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ABSTRACT

The service industry has become very important for almost every country, The same goes
for Korea, as its service industry accounts for more than 60 percent of GDP. However, it is
true that the competitiveness of Korea's service industry is very low compared to that of major
developed countries, It is particularly true for knowledge-intensive service sectors, In this
reason, Korea needs to strengthen the competitiveness of domestic service sectors,

There have been many studies on service innovation models, This paper tries to explore
how to enhance the competitiveness of Korean service industry. It argues that the science and
technology will play an essential role in strengthening the competitiveness of many service
sectors and technology and innovation management will be very important also for them,
Therefore, based on the review on existinf models, this paper suggests a “Model of Strategic
Services Innovation Management” which is composed of strategic intent, technological
innovation, and organizational innovation, Based on this model this paper analyzes two cases:
Wal-Mart and Incheon International Airport Co.

According to our analyzes, both companies have enhanced their competitiveness significantly
based on technological and organizational innovations, which have been initiated at corporate
level. Therefore, the Korean service industry should actively adopt the Strategic Services
Innovation Management Model in order to enhance its competitiveness and productivity.

Key Words : Science and Technology, Service Innovation, Strategic Intent, Model. of Strategic
Services Innovation Management, Organizational Innovation
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A AAL A Aul2 Bl AAshs HFe] vde] 718 gt} fEluEE
IMF 218917] o|F, ZAe] FAo] Azl AMul2aded Holgar glot. Aul2 4]
H|F-& ulFo] GDPY 77.2%(2008'd 71&, vl=%EA1%), $-elvelrt GDPE ¢ 60%(2008'3
71&, B=FAR) £Fo2H 2] AQ] ulFeld I F8A40] EE FUI8laL 9, I H|F
< A AAH R A&A) SIS RofFa Qe Aot 53] e FHA 88
3] ¥R 2 94 AarMuia AV B4 1 ST FEEAIR Yot

oA AMu|2 ko] ZAAlM AAFhRs HIFo] HAH AAL dFele EF, AMRls
AR Sgel digk At g ak el Mulx FE3 AaE AdHeR 387 of
HE EAZ Jslo] Aula Aodels Asto g £ 3 vk, olg e AMuH|A
ARdel digt A7e fElveREst ollEl IAHegE #alo] FolAlR o, Harvard
Business Review(2005)¢] 2[sld gAlololtlo] F shiz AMu|x Ato[ddxe] gt FAE
2N 5 AAl o STl E BAAT tig FAETt FolAR YA ofF AAAU
ATE AL Holrh. vt A4 AMul2 Aqde] AAE AnE AT o =AFAAE
don, Z2H 7 A0 Mu|2 Aol FAY S kA o] F-Eel thg =719
AAA 2957 71909 g Agso] arHa givk. E3) e} AHls Adgde] o)
R3] uls] ol Yiths He AMulx Agje] o] A3t B A7t 983 v
Fa ik,

22 Eol, Aula AR1e] NS AT AdiA A3t ]=(Science & Technology)
o] Qo] FxH it} Aspr|& Aul2 Akje] Avte] A Ego] Hol o] 4139
ZAZE A3A7E Aoz A glor, 53] Az AegA P e Yl
L AN MB|2 A)E AEFL gltk. ol Aulx Agle] A3Pr|e 28, & Al
#M(service innovation)oll #3 Fyle A7 Fasll, Au)2 ARiex e ZleEale 7Y
g 9 g olE wige g e Mu2 AR tidt gt A7t Basi, ok
Au|2 Hale] AFAQ AleElE 4% B4 Fe7) it

B =2 ATEAEL thad 2} AA|, Fireg Aul2 Ao 7P AeFolx
AAHe g 43 5 e AgAzRe TGP B4, Muj2aigde] Bl BAY ¢

1) OECDE B2# o8, §2, 34, BY, 75} vizuUs Aulzo] Fh8 2018 Ay Aul= Aoz 73T 3l
o0, $2Et ANBARE ORCD7IEd) tietel Eahoalz MSiCQ), 39, 2%2, g dHHIAE Muls
o A Borg e ¥yl gk,
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< SsiME AETIEo] omgt 8L T F TP A, AFA AHl2 Al AR
Al old MRS =2 F JS7P ol IFEASL fEluE Mul& Al BAY st
d B2 7198 & ez Jigigd.

