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Germany – On the Way to Services Champion
Not that long ago Germany was described as a “services desert.” Nowadays, “Services Made in Germany” are beginning
to achieve world-class recognition and bring competitive advantages to our nation. What has provoked this fundamental
change? A key role has been played by services research,
which for the last 12 years systematically examined and further developed services in close cooperation with the economic sector. This was made possible with the aid of the initiative,
“Services for the 21st Century”, on the part of the Federal
Ministry of Education and Research, which commenced in
1995. In this initiative, over 90 projects were developed, involving around 300 academic and economic institutions. The
success of this initiative has radically transformed awareness
of services as the motor of innovation, and is therefore an
important factor for the future of Germany. Service research
is today a permanent element of federal support programs.
The Federal Government’s current “High-Tech Strategy for
Germany” defines service research as one of the fields that
will create new jobs and prosperity in Germany.
To illustrate the impressive transformation of Germany into
a services champion was the aim of the project “Innovative
services on the way to world class”. Examples of innovative
cooperations were presented in innovation fora that were
held between September 2007 and February 2008 in services champion locations nationwide.
The organization was undertaken by the Center for Leading
Innovation & Cooperation CLIC) at the HHL – Leipzig Graduate School of Management.
We invite you to accompany us on our journey, and allow
yourselves to be inspired by the outstanding examples of excellence in service research and service innovation in Germany.

Ralf Reichwald
Kathrin M. Möslein
Anne Sigismund Huff
Marcus Kölling
Anne-Katrin Neyer
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Preface

Summary

Journey Through the Country
of Service Innovations
Innovative services have a particular relevance for economic
and corporate growth:
■ First, the services sector is the major employment sector
in Germany.
■ Second, new service processes and products are generated through the utilization of technology, and this is a
traditional strength of the German economy.
■ Third, additions to the range of services available, not
only help classical service companies, but also offer organizations in all sectors new opportunities to stand out
amongst their global competitors.
■ Fourth, interaction between customers and companies is
broadening the range of services available, and allowing
companies to develop both radical and incremental innovations in service delivery.

Nowadays, the competitive ability of organizations is determined by their flexibility and professionalism in developing
and implementing service innovations. Not only classical service companies, but also industrial enterprises are faced with
the challenge improving and extending the range of services
they offer. For this reason, the primary aim of our tour through
the “Country of Service Innovations”, is to show the development and implementation of successful service innovations.
Special success-relevant dimensions of innovation through
services have already been displayed in the national events
we organized to showcase the services selected by our jury.
Service fulfils human aspirations. The world of services is
multifaceted. For this reason, our tour covers: Service Innovation, Service Engineering, Service Individualization, Service
Standardization, Service in the Healthcare Sector, Service Innovation in Education and Research, Service Markets, and
Service Export.

Summary
You are welcome to accompany us on this journey!

“In future Germany needs even more well-trained,
talented young people.
And we need even more targeted research funding
to pave the way for innovations of the future.”
Dr. Annette Schavan
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Innovations in education and research hold great potential.
They aim towards global growth markets and in turn, offer
the basis for social growth and prosperity. It is therefore astonishing, that innovation in education and research was long
distinguished by its absence in Germany. Recently, however,
a fresh breeze has swept through educational institutions at all
levels, and innovations in education and research are proving
to be increasingly strong motors for the economic, social, and
academic sectors.
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Young people thirsting for education are no longer prepared to
have educational speed, content, and development opportunities dictated by state institutions. The willingness to pay for
education, but at the same time to demand quality standards,
is a visible characteristic of this change. In a similar manner,
the field of research has been transformed into an arena of
competition. Rankings have entered the scene, where, until
recently reputation was the defining factor. The Excellence
Initiative in Germany, which has gone through three rounds of
award, has stimulated higher education into action, encouraging, and supporting innovative university research.
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At the same time, education and research is being carried
out in more places, including business organizations. Compa-
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nies pressed by the demands of increasing competition have
clear ideas about the additional skills workers need. Some are
becoming more active in education as a contribution to society, that extends beyond their own workers. Individuals taking
greater responsibility for their own careers, are more willing
to make independent decisions about the source of needed
training, and are turning to these providers as well as to universities.
Today, the educational and research landscape in all its diversity and complexity, has taken a central role in innovation
activity. More specifically, education and research provide an
excellent breeding ground for service innovations: the range
of opportunity is being extended as new concepts are generated and made feasible. In this short report, it is unfortunately
possible to cover only a few aspects of this development. We
describe two exemplary institutions in some detail – the Technische Universität München (TUM) and the HHL – Leipzig
Graduate School of Management – then provide a flavor of
other innovative programs in a variety of settings.

