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Summary

In her article, the author undertook important problems of innovations in the 
service sector. She used the definition and classification of innovations in services 
worked out by experts from the OECD, which are described in the Oslo Manual. 
The article is of the diagnostic and postulate nature. Its aim is to identify the objec-
tives and types of innovations of the service sector enterprises vis-à-vis industry 
sector enterprises in Poland. Implementation of the set out aim was possible owing 
to the literature studies comprising the essence and specific features of innovations 
in the service sector as well as an analysis of figures originating from the cyclical 
surveys carried out by the CSO on innovative activities of enterprises from indi-
vidual sectors of the economy, carried out with the use of the OECD methodology. 
The object of analysis is the objectives and types of innovations introduced by 
enterprises of the service sector and those of the industry sector. The comparative 
analysis in this respect covered the years 2006-2012. In the final part of the article, 
the author evaluated the innovative activities of enterprises of the service sector as 
well as presented the conclusions that may be of use for the institutions supporting 
the development of innovative activities in Poland. She also proposed further direc-
tions of research of the issues of innovations in the service sector.
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The essence of innovations in the service sector

In the literature, over a relatively long time-period, innovations were referred to the 
industrial sphere and they were related to the appearance of a new or improved product. 
There was indicated they were purposeful and organised actions of entrepreneurs who were 
seeking for a practical application of new technical solutions in order to achieve positive 
economic effects, a better satisfaction of consumers’ needs and a more effective use of the 
possessed assets. The service sector was perceived as non-susceptible to innovations and 
technical progress (Osiadacz 2012, p. 35-50). The reasons for conviction of the low level of 
service sector’s innovativeness were seen in lack of the tangible form of service innovations 
and in difficulties with measurement thereof. However, the business practice observation has 
led to the conclusion that innovations may take place in every area of the economy. In the 
service sector, innovativeness may refer both to the service as a product and to the process of 
its rendering as well as to the enterprise organisation and management and to relations with 
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the environment. The difference of innovations in the service sector was noted in the third 
edition of the Oslo Manual where there was made distinction in the definitions of products 
and process innovations and were noticed not technological features of innovations. It was 
assumed that “An innovation is the implementation of a new or significantly improved prod-
uct (good or service), or process, a new marketing method, or a new organisational method 
in business practices, workplace organisation or external relations” (OECD 2005). 

In publications on the problems of services, it is being evidenced that at the service en-
terprise often the first stage of the process of innovation implementation is adaptation of the 
new technology (e.g. digital technology). There is also noticed that application of innova-
tions in the service sector enterprises sometimes yields a chain of benefits, initially in the 
form of improvement of effectiveness of the processes taking place at the enterprise, then it 
contributes to raising the quality of service and the way of delivering thereof. A new service 
is often an effect of the changes introduced earlier in enterprise’s functioning (Koźlak 2008, 
p. 315-320). There is also emphasised the key importance of employees in introduction of 
innovations at service enterprises as well as the intangible nature of services. It is also being 
remarked that non-technological innovations may be relatively easily imitated by competi-
tors. In Frame 1, there are set the features of innovations of the service sector distinguishing 
them from innovations of the industry sector. They are mentioned in most publications on 
the issues of services. 

Frame 1
Features of innovations of the service sector distinguishing them from innovations of 
the industry sector  

•	 The intangible nature of innovations of the service sector.
•	 Poor formal protection against competitors in the form of intellectual property; the protection is 

mainly connected with enterprise’s secrecy, uniqueness of structures, organisational culture, socio-
environmental conditions related to human work.

•	 A source of new knowledge is most often the environment but also employees of service enterprises, 
their creativeness, enterprise as well as the level of knowledge and qualifications.

•	 A high risk due to unpredictability and unevenness of outlays on innovations of the service sector 
connected with uncertainty as to results achievement.

•	 They involve to a lower degree tangible assets, though acquisition of intangible assets (personnel 
with adequate qualifications and skills) involve significant outlays.

•	 They are connected with a transfer, more often organisation of processes and procedures of conduct 
than technologies.

