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Presentation of the RESER Congress

Research in services is moving from a sector and supply approach to an activity and demand
perspective, where services generate value in any social and economic activity, with users
playing a leading role. Any company, industry, sector, city, region, or country can generate
business, economic, or social value when integrating new or improved services. Services
generate value by building on new forms of interaction between users and providers,
organizations and individuals, the public, business, and the third sector. These interactions
increasingly involve co-creation and innovation, for which new technologies are of the
utmost importance. This is the case with servitization processes, smart services, Industry 4.0
and digital transformation in public services.

The 30" RESER Congress, which will take place on January 21%-22"in virtually mode,
focuses on value co-creation and innovation as new dynamics shaping services today and
aimed at improving the transformative power of services in modern societies: new avenues
for a new services world.

The RESER Congress includes several activities, before and during the Congress days, related
to public and private services. Particular mention has to be made to the RESER-COVAL
conference on Value co-creation, innovation and digital transformation in public services, on
Thursday, January 21* and Friday 22, the International workshop on servitization, smart
services and industry 4.0 that will take place before the conference, on Wednesday, January
20™, and the Winter school on services innovation on Monday, January 18", Tuesday, 19™
and Wednesday 20", 2021.

The Organizing Committee
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Presentation of the COVAL Conference

The challenges that the public sector needs to address in the 21st century include providing
efficient and high-quality public services, as well as improving the public sector’s ability to
deal with societal demands. Oftentimes, designing public services following the internal logic
of government does not meet the changing needs of citizens. Public sector transformation
requires thinking of inclusive ways of citizen engagement. The traditional view of top-down
and supply-driven public administrations is no longer appropriate for the creation of public
value. There is a need for a demand-driven design of public services that incorporates the
opportunities, provided by new technologies, for the effective engagement of citizens and
organizations. A key element for a public sector transformation is a paradigm shift from
designing and delivering services solely based on the internal logic of public administrations
to an external, open and collaborative logic.

An understanding of participatory value creation and innovation promotes a new paradigm
of service provision: One that integrates the co-production and multiagent perspectives
with an emerging new public service logic. This can be aligned with the on-going work
on digital transformation through the use of ICT. The new paradigm fosters technological
and nontechnological innovation based on changing organizational procedures. Moreover, it
demands a mentality open to innovation and user participation in the development of public
goods and services.

Value is increasingly co-created through the involvement of all stakeholders in multiple
phases of the service process: Co-planning, co-design, co-implementation, co-delivery
and coevaluation. This process can transform public administrations. Thus, a new research
agenda is needed in order to help unlock this transformative power.

This conference builds on the work undertaken by the H2020 research project Co-VAL
(www.co-val.eu) on value co-creation and innovation in European public administrations.
The project goals are to 1) provide a comprehensive and holistic theoretical framework, ii)
measure and monitor transformative innovations in the public sector, iii) deliver research
outcomes on four areas of public service transformation (digital transformation, service
design, living-labs and public-private networks for social innovation), and iv) build practical
tools and a tracking system for helping policy design, monitoring and evaluation of existing
initiatives to support public service transformation.

January 21+ 2274, 2021 5



30™ RESER International Congress & COVAL Conference

President
Luis Rubalcaba

Vocals

Javier Carrillo

José Manuel Gomez Pulido
Cristina Suarez

Oscar Montes

Patricia Martinez de Blas

Scientific Committee

RESER Community:

Markus Scheuer

Estibaliz Hernandez Eleno
Marie-Christine Monnoyer
Alexander Schletz

Jose Luis Navarro Espigares
Luna Leoni

Pedro Costa

Ida Gremyr

Tiziana Russo Spena
Liudmila Bagdoniené
Veronika Belousova

Patrik Strom

Metka Stare

Co-VAL Community:

Stephen Osborne
Kirsty Strokosch
Greta Nasi

Anthony Arundel
Nordine Es-Sadki

Ines Mergel

Maria Rehnebak

Rolf Renning

Lars Fuglsang

Anne Vorre Hansen
Ada Scupola

Giorgio Garbasso

Faiz Gallouj

Céline Merlin-Brogniart
Francesco Mureddu
Luis Rubalcaba

Javier Carrillo

Jose Manuel Gomez Pulido
Cristina Suarez
Manuel Garcia Goiii
Gyorgy Drotos Gyorgy
David Osimo

Anna Triantafillou

Organizing Committee (University of Alcala)

David Gago

Celia Ruiz
Alberto Peralta
Lara Sanchez Pila
Ernesto Solano

Essen, Germany

Mondragon University, Spain

University of Toulouse, France

Fraunhofer IAO, Germany

University Hospital Virgen de las Nieves, Spain
University of Rome, Italy

University Institute of Lisbon, Portugal
Chalmers University of Technology, Sweden
University of Naples Federico II, Italy

Kaunas University of Technology, Lithuania
Moscow National Research University, Russia
University of Gothenburg, Sweden

University of Ljubljana, Slovenia

University of Edinburgh, UK
University of Edinburgh, UK
Bocconi University, Italy
Maastricht University, Netherlands
Maastricht University, Netherlands
University of Konstanz, Germany