oL ATEAIEE A3 $iste] B =FolME Aul2 Hald tigh ANt cl2ES
Ak, WEAQ M2 HAe) 4BAEE ARE d. o2 $siA Mula Al
B3 71E BUS HESA A 77499 olgg oz & Myl HA% Y Rdg
AAslaLA} g, & AFolxe o] e vlgo g YnlES AAZAITIFAL AllE B3l
YAl HFeaE ¥R, o] F 71A] AHAT-E FHst EjvzEte] Al 4gie] 7
AEE Fol7] 918 BAH A HHE =E371= 3t

IL °l24 FE
1. MulA L) 7123

A AR Myl 2de] AR 3l #F ATE 25 Bol tRolX|A] ¢kt
ol 2Fet] ARl A7t AlzGel IS vz Folgt. o= fEvE
2} 2ol A7t Axdel FFE vzt Bl vl 2% 2 B0, AHl2 A
Ao B e AT Arle FL JiedAle] F8Aol Faskll diFEHUATHe:
OECD, 2006, PMSEIC Working Group, 2008; A% 5, 2010). =& A AAZ o2 A
2 A9 Fa2do] diFgel uet Mujx ¥ AAFe e 78 Myl H3kservice
science)®] F87Jo] ==l ckChesbrough & Spohrer, 2006; Spohrer & Maglio,
2008; Larson, 2008),

LF AuE dgdo] ARslEtella] BAIE ol M2t ZHXE 58 57 ulieltt
Chesbrough & Spohrer(2006) AH]x o] 719 AARHRQ] RE 2] ggEe FFo
2 J4=3 WHalEorta YA 71gdo] AMulx HAg AARY xhgdelA AR fA81]
7t olfca 4%t O 491 F shis Aula a2l 23 ol 444739 Ao,
T OE shie AulE 23] FARE] AHla 49 Fa4d] dis 4% ZRE 4
ZAESE 7HAIL Yok Holot, §3] Mula ZA2E Fo & HolR] &) wjiFd] A=
9] £33 7o) g7 Yol FAV} AP /M= 4A Yot =3 Az gl JAAs
U H331 oy ohdet ATt §oz Q1% AR BAYL cfuis|AE @2do] Vel
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Al =o] FejFoli HAHRI HIo] ol Hejl gk

TEL A 4ol BAE EE A3 Aul2 H(service innovation)of] #3F =217}
AP=Elo] o5 e, hEH =& Auud e 2o WA, 159 Aulx Al
TRAE 7P Wol =3l & IBM(2006)2 AH|2 84l A Mul2-AFE A, Al
EAE G, vizvx md o g BRIt AH|A-ZR A HAL B vk Al A
& AT 220 P EA sAAE oujain, ARIA-AE HAL 7iEe AlETelA
e F25 715E 717 A2 A AlFE oulgict vlzU2a Bl HAL A2 A
2T Mg AFshs B 2EAQ wslE ojulsta glok. T2 of Al 7HA
Fol BF3] EFET AL oln, A3l me} 234 o] thzA Jehdr|x gt £3] A4
2 AF A As Z3A2 Hg 53 AAER JEVE 397 89

OECD(2006):= Alul2 gAlo)l glojA] 7|1&8 el Fa4dE 7dzsty ol 7lWkste] Az
3 A4FFARQ] MulA(knowledge-intensive services)E AFE 4 ok s, o)
EA9l Mul2gA AAEA(renewal service), Y433 Al(routine innovation), 23Xl
(compliance service), UEHT Mu]X(network service)2] Y| 7ERE AARBIL Yt 7]
A ARFAIL AP o s Halo JFE vlAE AR, R&DS} AFUAHE Fol ATH
m, @I 22 Yo thofat AMEa2rle] B fAPRdel ek Aew A F
o sFEct AL HAQ ZH A okt 7 WelM 2L AW Aes
WA 29} SAREAL Fol Sl EY, VEYA HAe ARuAleld, AXudtst fdg 2
XE s 3k Aoz JMIESZ ¥ AFWESNR Fol o7l sHTE.
OECD(2006)°l] k2|, Au)2 AL 23 - 9¥-g olg-2n, dd] AREd s
AFEE LS ol 71]do] oA AFshe BE 7HXE B3k ERE] 985 ¥
t} o] HelA Aulx HAlL oA g TR 7|9 BAY st ds] F8% 4T
FaiA aot.