•	 They entail the use of new knowledge or combination of the already existing one through creation 
of original methods of operation.

•	 Effects of innovative measures in the sphere of services are subtle, usually involving contribution 
of customers, simultaneous.

•	 Effects of innovative measures in the service sector are difficult to measure.

Source: Kozioł (2009, p. 123).
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The ongoing socioeconomic changes, including servicisation of consumption and busi-
ness as well as development of the knowledge-based economy have led to the change in 
the mind-set of innovativeness. Innovations are combined with a new solution, irrespective 
whether in the tangible or intangible form, which may concern whatever functions of the 
enterprise. Industry sector enterprises introduce innovations in the carried out service func-
tions and expand their products by service functions. Thus product innovations have lost 
their primary technological character, gaining new elements of the intangible nature. In turn, 
service sector enterprises have already not only been implementing new technological solu-
tions to the processes of service provision but also have been themselves creating new ways 
of provision thereof. There takes place convergence of the production sector and the service 
sector as regards innovativeness (E-biznes 2012, p. 41-44). 

In the literature, there appear different classifications of innovations. Innovations in the 
service sector enterprises are at present perceived through the prism of service functions and 
as various innovations of service enterprises as well as innovations of auxiliary services of 
industry firms. In the definitions of service innovations, there is emphasised that:
 - innovations are the changes that affect an increase of sales or growth of services enter-

prise’s output (Kozioł 2009, p. 123);
 - innovations cannot be limited to the changes in the characteristics of the very service as 

they are often connected with implementation of new ways of distribution, new relations 
with the customer or control of the quality of services being rendered.
J. Schumpeter perceived process and organisation innovations, while P. den Hertog distin-

guished four aspects of innovative behaviour in the field of services, which relate to the follow-
ing areas of marketing: a new concept of services, a new plain of cooperation with the customer, 
a new system of service delivery, an application of new technologies (Osiadacz 2012, p. 40). 

The article used the definition and classification of innovations in services worked out 
by experts from the OECD, according to which innovations are: “the implementation of 
a new or significantly improved product (good or service), or process, a new organisational 
method, or a new marketing method in business practices, workplace organisation or ex-
ternal relations. The new or improved product is implemented when it is introduced on the 
market. The new processes, organisational methods or marketing methods are immediately 
implemented when their actual use in the enterprise’s activities begins” (Działalność 2012, 
p. 13). In the cited Oslo Manual, there are distinguished four types of innovations (product, 
process, organisational, and marketing). 

The article is of the diagnostic and postulate nature. Its aim is to identify the objectives 
and types of innovations of the service sector enterprises vis-à-vis industry sector enterprises 
in Poland. Implementation of the set out aim was possible owing to the literature studies 
comprising the essence and specific features of innovations in the service sector as well as 
an analysis of figures originating from the cyclical surveys carried out by the CSO on inno-
vative activities of enterprises from individual sectors of the economy, carried out with the 
use of the OECD methodology. In this article the object of analysis are the objectives and 
types of innovations introduced by enterprises of the service sector and those of the industry 
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Table 1
Characteristics of types of innovations in the service sector enterprises

Types of 
innovations 

in the service 
sector

Characteristics and examples

Innovative 
services

They include the introduction onto the market of services of better action, which may 
provide customers with new or greater benefits. Product innovations do not include 
minor changes, improvements, i.e. the changes that do not alter the function, usage or 
technical parameters of the service.
Examples:
 - Chat with the customer; the application at mBank has become a new channel of direct sale. 

Chat with the customer has eased recognition of clients’ needs and adjustment of the offer 
without the need to build a network of bank’s branches;

 - Services for disabled tourists; this is the travel agency dealing with a complex service of 
disabled tourists irrespective of their age and type of disability.