Inland Norway University of Applied Sciences, Norway
Inland Norway University of Applied Sciences, Norway

Roskilde University, Denmark
Roskilde University, Denmark
Roskilde University, Denmark
PricewaterhouseCoopers, UK

Lille University, France

Lille University, France

Lisbon Council, Belgium

University of Alcald, Spain

University of Alcald, Spain

University of Alcala, Spain

University of Alcala, Spain
Complutense University of Madrid
Corvinius University of Budapest, Hungary
Lisbon Council, Belgium

Athens Technology Center SA, Greece

January 21+ 227, 2021



30™ RESER International Congress & COVAL Conference

Other members:

Walter Ganz Fraunhofer Institute, Germany

Christiane Hipp Brandenburg University of Technology Cottbus, Germany
Nanno Mulder ECLAC, United Nations, Chile

John Bryson University of Birmingham, UK

Jon Sundbo Roskilde University, Denmark

Paul Windrum University of Nottingham, UK

Pim den Hertog Dialogic, The Netherlands

Javier Reynoso TEC Monterrey, Mexico

Diego Aboal CINVE, Uruguay

Marja Toivonen Aalto University, Finland

Jari Kuusisto Vaasa University, Finland

Mario Mezzanzanica Universita degli Studi Bicocca, Milan, Italy
José Antonio Camacho University of Granada, Spain

Xavier Vence University of Santiago de Compostela, Spain
Francisco Rojas NovaGob, Spain

Paz Sanchez Andalusian Institute for Public Administration, Spain
Concepcion Campos Network Localis, Spain

Mercedes Rodriguez University of Granada, Spain

Annaflavia Bianchi StarPIN, University of Urbino, Italy
Fernando Merino de Lucas University of Murcia, Spain

Fernando de Pablo Digital Office, municipality of Madrid, Spain

Organizers and collaborators:

Organized by:

%‘*’% Universidad
SER i de Alcald

..........

The RESER International Congress is in collaboration with:

A f\ MINISTERIO
\N\ = F R
'Y r.\\ ‘-l—

msmmm [B)V| Center for fundacion

OECD N Jimis, |ssor zmeen ™ movagod

And the Spanish National Plan RT12018-101473-B-100

The COVAL Conference is supported by The European Commission (H2020):

* X %

S COVAL

* 5 *

January 21+ 2274, 2021 7



30™ RESER International Congress & COVAL Conference

Track 9: New paths in services research: digitalization and Jobs (PATHS)

Thursday, 21* January 2021

Thursday, 21* January 2021

Session 1_PATHS. Marketing and Experience
10:15 — 11:30

Session 3_PATHS. Public and network services
13:30 — 15:00

Chair: Jean Philippe

Chair: Takeshi Takenaka
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Small museums digitalisation: evidence from Italy

Luna Leoni!, Matteo Cristofaro'

I University of Rome Tor Vergata

Among service industry, the cultural sector is the one that us living the most rapid growth;
indeed, it provides 29.5 million jobs globally and it is responsible of 2,250 billion dollars of
global revenues (EY, 2014; Ngo et al., 2019).

Moreover, the cultural sector is undergoing a profound transformation due to the
introduction and application of new technologies, such as social media and mobile
apps. This is particularly true for museums (Errichiello et al., 2019; Pop & Borza, 2016;
Serravalle et al., 2019), in which the adoption of these new technologies allows to increase
their accessibility, engagement and attraction (Alunno, 2017; Hilton et al., 2019; Izzo,
2017; Lazzeretti & Sartori, 2016; Sacco et al., 2018; Solima, 2019; Sumer, 2018; Vaz et
al., 2018).

However, to the best of the authors’ knowledge, scholars interested in the adoption of
technologies in museums have always focused their attention on large museums, ignoring the
importance of the small ones, despite their widespread presence and importance, especially
in some countries, such as Italy (Cellini et al., 2019; ISTAT, 2019a, 2019b).

Thus, this paper aims to fill this gap by investigating: i) if and how small museums adopt
new technologies; ii) the existence of differences in the adoption of these technologies due to
some specific museums characteristics (e.g., private/public ownership, museum typology);
and iii) the existence of specific factors that favour or obstacle the technology adoption.

In order to reach its aim, in this paper a survey data collection method (Babbie, 1990; Fowler,
2013; Groves etal., 2009) is adopted. In particular, the questionnaire used for the investigation
has been sent to the directors/curators of all the Italian small museums. Respondents have to
provide information related four main aspects: i) museums general information; ii) current
adoption of technologies; iii) technology enabling factors; and iv) technology

inhibiting factors.

Data are going to be analysed in both quantitative and qualitative terms. In particular, the
quantitative investigation are going to be done through the application of ANOVA and Chi-
squared tests; whilst, the qualitative analysis will adopt a mixed thematic analysis.

Basically, we aim to reach three main results thanks to this investigation:

1. Identifying the most implemented technologies by Italian small museums;

2. Verifying if and how museums characteristics influence the adoption of these technologies;
and

3. Classifying the factors that facilitate (or hinder) their technology adoption.
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In doing so, the paper will provide both theoretical and practical contributions as well as
interesting suggestions for future research on these topics.
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