
This article was downloaded by: [216.73.217.74] On: 14 July 2026, At: 22:09
Publisher: Institute for Operations Research and the Management Sciences (INFORMS)
INFORMS is located in Maryland, USA

Service Science

Publication details, including instructions for authors and subscription information:
http://pubsonline.informs.org

Introduction to the Naples Forum on Service Special
Section
Francesco Polese, Cristina Mele, Sergio Barile

To cite this article:
Francesco Polese, Cristina Mele, Sergio Barile (2017) Introduction to the Naples Forum on Service Special Section.
Service Science 9(1):62-62. https://doi.org/10.1287/serv.2017.0176

Full terms and conditions of use: https://pubsonline.informs.org/Publications/Librarians-Portal/PubsOnLine-
Terms-and-Conditions

This article may be used only for the purposes of research, teaching, and/or private study. Commercial use or
systematic downloading (by robots or other automatic processes) is prohibited without explicit Publisher approval,
unless otherwise noted. For more information, contact permissions@informs.org.

The Publisher does not warrant or guarantee the article’s accuracy, completeness, merchantability, fitness
for a particular purpose, or non-infringement. Descriptions of, or references to, products or publications, or
inclusion of an advertisement in this article, neither constitutes nor implies a guarantee, endorsement, or support
of claims made of that product, publication, or service.

Copyright © 2017, INFORMS

Please scroll down for article—it is on subsequent pages

With 12,500 members from nearly 90 countries, INFORMS is the largest international association of operations
research (O.R.) and analytics professionals and students. INFORMS provides unique networking and learning
opportunities for individual professionals, and organizations of all types and sizes, to better understand and use
O.R. and analytics tools and methods to transform strategic visions and achieve better outcomes.
For more information on INFORMS, its publications, membership, or meetings visit http://www.informs.org

http://pubsonline.informs.org
https://doi.org/10.1287/serv.2017.0176
https://pubsonline.informs.org/Publications/Librarians-Portal/PubsOnLine-Terms-and-Conditions
https://pubsonline.informs.org/Publications/Librarians-Portal/PubsOnLine-Terms-and-Conditions
http://www.informs.org


SERVICE SCIENCE
Vol. 9, No. 1, March 2017, p. 62

http://pubsonline.informs.org/journal/serv/ ISSN 2164-3962 (print), ISSN 2164-3970 (online)

Introduction to the Naples Forum on Service Special Section
Francesco Polese,a Cristina Mele,b Sergio Barilec

aDepartment of Business Sciences and Innovation Systems, University of Salerno, 84084 Fisciano, Italy; bDepartment of Economics,
Management, and Institutions, Federico II University of Naples, 80138 Naples, Italy; cDepartment of Management, Sapienza University of
Rome, 00185 Rome, Italy
Contact: fpolese@unisa.it (FP); crimele@unina.it (CM); sergio.barile@uniroma1.it (SB)

Published Online: March 15, 2017

http://dx.doi.org/10.1287/serv.2017.0176

Copyright: © 2017 INFORMS

The 2015 Naples Forum on service, held in June 2015, was the fourth event of its series, gathering scholars
from all over the world in an attempt to integrate service-dominant logic (Vargo and Lusch 2016), network and
systems theories (Gummesson 2017), and service science (Maglio and Lim 2016). Scientific discussions were
intriguing; all aimed toward creating synergies and common research paths (Mele et al. 2015, Pels et al. 2014).
Service research in general, parallel to service science as a discipline, calls for both a holistic and high-level
focus as well as reductionist and vertical studies and applications (Barile et al. 2016). In attempting to focus on
both approaches, service scientists participating in the event engaged in diverse discussions, advancing their
ideas and challenging their proposals with members of the service community.

Among the presented research, two papers appear in this special section of Service Science, both focused on
deepening value evaluation and measurement to advance models and tools for improved service viability. The
first, “Modeling and measuring the consumer activities associated with value cocreation: An exploratory test
in the context of education” by Botti et al. (2017) elaborates a measurement model for defining and classifying
customer value cocreation activities to reveal the underlying dimensions of the construct and to identify real
activities accomplished by customers during service provision. The authors propose a model for guiding deci-
sion makers in the elaboration of specific strategies aimed at fostering customer involvement in each stage of the
joint creation of value. The second paper, “Determining service value” by Foglieni and Holmlid (2017), draws
a parallel between value creation and value evaluation as two intertwined elements, positing that determining
value dimensions means conducting an evaluation of service elements and processes. The presented framework
is an attempt to shift reflection on value creation toward a practice-based activity, such as evaluation.
The 5th Naples Forum on Service, to be held in Sorrento, Italy, June 6–9, 2017, is rapidly approaching,

and we hope the service science community will profitably meet and debate once again (updates on www.
naplesforumonservice.it).

References
Barile S, Lusch R, Reynoso J, Saviano M, Spohrer J (2016) Systems, networks, and ecosystems in service research. J. Service Management

27(4):652–674.
Botti A, Grimaldi M, Tommasetti A, Troisi O, Vesci M (2017) Modeling and measuring the consumer activities associated with value

cocreation: An exploratory test in the context of education. Service Sci. 9(1):63–73.
Foglieni F, Holmlid S (2017) Determining service value. Service Sci. 9(1):74–90.
Gummesson E (2017) From relationship marketing to total relationship marketing and beyond. J. Services Marketing 31(1):16–19.
Maglio PP, Lim CH (2016) Innovation and big data in smart service systems. J. Innovation Management 4(1):11–21.
Mele C, Pels J, Storbacka K (2015) A holistic market conceptualization. J. Acad. Marketing Sci. 43(1):100–114.
Pels J, Barile S, Saviano M, Polese F, Carrubbo L (2014) The contribution of VSA and SDL perspectives to strategic thinking in emerging

economies. Managing Service Quality 24(6):565–591.
Vargo SL, Lusch RF (2016) Institutions and axioms: An extension and update of service-dominant logic. J. Acad. Marketing Sci. 44(1):5–23.

62

D
ow

nl
oa

de
d 

fr
om

 in
fo

rm
s.

or
g 

by
 [

21
6.

73
.2

17
.7

4]
 o

n 
14

 J
ul

y 
20

26
, a

t 2
2:

09
 . 

Fo
r 

pe
rs

on
al

 u
se

 o
nl

y,
 a

ll 
ri

gh
ts

 r
es

er
ve

d.
 

http://pubsonline.informs.org/journal/serv/
fpolese@unisa.it
crimele@unina.it
sergio.barile@uniroma1.it
www.naplesforumonservice.it
www.naplesforumonservice.it

