 

• Innovation creates value for society and for the 
individual citizen and an active Innovation policy 
shall ensure growth and welfare for Denmark in 
the future. 

• The Danish government has also in its 
globalisation strategy set the ambitious goal: 

• “Danish enterprises and public institutions shall 
be among the words most innovative”.  

• This is a goal that the Danish Council for 
Technology and Innovation (DCTI) shall 
contribute to realise. 



• All sectors in society and all branches of industry 
as well as all the country’s regions shall work 
with innovation.  

• This applies to the little blacksmith, the large 
pharmaceutical group, the cleaning company 
and the regional hospital.   

• At the same time,everyone who has something 
to offer must have the opportunity of 
participating in innovation processes.  

• This applies to people with different professional 
competencies,both sexes, people from different 
cultural backgrounds and all age groups. 



• The innovation policy shall particularly 

contribute to strengthening the 

competitiveness of Danish industry, but it 

can also contribute to creating new and 

better solutions that will benefit the welfare 

of society and the individual citizen. 



• In most developed countries the service sector 
constitutes over two thirds of GDP. 

• In Denmark too, the service industry is a rapidly 
growing sector. This is due, among other things, 
to the fact that both private industry and the 
public sector increasinglyoutsource support 
functions, which were previously handled 
inhouse, in their endeavour to focus on core 
competencies. Finally, entirely new areas of 
business are emerging in the service sector, e.g. 
in the so-called experience economy. 



• In addition to comprising a growing part of the Danish 
economy, the service sector is also seeing increased 
competition from abroad, and thus contributes a growing 
share of Danish export revenue - a fact that emphasises 
the relevance of looking more closely at the sector from 
an innovation policy perspective. 

• Despite its size and a general expectation of continued 
rapid growth, the needs of the service sector have to 
some extent been overlooked in the innovation system.  

• This applies both to Denmark and the other 
industrialised nations. 



• There is much to indicate that there is great potential in 
applicaiton of known technology in new contexts in many 
service enterprises.  

• 60% of engineers work in service jobs where the 
introduction of new technology is often combined with  
business, organisational, marketing and other 
innovation. 

• In general, there is a growing focus on innovation in the 
service sector in industrialised countries, and in both the 
EU and the OECD these challenges are taken very 
seriously. 

• Denmark has a number of strong service enterprises 
which have developed to become players on the global 
service market. 



The service sector 

• The service sector is not a very homogenous 
and well-defined part of the production in an 
economy. A service basically consists of 
someone doing something for someone else, for 
which the person who delivers the asked for 
service get paid. The required service could for 
instance be transportation of persons or goods, 
care for the elderly, advice, cleaning, etc. The 
important point is that a service involves an act, 
that is, the doing of something, which creates 
value. 



• Common for all kind of services is the fact, 

that they when provided are more or less 

immediately consumed. This fact implies 

that innovations in the service sector are 

not easy to compare with traditional 

industrial innovations. 



Definition of innovation 

• DASTI defines innovation like this; “(…) 
the development of a new or significantly 
improved product, service, process, 
marketing method or significant 
organisational change. Innovation is the 
result of conscious planning and activities. 
Innovation may be based on new 
technology, but can also be a combination 
of – or new application opportunities for – 
existing knowledge and technologies.” 



And of service innovation 

• “Service innovation is the development of 

a new or significantly improved service 

concept or a new production or delivery 

process, a new organization or a new 

market behaviour with the aim of 

producing and selling services. The 

service concept can contain various 

degrees of use of technology and of 

immateriality.” 



Innovation and the public sector 

(2007) 
• In the coming strategy period, as a new area of initiative, 

the DCTI intends to focus on the public sector and its 
role in innovation policies.  

• The goal is to become better at including the public 
sector actively in innovation policies. The DCTI will set a 
strategy for how the public and private sectors can 
mutually support enterprise innovation.  

• The DCTI will also continually follow the government's 
work in developing a strategy for quality in the public 
sector, and it will examine the possibilities for supporting 
the strategy's goals and initiatives. 
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Creating new customer interfaces  

• One of the characteristics of services, compared to physical 
products, is that service is often delivered in close interaction 
between service provider and customer. Development of services is 
therefore often focused on the interfaces between service provider 
and customer and the way the services are delivered. New ICT has 
been of crucial importance for the relations between customer and 
service provider in almost all kinds of service companies. Within the 
field of supplementary training and courses, e-learning is an 
example of a new interaction between customer and service 
provider. Home banking is another example. The increasing use of 
outsourcing within the service sector can create new relations 
between customer and service provider as well.”(DAMVAD – 
Service innovation: Impact analysis and assessment indicators) 



No national service innovation 

programmes 

• Denmark has no innovation programmes 

targeted specifically at services. Instead all 

programmes are seen as potential support 

measures for service innovation, though of 

course some more than others. 

• This means that the service element also 

is a part that we encourage in connection 

with our various innovation initiatives 



.  Value added per employee by 

R&D activity, industry and firm size 

.  Value added per employee by R&D activity, industry and firm size 
 Value added 

per employee   
(R&D active) 

Value added 
per employee   

(no R&D) 

Difference 
in pct. 

Number 
enterprises 

High tech manufacturing 492,100 399,100 23 % 1,871 

Other manufacturing 471,000 382,800 23 % 3,806 

Knowledge intensive service 512,600 480,100 7 % 2,608 

Other service 518,600 447,100 16 % 3,620 

< 100 employees 482,600 435,700 11 % 9,336 

100+ employees 504,500 422,000 20 % 2,916 

Total (all enterprises) 493,900 431,300 15 % 12,252 

Source:  Calculations by CFA based on R&D statistics and financial data from Statistics Denmark. 
Amounts in DKK. 



Returns to value added of 

investmenst i R&D 

Table 11.3 Returns to value added of investments in R&D 
 Return of an extra crown invested in R&D 

High tech manufacturing 17 % 

Other manufacturing 98 % 

Knowledge intensive service 112 % 

Other service 135 % 

Less than 100 employees 52 % 

100 or more employees 76 % 

All enterprises 66 % 

Source:  Calculations by CFA based on R&D statistics for 1997-2005 and financial data from 
Statistics Denmark for 1998-2006. 



Some facts about value added 

Let us take a look at value added per 

employee by R&D activity in Denmark. 

In Knowledge intensive service the gain is 

7% 

For ”other service” the figure is 16% 



 