Important for Business
■ Universities, created for the discovery and development
of new ideas, have recently emphasized service innovations with support from the German government.
■ This support has allowed the best educational organizations to design new research platforms for the future.
■ Business organizations also play a growing role in this
landscape, carrying out research and education projects
that create additional innovations.

Historical roots
“HHL offers excellent study facilities for generalist managerial studies on a superior academic level. The institution trains
managers … (to) combine … judgment and well-founded
economic knowledge.… The expression ‘generalist managerial studies on a superior academic level’ is initially related
to course content. We view the virtually insoluble conflicts…
between theory and practice as a constant source of inspiration and challenge. HHL students receive a broad and
well-grounded business education that ranges from modern
developments in management, to a more extended view
(that)…includes problems and concepts in subject areas such
as political economics and economic ethics. We deliberately
avoid the illusion, that economic science can offer complete
recipes for challenging managerial tasks, and emphasize at
HHL that the appropriate utilization of theory demands creativity and power of judgment – in particular when this concerns
solving new and far-ranging management problems.”
This extract from the founding concept of HHL, which was
re-established as a private university in 1992 by the Chamber of Industry and Commerce in Leipzig, reformulates the
concept with which the original HHL was created in 1898 by
the then Chamber of Commerce. The triggers precipitating
the foundation of a private institution were the “disasters in
German global trade and mistakes within the area of trade
and exchange.” HHL was considered a “necessity” for “those
merchants who are destined to be the leaders of large businesses or industrial companies” (Raydt, 1897).
Even at that early date, HHL, the first business school in Germany, was characterized by strong and stable exchange relationships. These strong historical and institutional network
structures, are quite unique in Germany. The interlocking of
economic sciences and academic research with business
practice also lacks historical and institutional roots in many
other countries – for example in Great Britain – and is only
now being broadly encouraged as a strategy for the future.

Connection between business research and business organizations is a key feature, for example, in the influential Lambert
Review (www.lambertreview.org.uk) recently published in the
UK.
The HHL tradition is personified by its former student, Eu-
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II. Technische Universität München –
The Entrepreneurial University
HHL – Leipzig Graduate
School of Management
Academic teaching
• Diploma program and
Master of Science
• MBA & part-time MBA
Research and postgraduate
education
• Centers of competence
• Doctoral programs
Support for company founders
and company partnerships
• Entrepreneurship programs
financing
• Corporate Relations Office

Exchange process
•
•
•
•
•
•
•
•
•

Selection process
Practical projects
Company presentation
Comprehensive program
Interdisciplinary oriented
competence centers
Collaborative knowledge
generation
HHL doctorate program
for active managers
Company formation
programs
Partner programs

The Technische Universität München is a research and
teaching institution aimed at serving society. The institution
views itself as an entrepreneurial university and therefore also
a service company with aspirations for global excellence. Its
contribution to service excellence within the high-tech city of
Munich has many facets. For example, the TUM Business
School acts as the bridgehead of knowledge transfer.

Economic sector
Target groups
• Company founders and
micro-companies
• SMEs
• Major companies
Target regions
• Regional
• National
• International
Target fields
• Strategy, innovation,
marketing, financing &
controlling

MBA programs are available for managers up to the highest
levels. The Executive MBA program called ¡ communicate! has
successfully established itself in the market as a program that
helps managers identify organizational strengths and convey
them to others. In 2008, TUM launched a further executive
program focused on Innovation and Business Creation. The
program facilitates the swift development and implementation of new services and new technologies for both high-tech
start-ups and innovative businesses. As already noted, the
program relies on TUM’s Innovation and Start-up Center, UnternehmerTUM, in partnership with HHL.

nization. Within this context, E. von Hippel (2005) talks of a
democratization of innovation. Similar innovation processes
are affecting all areas of knowledge management and innovation generation in many other kinds of organizations.
The degree to which economic practice can be linked to innovation and knowledge generation among external partners
depends upon the degree to which economic activities are
dependent on external opportunities. Recognizing interdependencies, new players have already established themselves
in numerous technical-scientific knowledge and innovation
fields to act as intermediaries between providers and consumers within specific knowledge generation markets. Examples of companies offering innovation and innovative ability as
products on the market include: IDEO (www.ideo.com) and
innovation europe (www.innovation-europe.de). New markets in which innovation searchers meet innovation providers
are being created by InnoCentive (www.innocentive.com) and
IdeaCrossing (www.ideacrossing.com). F. Meyer-Krahmer