Technological 
process 
innovations 

They include implementation of new or significantly improved methods of service 
distribution. These measures may entail changes in the area of equipment, human 
resources, working methods or combination of these changes.
Examples:
 - on-line ticker reservation; they are the solutions based on modern Internet and interactive 

technologies, destined for remote ticket reservation, dedicated to tourism service agencies. 
They have led to a higher liberalisation of the tourist offer; 

 - electronic medical documentation; the Regional Specialist Hospital in Wrocław has com-
bined innovation activities in the medical and organisational field with the application of 
electronic system of medical documentation, which collects physicians’ and nurses’ docu-
mentation combined with orders to carry out laboratory and histopathological tests. Owing 
to that, there is better protection of patient’s data as well as control and optimisation of 
hospital’s costs.

Organisational 
innovations 

They include measures related to organisation of enterprises and cooperation with other 
firms. Organisational innovations may occur in the two basic forms: 
 - organisational innovations whose objective is to improve activity efficiency and to use the 

existing labour resources and assets of enterprises;
 - organisational innovations triggered by technical innovations and actively cooperating with 

them as well as contributing to growth of economic effectiveness.
Examples:
 - outsourcing of cleaning services; KGHM Polska Miedź SA has introduced organisational 

changes in tenders for service provision by way of addition to the bids evaluation criteria, 
besides price, also references and financial security, what ensures stability of cooperation 
at the part of service provider;

 - staff and wage outsourcing in trade network; in the company Ahold, there have been sim-
plified and unified communication channels for staff and wage servicing their employees. 
The tool of communication is the software called e-Personnel, destined for line managers, 
which has enabled an electronic circulation of documents, online information related to 
employees’ contracts and orders for staff services. Owing to that, there has been reduced 
time and costs of correspondence.

Marketing 
innovations

They mean the introduction of a new method including significant changes in the service, 
its positioning, promotion and price strategy. Marketing innovations aim at a better 
satisfaction of customers’ needs, entering new markets, growth of firm’s revenues.
Examples:
 - town/city promotion; Puławy has applied an original system approach to building the town 

promotion strategy subordinated to the idea called human city. It has become a definition 
of the name of vision and concept, on which the Puławy brand image is to rely, and a frame 
joining the most important elements for this brand;

 - the complex system of promoting Stary Teatr in Cracow; a marketing innovation is com-
bination of various actions where the emphasis is put on intense contacts with the mass 
media, patronage and sponsoring. There are used modern media and tools for supporting 
marketing and promotional actions.

Source: elaboration based on: Osiadacz (2012); http://www.rswi-olsztyn.pl/index.php?pokaz=188 [access: 13.05.2014].
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sector. Changes in the structure of types of innovations were analysed. The comparative 
analysis in this respect covered the years 2006-2012.

In Table 1, there is presented a brief characteristic of types of innovations as well as given 
examples of innovations introduced by enterprises of the service sector from various service 
sections (culture, medicine, tourism, finance, and telecommunication).

Purposes of innovative activity

The CSO (GUS) in its surveys on enterprises’ innovative activities has identified four 
main objectives of innovation introduction – Table 2. 

Table 2 
Purposes of innovative activity at industry and service enterprises   

Purposes of innovative activity
Industry sector enterprises Service sector enterprises

that assessed the importance of a given objective as “high” in % of 
innovatively active enterprises in the years 2010-2012:

Growth of sales revenues 56.4 59.4
Growth of the market share 35.5 39.0
Cost reduction 47.8 46.4
Growth of profit margin 24.1 30.2

Source: author’s own elaboration based on: Działalność innowacyjna przedsiębiorstw w latach 2010-2012 (2013). 

In the years 2010-2012, the interviewed entrepreneurs as the most important objective con-
sidered growth of sales revenues (56.4% of representatives of industrial enterprises innovative-
ly active assessed the importance of this objective as ‘high’ and 59.4% of service enterprises). 
This objective gains in importance in the period of business downturn when the dynamics of 
enterprises’ revenues is weakening. Around 46-48% of industry and service enterprises consid-
ered reduction of costs as an important objective of innovation introduction. The fact that even 
not half of the innovatively active enterprises consider this objective as important may indicate 
the still underestimated importance of the importance of cost reduction for improvement of 
the firm’s position in the market. Growth of profit margin is an objective of innovative activi-
ties only for 24% of industry enterprises and for 30% of service enterprises, what may mean 
underestimation of the importance of innovations for improvement of firm’s profitability, e.g. 
through optimisation of the structure of offer for the customer.

