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Abstract

A novel and valuable theoretical perspective has been provided by service-dominant logic (S-D
logic) that triggers a reconsidering and reevaluation of concepts regarding conventional
literature, particularly on innovation in trans-disciplinary vectors. Training is service which is
provided by many professional institutions. However, all trainings are not very effective and
trainees do not feel that they gain value from these trainings. This paper reports a qualitative
study about a dyadic relation particularly between IT instructor (Women Entrepreneur training
project, GCU Lahore) and a female trainee (entrepreneur), which is based on mutual trust.
Purpose of this co-creation is to derive learning value for trainee and economic/financial value
for business, as these values are examined through the lens of service dominant logic by using
service system framework proposed by Lyons and Tracy (2013). Gioia methodology has been
used for data collection from both, IT instructor and a female trainee by adapting an open-ended
interview instrument (questionnaire) proposed by Lyons and Tracy (2013). The results are
discussed with respect to implicatons on theoretical aspects of service science, service system
and service innovation, where Information Technology (IT) plays a sgnificant role.

Key words: Dyadic relationship; Value co-creation; Service Dominant logic; Information
Technology; Service innovation

1. Introduction

In the recent decade, emphasis on services is
dynamically growing in all business
activities  including  such  businesses
predominantly established on manufacturing
ideology (Sjodin et al, 2020; Feser &
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Proeger, 2018). Now-a-days, core business
functions of firms are transferring towards

more competitive model based on strong
foundations of service dominant logic,
service quality and service innovations.
Moreover, world has been connected
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“economically, technically, and socially”
due to globalization and advancement of
technology (Avny, 2019; Evangelista et al.,
2013), also globally integrated enterprises
are emphasizing heavily to offer aggregate
products and services for customer solutions
(Giddens, 2018; Qiu, 2009).

Perano, Casali and Abbate (2018)
highlighted in their study that in recent
times, the concept of ‘Service’ is dominating
majorly “theoretical models, enterprise
strategies, corporate governance, decision-
making processes, educational aspects and
virtually —all  business and  social
relationships.” This is mainly due to
increasing dependence of economies on
“human knowledge and the application of
information” in order to create benefits in
multiple aspects (Vargo & Lusch, 2016;
Spohrer, Anderson, Pass, & Ager, 2008).

During the past decade, an evolution in the
concept of service itself has been a
triggering factor in major developments
globally (Grénroos & Gummerus, 2014).
These developments encompass a major
sphere starting from historical
interpretations of services as an ‘intangible
goods’ to significant multi-dimensional
conceptualizations (Lusch & Nambisan,
2015), such as “service dominant logic (S-D
logic) and service science, management,
engineering and design (SSMED), or
simply, service science (SS).”

S-D logic encompasses the ideology of

service as an application “through deeds,
processes, and performances” and utilization
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of specialized operant resources i.e.
particularly knowledge and skills, to benefit
another entity or for the entity itself.
Concept of S-D logic heavily emphasizes on
the co-creation of value through the process
of doing something for and with other
individual or entity (Opata et al. , 2019;
Pohlmann & Kaartemo, 2017). Thus, S-D
logic portrays service as a denominator
which is common in all exchange processes,
and for the provision of service, goods are
considered mere vehicles in aforementioned
exchange process (Vargo & Lusch, 2008;
Vargo & Lusch, 2006; Vargo & Lusch,
2004).

Precisely the concept of service science can
be  elaborated as an  emerging
multidisciplinary field which is based on the
study of two foundational pillars i.e. service
systems and value co-creation (Jaakkola,
Helkkula, & Aarikka-Stenroos, 2015). The
concept of service science can be defined as,
“dynamic value co-creation configuration[s]
of resources, including people,
organizations, shared information (language,
laws, measures, methods), and technology,
all connected internally and externally to
other service systems by value propositions”
(Spohrer, Vargo, Maglio, & Caswell, 2008).
Alot of things can be considered as service
systems which include multiple aspects i.e.
“people, corporations, foundations, non-
governmental  organizations, nonprofits,
government agencies, departments in an
organization, cities, nations, and even
families” (Spohrer, Anderson, Pass, & Ager,
2008). Moreover, service systems are
viewed as the significant fundamental
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abstraction in terms of service science
(Maglio, Vargo, Caswell, & Spohrer, 2009).
Furthermore, a lot of renowned companies
across business landscape are embracing
services by considering it as an engine for
their growth factor. Across socioeconomic
sectors, the prevalence of service emerges
due to multiple intersecting trends
worldwide (Bryson et al., 2004). The rapid
rise in standard of living of mankind both in
developed and developing economies, is
leading towards increased expectations and
demand for personal services i.e.
“healthcare, education, personalized training
and entertainment”, which is eventually
triggering growth in the sector of personal
service (Vargo & Lusch, 2017).

Due to rapid dynamic developments and
extensive utilization of Information &
Communication  Technologies  (ICTs),
service innovations are largely taking place
now-a-days (Sudbury-Riley et al., 2020;
Kauffman, Liu, & Ma, 2015).
Predominantly in service innovations, ICTs
are considered as technological gadgets in
process of service delivery, leading towards
enhancement of productivity and efficiency
of service organizations (Shao & Lin, 2016;
Barras, 1990).