Innovation in research – TUM Institute for Advanced Study
At the TUM Institute for Advanced Study (TUM-IAS), top
researchers are freed from the typical bureaucratic pressures of everyday university life. The first IAS fellows were
welcomed by TUM president Wolfgang A. Herrmann in 2007.
These fellows are able to pursue new ideas with the aid of
state-of-the-art equipment without distraction from administrative commitments. Modeled on the legendary academic
paradise in Princeton, president Wolfgang Herrmann justifies
the TUM’s central project with the credo: “Free development
of creativity for the brightest minds is the most efficient contribution to scientific progress.”
Freedom for the best academics – the TUM Excellence Initiative takes off
TUM-IAS is a core concept
in the design for the future
that received one of the first
three awards in the Excellence Initiative of the German Research Association
(DFG) and the Academic Council in 2006. High risk – high
reward, is the academic ideal of the institute that aims to open
up new fields and significantly influence academic careers.
For this reason, young academics play a central role in TUMIAS, where special fellowships for particularly gifted young
talents are available. Research groups consist of fellows from
TUM and top international academics. The profile is always
interdisciplinary, including planned integration of humanities
and industrial research.
The first research group began its work in September 2007.
Prof. Reiner Rummel from TUM, with Prof. Gerhard Beutler
and Dr. Adrian Jäggi from the Astronomical Institute of the
University of Bern, are searching for methods to obtain new
information on changes in the earth’s gravity field through
slight deviations in satellite paths. Identified changes will in
turn yield conclusions on changes in ocean currents, polar
ice mass, or precipitations as the result of climate change.
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ternehmerTUM since its establishment in January 2002. She
notes that “at UnternehmerTUM, young entrepreneurs are
given the opportunity to implement their business concepts.
UnternehmerTUM stands for the recognition of opportunities, the testing of concepts in a real environment, and their
implementation.”
In 2007, UnternehmerTUM was awarded the German Employer Associations’ Prize for Education in recognition of their
convincing projects developing entrepreneurial competence.
The TUM-based organization emphasizes, that in order to
achieve success, a start-up needs an innovative business opportunity, a capable team, and a strong network of experts,
and capital providers. UnternehmerTUM is a competent partner in putting these key elements together: it helps innovators
and start-up teams develop entrepreneurial opportunities
into sustainable business models. The Center accompanies
promising start-up projects through the critical phases of
business development, business planning, financing, and
organization structuring.
UnternehmerTUM has developed ‘Playtools’ – a series of
methods and tools with which teams can develop prototypes
of their entrepreneurial idea within a short space of time.
Through the systematic testing of a new business concept,
it soon becomes clear whether or not a promising idea will
develop into a real entrepreneurial opportunity – or not. Prototypes help the team and relevant other actors (for example,
potential customers or sources of financial support) visualize
the relevant aspects of a new business concept. Prototypes
are ideal instruments for developing and exchanging an emotional understanding of the innovative idea. In addition to this
feedback, the prototype also supports studies of technological feasibility.

participants acquire broadly-based management knowledge
with the emphasis on the development of growth-oriented
business models, the construction of new business fields for
companies, and the successful management of start-ups. In
accompaniment to academic modules, program participants
receive systematic support from the UnternehmerTUM for
their concrete innovation and start-up projects.
UnternehmerTUM has developed an innovation process in
which the concept of prototyping is the dominant element.
The aim of this method is to reduce economic and technical innovation risk. A prototype is not viewed as first copy
of a mass produced offering, but is a more flexible model
that helps systematically test and develop new business concepts. Functional models, forms, and customer scenarios
make relevant aspects of the business concept tangible. For
service components of the idea, these are especially important instruments for interacting with potential customers and
receiving valid feedback. This process helps reduce insecurity within the innovation processes and generate knowledge.
It helps determine to what extent the business concept is in
demand, commercially viable and technically feasible, and
what competences are required from individual participants
and a surrounding team, for the successful implementation
of the business concept.
The twelve-month Executive Program is aimed at ambitious specialists and executive managers, and also company
founders. Participants who have completed the program will
receive the academic degree of Executive Master of Business Administration (MBA). Further information is available
at www.innovationprogram.de.