Types of innovations being introduced at service enterprises 

The analysis of findings of the GUS survey of enterprises’ innovative activities in the 
period of years 2006-2012 indicates that the share of enterprises, which had introduced in-
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novations, among the whole body of firms was rather low and oscillated, in case of particu-
lar types of innovations, from approx. 6% to 21% of all the enterprises surveyed. There is 
dependence between the type of enterprises and the innovations they are introducing. In 
the group of industrial enterprises, relatively most often there occurred product and process 
innovations, while in case of service firms, those were organisational and marketing innova-
tions. In the period of business downturn in Poland, there decreased the share of enterprises 
that were introducing innovations. It concerned all types of innovations surveyed by GUS, 
i.e. product, process, organisational and marketing ones and it was connected with reduction 
of expenses on research and investment – Table 3.

Table 3
Enterprises which introduced specific types of innovations 

Specification
Enterprises which introduced innovations as % of all enterprises

product process organisational marketing

Industry sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

15.5
12.1
11.2
11.2

17.0
12.9
12.4
12.4

13.5
13.0
8.3

10.3

13.7
13.5
7.9

10.2
Service sector enterprises

Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

10.3
7.9
6.3
7.0

12.3
10.0
9.0
9.1

15.1
15.2
9.1

10.5

14.2
15.5
7.8

11.1

Source: author’s own elaboration based on: Działalność innowacyjna przedsiębiorstw w latach 2006-2009, 2008-
2010; 2009-2011; 2010-2012 (2010, 2011, 2012, 2013).

Limitation of innovative activities in the period of business downturn does not concern 
only a small group of usually large firms, including service ones, which use this period for 
improvement of their market position in the future, inter alia, through introduction of inno-
vations (e.g. trade chains, banks).

The share of service sector enterprises, which had introduced organisational and market-
ing innovations, was higher (it concerns all the periods in question) than in the case of indus-
trial enterprises, which demonstrate greater interest in introduction of product and process 
innovations, while process innovations often determine introduction of product innovations. 
It seems to be confirmed by the prevailing share of new methods of products manufacturing 
among process innovations being introduced – Table 4. 

There attract attention the low share of industrial enterprises among the whole body 
of firms surveyed which in the period of 2006-2012 were introducing new methods in the 
field of logistics and/or delivery and distribution (5.3% in the years 2006-2008 and 3% in 
the period of slump, 2009-2012). This results, inter alia, from the more and more common 
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use by industrial enterprises of outsourcing, i.e. the offer of service companies (transport, 
insurance, financial consultancy, market research agencies, etc.). It seems to be confirmed 
by the higher share of enterprises of the service sector than industrial firms, for example, in 
introduction of new methods in the field of logistics and distribution. Also in a higher per 
cent firms of the service sector than industrial enterprises introduce new methods supporting 
processes. For instance, there are quickly implemented new methods of service provision 
with the use of the Internet for the purpose of presentation of the service provider’s offer, 
acceptance of the order for service, provision thereof and the contact with purchasers upon 
service execution. The virtual form of provision of financial, insurance, information and IT 
services allows for a higher standardisation of the entire process of service provision increas-
ing economic benefits.

Table 4
Enterprises which introduced product and/or process innovations

Specification

Enterprises which introduced innovations as % of all enterprises

total

new or 
significantly 

improved 
products

new or 
significantly 

improved 
processes

including:

methods 
of product 

manufacturing

methods 
in the area 
of logistics 

and/or 
delivery and 
distribution

methods 
supporting 
processes

Industry sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

21.3
17.1
16.1
16.5

15.5
12.1
11.2
11.2

17.0
12.9
12.4
12.4

13.1
10.0
9.7
9.7

5.3
3.3
3.0
3.0

9.2
6.4
5.8
5.4

Service sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

15.6
12.8
11.6
12.4

10.3
7.9
6.3
7.0

12.3
10.0
9.0
9.1

5.1
3.7
2.8
3.0

5.7
4.0
3.6
3.5

9.7
7.6
7.0
6.6

Source: as in Table 3.