FUSAEE AMul2 8419 Fa4e gt dBA s A5 $(20000L 2
2o Au]2 Agjo] BrIR] vFL B 145w A v A8 e FEolER
2L Alxqd Pz AR AA Roht Aula 21ie] S % BAH tige] He
Stk A-g AxstEA, 53] Azl b3 vlFo] ¥ Ak} Aulie} AL3] Au|Ae] A
& F38] Yz AFo] desa AT QU2 olEL AHlA Al S-S 9
A A7 o2 g Autell 23 XA/t Fashy, ol g3 A& =] A, A
i3}, AP dasive S sl gioh

2) AR Az &3 dBEA GFe 2megol, O], B3, A, UE ol AA: | 1840, T8,
HEL Bold, Alsaulzel S3he YFe A8, ABIEA, 339, 2% 5L E 5 d0
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ol MHlx Ao #et =08 AR AMuja Yilo] FAFoR AHlx 7Y B4
4& 7HAE F 3E AWt B S FL F Ik F, ANIAE bgsHA Wro] ol
€ Wdske AL =AY ZAY F3lo] =g HAT FAFLE olE oA 28T F
Vg AWt diAE &9l A} ek, 2t OECD(20060)7H 38 ZAAR 7184
o] MEE Mu|AE FEsle] 239 BFAY 3E ALtk AL vie- elgsitt. ol w
g}, £ =Rdile Al 71gdo] A&, & 7Iedale =4dte] BAEE A8y & I
3L AARFAEA, Mulx 7149 FAE FF3tE A% J1egilel =Y € 888 Aulx A
(service innovation)© & AJ5}7|=2 3t}

A& 2Qle] EAIAES ddsln 2oz A’ BAAEE 7HAE F ST kbl
DAER olFojAR gl FA F57iee] B8-L Hl¢ FasAR Iotk. 71 AEF
2 YAFAA NN A A S A AT AErIed A 3-8 E WYl &7
Ha glon, f2d ] &8 I FAAA AoME A5}rlee] HFo] Tl Fas)
Al ThRoiRaL . thadst Aulx Aqle] @A F o] Ajle] BAY T3] T8 %Y
o 2A 7lE8AL gids] Fasith F2 Yirle, ABIlE, 387E F 7led &5
Hslol AEFANIeS vl o = 3 Az Mu|ast & AAFAulx 211 e A
vl& Aexe] 7yl F848 Uehl F= Aojth(Chesbrough & Spohrer, 20006).

Yoyt AES Aulazt §itol Ji&stEEA AR viRUL Bdo] v glon,
7189 AzelA e riegilo]l el 528 1847} HAK AHlE oMz A
ZUT 2L A 883 AP 418 71e84le] Fas 9AAR g 2 F
e 53] JEFWeS L2 1S, 9Ag, P339, TUEHA F A= Avl=
€ BRI F S Bt ofe} Azl Myl HATEE Aladte] 7] Aulx @
3 vl S AR F e VIEE 7P Bol ¥4ER JTHAIAE, 2007).

olg} o] AMulx AQjox ] Aetriee] £ EAlE 4ba]l 1ed4d 9o F84
& vehl £t 71€8078 9L 71T 8418 B3ty T1ge) BAYNE Az A% &
£3, 454 EopolH, ol RE AMH|AUE X BE A Z1dM 571 A7
Fikxlojol & F83)F olgrolch (A, 2006, 2007). F, A2 21Qe] 7w 7l&FAl
o] F& 4 FHLE &8 d L 531 BAGE Axstoiol & Feolrt, 2y EAlE ©l
2L AnA A19] 71E8ARBE 13 o183 Eo| EAElTlolH olddle olE AES}
=