In its broader educational efforts, UnternehmerTUM awakens the interest of young people in entrepreneurship through
lectures and seminars. These provide students with fundamental knowledge about how managers involved in decisionmaking can encourage innovation. After this introduction,
participants can learn in teams how to develop business concepts for growth-oriented companies and compile a structured business plan. Further information is available at www.
unternehmertum.de.

A second research group surrounding Prof. Arthur Konnerth
from the TUM, Nobel Prize winner Prof. Bert Sakmann – up
until now Max Planck Institute for Medical Research Heidelberg – and Dr. Thomas Misgeld is attempting to map the
function of basic elements of the brain in intelligent creatures.
This IAS group will be based on the Garching campus of TUM
in an institute building being constructed with 10 million
Euros funding by BMW. Neurone bundles called cortical
pillars, will be analyzed in vivo and simulated in silicio, i.e. in
the Garching supercomputer.

UnternehmerTUM GmbH – Center for Innovation and Start-ups
UnternehmerTUM is one of the leading centers for innovation
and start-ups in Europe. Its focus is on the development of entrepreneurial teams and opportunities. Every year UnternehmerTUM facilitates and supervises approximate 40 teams in
the systematic exploration of prototypes for new products and
services; around 20 of the start-up teams form companies. Additionally, over 1,000 individuals from both the university and
business environments acquire entrepreneurial knowledge
in short courses and programs offered by UnternehmerTUM.

Further information on these and other TUM-IAS activities is
available at www.ias.tum.de.

Susanne Klatten, a well-known German entrepreneur, has
provided both course content and financial support for Un-
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Innovations in teaching – Executive Program in Innovation
& Business Creation
With its Executive Program in Innovation & Business Creation, the TUM Business School, together with the HHL and
UnternehmerTUM, is developing a groundbreaking educational innovation. For the first time that we know of, an executive program combines excellent management training
with the systematic encouragement and supervision, and
innovation and start-up projects by individual participants.
Teaching content of the highest quality is provided by lecturers from the Technische Universität München, HHL, the
University of California Berkeley, and further international
partner universities, along with well-known businesses. In a
60-day course carried out over 12 month period, program
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High school pupils of the Friedrich Schiller Gymnasium
and their teacher Jens-Uwe Jopp, during the presentation
of their prototype workshop results at the final forum in
Leipzig on February 19, 2008.

The High-Tech Strategy
for Germany

Interview

Innovative Educational Concepts

The High-Tech Strategy for Germany

Prof. Ralf Reichwald in conversation with Prof. Dr. Dr. h. c.
mult. Wolfgang A. Herrmann, President of the Technische
Universität München (TUM)
Prof. Herrmann, what is the overall concept that characterizes
TUM?
We see ourselves as an entrepreneurial university. This
means that we follow a scientific entrepreneurial agenda in
teaching and research.
Prof. Dr. Dr. h. c. Hans Wiesmeth

Prof. Dr. Dr. h. c. mult.
Wolfgang A. Herrmann

Prof. Ralf Reichwald, TUM and CLIC, in conversation with
Prof. Dr. Dr. h. c. Hans Wiesmeth, Rector of the HHL –
Leipzig Graduate School of Management
The HHL is pursuing an innovative path with its educational
concepts. What do you see as the distinguishing characteristics of your institution, Prof. Wiesmeth?
We aim to educate capable and responsible managers who
can recognize and surmount the challenges of the global
economy. One of the projects in which we are pursuing new
paths, is the ‘HHL Open School Initiative’.
What is the objective of the HHL Open School Initiative?
The concept was created to systematically bundle existing
exchange processes and make our way of doing this more
visible in the economic and academic world. Previously diversely contacts with businesses, are now integrated into a
single network. A significant component of the HHL Open
School Initiative is cooperation projects such as, student advisory services, practical projects, and personnel recruiting.
However, knowledge transfer is not limited to the development and placement of highly qualified specialists. We provide a wide range of further training opportunities for various
management levels.

What are your objectives for this process?
We aim to offer students an excellent, performance-oriented
education with a practical orientation. We embrace the principle of achievement, and are constantly adjusting our study
courses to new requirements. To guarantee a practical orientation, we not only cooperate with strong partners from the industrial sector, but in 2002 also founded UnternehmerTUM,
an independent, non-profit, limited liability corporation and
an associated institute of the TU München. The objectives of
this institution include: the encouragement of entrepreneurial thinking and action on the part of students and academics, and the supervision of university innovation and start-up
teams, in the development of their products and companies.
Is there a unique vision you are aiming for at TUM?
One of our visions, is to become one of the most attractive
technical universities in Germany for women. We aim to create study places and jobs that fulfill the special needs of
women and young families through imaginative actions.