Among industry sector enterprises and those from the service sector, which in the years 
2006-2012 introduced organisational innovations, there was the highest percent of firms 
which had used new methods of division of decision-making tasks and competencies. In the 
period of business downturn, there were a similar percentage of industrial companies which 
were introducing new methods in their principles of action. It was probably connected with 
looking for possibilities to protect the firm against effects of the worsening conditions of 
operation in the market.
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The GUS data still show underestimation of new methods as regards relations with the 
environment, both by industrial enterprises and those from the service sector – Table 5. This 
is an unfavourable phenomenon indicating non-utilisation of the opportunities by industrial 
and service enterprises, entailed by cooperation with the environment, especially with scien-
tific and research institutions, market research agencies and business consultancy agencies.

Table 5 
Enterprises which introduced organisational innovations  

Specification

Enterprises which introduced organisational innovations  
in % of all enterprises

subtotal
new methods 

in principles of 
action

new methods 
of division of 

decision-making 
tasks and 

competencies

new methods 
as regards 

relations with the 
environment

Industry sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

13.5
13.0
8.3

10.3

8.5
8.0
5.6
7.3

9.3
9.5
5.6
6.7

5.1
4.8
3.9
3.8

Service sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

15.1
15.2
9.1

10.5

7.1
6.6
3.3
4.7

11.7
12.1
6.6
6.8

6.1
6.0
4.2
5.8

Source: as in Table 3.

The analysis of GUS data related to the introduction of marketing innovations reveals 
differences in the preferred types of innovations by industrial enterprises and those in the 
service sector. In the years 2006-2012, the highest per cent of industrial firms (4.6% to 8.2% 
of all firms) introduced new methods of goods and services pricing – Table 6. It was decided 
by the strong price competition in the market and firms’ endeavour to seek after new tools 
of optimisation of the price structure of the assortment offer. The definitely lower per cent 
of industry sector enterprises applied new methods in the area of products distribution or 
distribution channels. This confirms that the distribution channels are still an underestimated 
factor in building the enterprise’s position in the market.

Among various types of marketing innovations, introduced in the years 2006-2012 by 
service sector enterprises, the highest per cent of enterprises introduced innovations in new 
media or methods of product promotion what is facilitated by the dynamic development in 
the country of new communication technologies as well as the strong competition in the 
market, inducing enterprises to intense and original promotional actions. Only of a little bit 
lower interest of enterprises of the service sector were new methods of products and services 
pricing. Also in this case, the growing competition in the market for services causes that the 
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dominating in this area of the market small companies undertake – as far as financial abilities 
allow – marketing activities consisting in promotion of the services offered as well as they 
try to protect their position in the market also by introduction of new methods of pricing of 
services they render (discount policy, loyalty programmes).

Table 6 
Enterprises which introduced marketing innovations

Specification

Enterprises which introduced marketing innovations in % of all enterprises

subtotal

significant 
changes in 
the design, 

construction 
or packaging 
of products or 

services

new media 
or methods 
of product 
promotion

new methods 
in the area 
of product 

distribution or 
distribution 

channels

new methods 
of products 
and services 

pricing

Industry sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

13.7
13.5
7.9

10.2

6.3
5.4
3.5
5.2

6.6
6.6
4.3
5.2

4.0
4.0
2.3
3.4

8.2
8.0
4.6
5.2

Service sector enterprises
Years 2006-2008
Years 2008-2010
Years 2009-2011
Years 2010-2012

14.2
15.5
7.8

11.1

3.2
3.8
2.1
3.8

8.7
9.3
5.6
6.3

6.2
6.3
3.0
5.3

7.9
8.5
3.6
5.3

Source: as in Table 3.