2. 7|1EE

dE

rek

LEE Ml Abellx o] 3|l &8, S Aua Al AME B =97t o F
oA QA i 9tk ol 7|&EAlF ol B Akl =27} Aol EojAo} B3l &
tlol Aol AR 71EH AR G0l B =olE MujAdRhs AxYE FAoR ofF
oA 7] WiZolct. &, 25t AH|29} 71eE At & ARt deifket 2 2000
Aol S0 BA AU Hale) At B =olEo] A7|H o] gt ofFjoll= ol&& A=
HI|2 g},

Hertog(2000)2 7149 W7 dFell 2H& =& A= A Bdg ARBIA=T, ¥
284l Bdg M)A i (service concept), AHEA} QB H| o] (user interface), AL/ A
9 (production/delivery), 7]4&4 (technological options) o]gh= | 71A]2] A4S A
WAL ot I VIESAAE FAHOE OE A 7R Boprt QA8 RS FEIpaA, ol
o g Aulxe] B4, A ] o, AMulx AlgAte] dFE T AL Axsa
Uk, =BG M)A BEo] AL siegilo] 2AFH AN A AF T 2L
v)71&3 Aol A Seolld Bot #A Jehta gloka 38k ok, 2E 3
BEE SUstet 149 95 FAOE AMu|AE HAlsof gt FeHHA, 1 olf =
AUl AbQdo] AMALE FA0R de L, Aul2vl N2 SRPFORN AT F5
Zhgol o) A2 7RIS A& wEes Zolsia it

Chesbrough & Spohrer(2006)&= AH]A Ak¢gjo] AA|EF2] 80%Z xFAh= A, -$-8l2]
RBEFEY F7HEQ P Al 2jje] Hale) 2 tka st A= Ag AA
Ao A73tal w&E Al Ato]ddx(service science)ehs SREEolt AHE ool & A
Y& AL Ut olEd] wad, teket Aulx REEe] 35 E S 33 FeA
7b 8% A5 ALE 3, Alxddse gl At el ofF Al sk, At
ZH7L FAlO Gofubd, ARFAVIE F AR 7|Eed AFHE B4dtte 540 3
o}, ol wiel, Mulx R AiMIE Aash] HAAME ol Mulx ¥Ee 538 &
olsfistedol & AY-g AL k. 1= E=3 A2 Aol FEAA Y e BE FA
B9 AAAQ 4 € @27} Q3 o)L ol Mulx AAE T - 9F 84F
B5F 7retaL, Aul Al digh $/2AQ AlZhE 7HAT AulA Ae |Tstedol &
73z3t 9t

N, e
o
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(E 1) MHIA SA 2Ho| i3t M7 Qof

AR} F2a7E

- 7199 Gegell FRPAE T3 Mulx Y, AR QJEsol2, AA/EY, ZlegAdel
Hl 7HAR A" Aulx ARy AA

Hertog(2000) | - 7I&&AE FHoE & ARl 9, T34 9, Mu|xo] BERo] 584 dAE
A

- ABlE 7199 A A3LE 913 /e vrled a0 e S I

- ARl qle] MG AAF R et g Aula Alojoize] Ay W a4k B

- FR-FFANY LG A5 A, ARFAE B HF @43 5o A6l A

Chesbrough &

o | o w39 2 97 wa
A2 Alelel BAE AP, Ao BaSE NaUA 42 TS 2=
AN B AARS] 2R A B, AN ARAS] 99, e B, 712
SHoe PHEH, 2200 4] 45 AEUOTA AUs BuE ALz
Gallouj2002) | T8 % 4%

NeFolA B, ARLATS A2 5 TR U A2PEL 5 Aul2 Y
A @7t Bag
P1EEaY A% 24 9 vzdae #3¢ TPee A Ad) ga
A¥l2 849] 840 glold Fatrles] Fa4ol e T, o 53] A IukATe]
PMSEIC Working | 22Fe A2 43 291 32