For the first time, the German Federal Government has presented a national strategy for innovation policy which was
developed in a joint effort by all federal government departments. The High-Tech Strategy for Germany marks a paradigm shift in research and innovation policy. Many good
ideas are being developed in Germany but too few of them
are turned to comercial account. We therefore need a climate where ideas can be „ignited“, where research results
can be translated into products, processes and services. We
want to turn Germany into the most research-friendly nation
in the world. Until 2009, the German Federal Government
will make available a total of approximately 15 billion Euro
for cutting-edge technologies and technology spanning programmes with the aim of strengthening innovation. This will
contribute substantially to achieving the goal of increasing
the investments in research and development to three percent of the gross domestic product by 2010, as was agreed
in the Lisbon Strategy. The Federal Government‘s HighTech Strategy establishes the following innovation policy
priorities:

1. Developing lead markets
Defining clear objectives and fields of action: In its HighTech Strategy, the Federal Government has defined objectives
for 17 cutting-edge fields. These include, for example, health
research, security research and energy research. There is a
clear time table for initiatives in each of these fields. Both
research funding and the prevailing conditions are taken into
account.
Establishing a clear profile: For the first time, an analysis
of strengths and weaknesses clearly shows where Germany
stands in the various cutting-edge fields and where further
action is needed. The central task is to open up new markets
for products and services and to develop existing markets into
lead markets. Within the cutting-edge fields, the High-Tech
Strategy focusses on areas which are of outstanding national
interest and which have economic and scientific potential.
Designing roadmap processes with industry and science:
Coordination between politics, science and industry is necessary for enhancing Germany‘s competitiveness on international markets. It is a task for innovation policy to shape and
steer this process, to support it and to provide for suitable
conditions. Strategic partnerships are of particular importance in this respect.

What is your vision for HHL?
Our aim is to become one of the top ten leading European
business schools by the year 2020. We are pursuing a growth
strategy: we aim to increase both the number of staff and
the number of students without forfeiting quality in service
or teaching. We want to simultaneously extend cooperation
projects with other leading European business schools offering diploma, master, and executive programs.

2. Improving the cooperation between
science and industry
Pooling the strengths of industry and science: With our HighTech Strategy we forge links between industry and science.
Collaborations and joint projects will receive greater support
than ever before, for example through the introduction of a

Speakers and organizers at the final forum of the series
“Innovative services on the way to world class”
on February 19, 2008 in Leipzig
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new type of research grant, the funding of leadingedge clusters and by spotlighting the best examples of cooperation between industry and science.
Investing in minds: The systems of initial and continuing vocational training will be developed further in keeping with future needs, and support for the highly talented and for young
researchers will be extended. The Pact for Higher Education
2020 aims to ensure that a growing number of students will
find favourable conditions for study and research.
Actively shaping European research and innovation policy:
The national innovation system forms part of the European
Research Area. The Federal Government therefore aims to
link its innovation policy to European initiatives. This will also
be an objective of the German EU Council Presidency during
the first half of 2007.

3. Accelerating direct application of
research ﬁndings
Shortening the time to market: Standards enable the successful marketing of products throughout the world. The
High-Tech Strategy will assist industry in establishing such
standards more quickly, thus increasing the competitiveness
of industrial products. Furthermore, public procurement will
be designed as a driver of innovation.
Improving conditions for high-tech start-ups and innovative
SMEs: Young entrepreneurs will be assisted in entering the
market, companies will receive support in establishing contacts with the scientific community and in translating their
own research findings into products, and the funding policy
for small and medium-sized enterprises will be streamlined.
General conditions will also be improved.
The Federal Government‘s High-Tech Strategy initiates an
interdepartmental process for the entire legislative period.
The Industry-Science Research Alliance, which includes representatives from industry and the scientific community, will
support the implementation and further development of the
High-Tech Strategy together with the competent government
departments. The process of implementing the High-Tech
Strategy will be regularly reviewed. A first review by the Federal Government will take place in September 2007.
Further information:
http://www.ideen-zuenden.de
http://www.bmbf.de

Source: www.hightech-strategie.de, Letter of Facts, published
by Federal Ministry of Education and Research, Public Relations Division, 11055 Berlin, Germany Bonn/Berlin 2007
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