Conclusions

The value added of the article is findings of the comparative analysis of objectives and 
types of innovations introduced by enterprises from the service sector and those from the 
industry sector. They allowed formulating the following conclusions:
 - in the situation of ongoing servicisation of the economy, where there takes place conver-

gence and similarity of products and services, there grows the importance of innovations 
in the processes of competing of service sector firms;

 - the most important objectives of the introduction of innovations are growth of sales rev-
enues and cost reduction;

 - service sector enterprises make use of the technologies created in the industrial sector and 
they creatively use them setting up new innovative services;

 - many innovations applied in services are connected with IT and telecommunication tech-
nologies;

 - service sector enterprises are introducing four types of innovations: product, process, 
organisational and marketing, among which there most often occur organisational 
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and marketing innovations whose aim is to encourage customers to use the services 
offered.
The literature studies in the area of problems of innovations in the service sector and results 

of the comparative analysis of innovations of enterprises of the service and industry sectors al-
lowed identifying research limitations. They issue, first of all, from the features of innovations 
of enterprises from the service sector such as intangible nature, poor protection against com-
petition in the form of intellectual property, frequently occurring joint creation of innovations 
with customers, difficult measurement of effects of innovative activities. In result, the research 
difficulty is carrying out a clear identification of individual types of innovations in the service 
sector caused also by diffusion of innovations of the service and industry sectors. Therefore, 
further directions of research of the innovative problems in the sector of services should com-
prise both the methodology of innovation research in the service sector and importance of 
individual types of innovations for competitiveness of enterprises from the service sector and 
the tools being support for the development of innovations in the service sector.
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Innowacyjność przedsiębiorstw sektora usług − cele i rodzaje 
innowacji

Streszczenie

W artykule podjęto ważną problematykę innowacji w sektorze usług. Posłużo-
no się definicją i klasyfikacją innowacji w usługach opracowaną przez ekspertów 
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z OECD, które opisano w Podręczniku Oslo (Oslo Manual). Artykuł ma charakter 
diagnostyczno-postulatywny. Jego celem jest identyfikacja celów i rodzajów inno-
wacji przedsiębiorstw sektora usług w porównaniu z przedsiębiorstwami sektora 
przemysłowego w Polsce. Realizacji postawionego celu posłużyły studia literatury, 
obejmujące istotę i charakterystyczne cechy innowacji w sektorze usług oraz ana-
liza danych liczbowych, pochodzących z cyklicznych badań GUS, dotyczących 
działalności innowacyjnej przedsiębiorstw z poszczególnych sektorów gospodarki, 
prowadzonych przy wykorzystaniu metodyki OECD. Przedmiotem analizy są cele 
oraz rodzaje innowacji wprowadzonych przez przedsiębiorstwa sektora usług oraz 
przedsiębiorstwa sektora przemysłu. Analizą porównawczą w tym zakresie objęto 
lata 2006-2012. W końcowej części artykułu dokonano oceny działalności innowa-
cyjnej przedsiębiorstw sektora usług oraz przedstawiono wnioski, które mogą być 
użyteczne dla instytucji wspierających rozwój działalności innowacyjnej w Polsce. 
Zaproponowano też dalsze kierunki badań problematyki innowacji w sektorze usług.

Słowa kluczowe: innowacje, przedsiębiorstwa sektora usług, sektor usług.

Kody JEL: L8, O31

Инновационность предприятий сферы услуг – цели  
и виды инноваций

Резюме

Цель статьи – представить развитие инноваций в секторе услуг в Поль-
ше в 2006-2012 гг. Диапазон исследований охватил цели и виды инноваций 
предприятий сферы услуг. Автор использовала определение и классификацию 
инноваций в услугах, разработанную экспертами из ОЭСР, которые описаны 
в «Руководстве Осло» (англ. Oslo Manual). Статья имеет исследовательский 
характер. Анализ провели, используя доступную литературу и результаты 
циклических исследований ЦСУ, касающихся инновационной деятельности 
по секторам экономики, проводимых с использованием методики ОЭСР. Ана-
лиз охватывает собой период 2006-2008, 2008-2010, 2009-2011 и 2010-2012 гг.  
В конечной части статьи провели оценку инновационной деятельности пред-
приятий сферы услуг и представили выводы, которые могут быть полезными 
для учреждений, поддерживающих развитие инновационной деятельности  
в Польше.

Ключевые слова: инновации, предприятия сферы услуг, сектор услуг.
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