Group008) | - 214719] ¢ Fo Hale JIedals rled Halstel 18 A Fal ol
o3

Gallouj(2002)2 Fl 73A7E Mu|2 7zle} Hale] ZAR EFA A=, ol F H-&
o] =2 GRolH el 437t TR Gtk ZxstaA, Aulx 7199 gl =L
T3 BALAL O Muia HAA e FAD) TR L gl AL wl g HdA o]
2ha 7F2shas A2 AHlA 84l mdo] ¥adhe Zxdtn ok 2 159k AMula
ol diF Fo] 7I&FARA 2, MuaAFAEQ A3 FEE FAed, oAe
71€3} Mu|2E EB3= 584 A (integrated approach) 8] I8 AJo] thFgcka 7323}
3 Yot 2 AulA AelME Ay $49] AgelA Rol= gl ofE Bad HAlw
o] vehdl= 2& B3l ol& AASBR: Al AAA 28-S Ajkeged, 1 23
& Mu|2] B4, Al AFRe] g, 1] B4, 71¢d B4 s 449 8
A5 A5A44-S dotgo s Aujx HAe AadFeog BMS £ glda sl
ol&2] Ml FHAL 71E841e B3l 24 dda A7 ©F Ae A, bl 73
£ A5, AHALY] ARUAIAE B AR 7INE AFsHe AR MHl2 A3
Ho|m, ol2jdt FHoX & o VoM 7l&gAale] #En ujRU29 23] BHSE ¥
o= T8 #H Haldgo] dasiol: e A3

PMSEIC Working Group(2008)-2 48| Ale|| Qlojx] Ae7iee] FoA4E 73=xs1aA
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A2 FAlo] doful= WAl Au| A A1ollA 2] Al ofd 27 E-2 Akgoa o] Au| A
£ 2 A F 7B dota BxsiEA o7l BE Helr|ge] 98] dids] T
< ZAZ3. o] dslE Al Halo gloir] Balriee] Yl 882 A7t Ay
Z(knowledge-intensive services)BHs M2 F3 ] AMulA 1S A& A=
ik, old] wet, AEAQ Mula Al 71ed FId vried A2e Az A3
ofof 7Fs3te 2141719] 71 F28 HASL o] 7|yl nrjedAlzte] Jsatg
< B9M AEE 5 doka Freb= Tether(2005)9] Aslol] A= Fxaba ot

o] MHl= A RS Ao s Aund 2 71X AAEE S 5 ot wA,
Bl Al BYL Azt ohE M| Ajje] 44 3238 aefstool doke A& 7
23, B4, Muls HARFL Mula Al dofst 548 18d F I=E Aol
F@Hololo} k= e et A, A Mulx HARYPL FHoE 7]&E Al
3 v)71e8Rte] 47 GAE OE £ Jojok Itk Aolt) i ool RAEL A
HlA A B o] ok XS BT ¥BELR A 3t FolRrks AHlA 2kgde] V]
el PRAME Mulx Halg 53 7199 ARSHE 48 A gR] A7t 2
ofof 3 Holc}, oJ7lef] Mul2 71E AAH oz Hol AT AALAE AL + Y=
FEAAR] 2do] Fasjr},

3. R2FH MH|A

1

M Ay 2y

7190l A4S ofBA 24" AWE dFe AFA, FEH Robt AHBY
(strategic management)olth. HZ Eol, 7|&¥Mo] Fas|zlel] wet ‘Hed 773
(strategic management of technology) oJgl= A2¢ Fol7l tIFE ). o] Fol= Teece
& Pisano(1994) R Tidd(2005) &2} AollAl 73zg vk} o] Fwish= 873 w2t 714
o Shrrae e a: W ohgol Wasithe ‘S o3 dynamic capability) 7)
Holl vigrg £}, o] Rololr= V)& olghs A GRS Jite g 2Ho e FHA &
Aol &4, E83todof dithe g At 18 B AEEL VY] B3-S AF
71 e Z1edalst 218l IR0 dasty of7ld] Hagdse 53 gt 4
S3lttar #3313 )l (Chandler, 1962; Pisano, 2006, 2010; Teece, 2010), ol& &4
#H9 717390l BoFHe vehl F= Aoltt. olHg A BA9 7IE89E A
71 1M B ALE FUske Vel Uit B4 A5 A9 A Ve el Ba
8aL, ol 7ide] BAe-91st 5o AZo) HadvIel = YA, 2007). ojHE B
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o

o AMulA BE7|Y L e} HAFAS0] FYHAE Folil FAEA o Mz A
5] 98L Y A rieR e #FHE JAA AIsok & Fado] 9ot AAl
£ Tidd & Hull(2003)2 A= 41939] gt FEAM = A3 Ge] olFoiAot &L =
A of7lo AR AL Au|2 7199 T 23] QA L olE9] AR
g z3p aghs =3

SEARE A 7167 9L AR AHollA o]fofRof 317 wEel] 23 ERE =3
AAA R FHATIL Bk o] "astH, 7&'S RE FE olgrell XFAF] 4
ME HggFel Aol glofof gith. A PFe AYE viEog ke HgE x4
P& 24 AR 9o T8, o] AL vlFaH3l 22 o] AYHc) WA B
HE ‘A=A o (Strategic Intent)?) oA V1o Aolgta & 4= rh(Hamel & Prahalad,
1989). ol2fgt MeellA] Au|2 21q)e] S sl Aulx Ao gloir] tloket g3
=g zs|of 3laL, AT AFHE x| wfE A2 M= 9L FFela, olF Y
313 4 glojof gt}

I ¢ =98 T £ ), Auziigie] EARE s Asla BAEE Fol7] A
= AH|2Adelx A3brleo] 7199 ATE Foli, Adybedt TS olFY] SJ8iA] A=k
3 23, 7leS ¥ T B9 Ao "esitla B £ gt olF JEiM &
A A71E =258 viBOE A& AelA glojx Falrlge] A% JNteg 3 g
AP &S AWE & gl ‘Az Mula AU Y(Strategic Service Innovation
Management) olgl= 7I'dd 23& A2y 1) =)

HEYE o
{strategic Intent)

Zimdu
{Technological
Innovation)

=XHY
~! (Organizational
Innovation)

(a8 1) F2H MH|A ARG g

3) ‘A4 o= (Stategic Intent)’= HAJe] AP Hgfo 2 o)Ry] JA=A|9 ulgd] o]2uA = AH B T
3he Ao BAu e 2348 BX3tn glckHamel & Prahalad, 1996).
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kA Aulx a7 ge] Bde T4 A ok (strategic intent), 71&3Al(technological
innovation), Z28A4l(organizational innovation)] A 7}x|¢] 39 dolglal 2 4 9}
o A o AAA P Mulx il 53 AAE Aste] oA e digk Ujgoict,
Z1EFA1e Mula HAE A5 - T8 3 71edAld digd A3 Fxlef #gk vl
o =3 2FHL 24 oA =4 Z1edale] Ag3te] a3 2AHAE 3k A
e Weog Rojd ¢ otk B =58 I AARE ‘Azka AMu2 A7 o] 34
oA Aula HAlel A3t T AHIE BT oeH Bepriee] J8 F94TE AFET A
HlA Akgdel AR BAEE Aasly] 1 AXES =EFIR 3

IR RIS -REPIE TR

HulEdl QATZAZFFTARE Aul2 Robo] gii ]l AFAtEEA thFolA L §irt. ¥
HlEE - Ao FAE A | A(trading service) o] SF3td, SIHIAITITARE ILF,
T4l Tl APk ST A¥|Xinfrastructure service)dl] siFE. £ =R E olE
T Al tigte] “HEkE Aulx Ha49 2de F4ow BAsr|R gt

1. HOIE

HrlE 2EojA(Wal-mart Stores) - ofe} @nlEeta § - £ A 29, FUA49
REEZ 7R A AA 137859 2,6800171] AN 7H AFAQ H5HA ol v= Wl
Az 2A YA REEE 49 sl o I 13,5000 0] b=t Wal-mart
Internationals} ¥ehd 1 A 5 77 6,0000] Gohs 20F 71golt & & 3o viE
At AFAHLA M= ofu] 19993 de] F71 Al7REedo] HA 7912 29109 EEel 23t
i ASHY RS Awste 20008 A & wiE 339 EeE dolMa gler et
149 288 dolra gk

1) MatX ol

=

AriEe] 432 A gEokRhe HuAgYAte] A%y J=viE st 19653 A
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