Further adding to this, training is a service
which is provided by many professional
institutions. However, all trainings are not
very effective and trainees do not feel that
they gain value from these trainings.
Broadly, this study focuses on a training
institution (Government College University,
Lahore), which is awarded a project where

www.psychologyandeducation.net

training has to be provided to women
entrepreneurs in Pakistan. For this training,
the training institute (GCU Lahore) works
with the World Bank to understand the
training needs of these  women
entrepreneurs. Based on the training need
assessment, GCU Lahore develops a training
curriculum and plans the training.

In this scenario, the women entrepreneurs
who are going to get these trainings explain
and share their training needs. The training
provider not only develops curriculum based
on different business sector requirements,
but also delivers the training in such a
format which is most suitable to these
trainees. For instance, the training is
delivered to every batch only on Saturdays
in GCU Lahore for a period of 3 months,
because these women run their own
businesses and they do not have time during
the week. Secondly, the training is not
purely academic, since many of these
women do not have the academic
background or they do not really need a
training certificate or diploma. What they
need is the actual skill and knowledge that
they want to gain from this training. Most of
the trainings are hands-on, where they
actually discuss and work on their real life
challenges. When such information is shared
by the trainee before the start and during the
training, it helps the training provider to
deliver which is much more valuable.
Through this value is co-created by the
trainee and the training provider.

Precisely, the purpose of present research is
to examine and highlight service bundles
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and related components of a dyadic relation
particularly between IT instructor (Women
Entrepreneur training project, GCU Lahore)
and a female trainee, based on mutual trust
by utilizing and adapting service system
framework proposed by Lyons and Tracy
(2013). Literature is also available where
multiple researches have explored dyadic
relationship between teacher and student
from different perspectives (Cadima et al.,
2016; Schulte-Pelkum et al., 2014).

Moreover, purpose of this co-creation is to
derive learning value for trainee and
economic/financial value for business, as
this study also aims to figure out these
values in present research through the lens
of service dominant logic. For present study,
required information has been collected
from both, IT instructor (Women
Entrepreneur training project, GCU Lahore)
and a female trainee (Entrepreneur, fashion
designer) by utilizing an open-ended
interview instrument (questionnaire)
presented by Lyons and Tracy (2013). Being
a  fashion  designer, purpose  of
aforementioned trainee was to boost
business revenues of her online clothing
brand and products, and her major focus was
to increase online sales through use of
technology and social media i.e. face book
page. She owned a small physical office but
she was operating her business only through
aforementioned face book page. She shared
her training needs with IT instructor who
designed customized training, hence, value
was co-created through this way.
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Furthermore, reasons behind selecting
specifically IT instructor is because
Information Technology (IT) is extremely
significant field now-a-days and small
business also needs to have a website, IT
instructor train and guide them to build their
website and sell their products online. Since
every business setup needs IT for every
function in modern world, therefore, IT is
viewed as a core component. IT is basically
the platform/ enabler, as every business can
run better with application of advance
technology. IT covers overall business
aspects, whereas marketing and finance
instructor would only cater their particular
specialized field, therefore IT instructor has
been  selected because it  mostly

470



PSYCHOLOGY AND EDUCATION (2022) 59(1): 467-486

ISSN: 1553-6939

encompasses overall areas of small business.
Below is the Service System Framework
proposed by Lyons and Tracy (2013):

Figure 1. Service System Framework
2. Literature Review
2.1. Recent Concepts of Service
A number of researches highlighted service
as the “provision of assistance and
expertise”, which is possible through
interaction of provider-client so that value
can be created and captured in business,
education, professional trainings,
government, and personal endeavors
(Katzan, 2008; Perano, Casali, & Abbate,
2018). From the perspective of resources,
services can be defined as a series of
activities encompassing multiple resources
1.e. “employees, physical resources, goods,
systems of service providers”; these
resources are utilized to find a solution to a
particular problem of a customer (Breidbach
& Maglio, 2016). Barile and Polese (2010)
also highlighted in their research that service
can also be defined as an “interaction
between entities in a reticular system, to
improve value co-creation outcomes under
win-win logic inside interrelated processes”.
Table 1 highlights an example of
Information Technology that give rise to
new professions and services.

Table 1. Examples of Substitution relation
within Self-Service (Rojas Giraldo, 2011)
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2.2. Service Industry

A lot of researches revealed that in our
industrial world, service sector is considered
as a dominant economy. In this digital and
technological advanced era, 80% jobs are in
service sector (Ateetanan & Shirahada,
2016). Moreover, vast implications for
multiple fields i.e. “academics, knowledge
creation, education, professional trainings,
business practice, and government policy”
prevail due to rapid and dynamic growth of
services in entire world (Nowick et al.,
2018) (see figure2).
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Figure 2. Role of Services in an Economy

2.3. Service Science

In literature, service science has been
highlighted as a new discipline which is the
study of service dominant logic and service
systems  particularly  (Pohlmann &
Kaartemo, 2017; Lyons & Tracy, 2013). Itis
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also rooted in the interdisciplinary study of
“computer science, operations, industrial
engineering, mathematics, research business
strategy, management sciences, decision
theory, social and cognitive sciences and
legal sciences”. Service science highlighted
the concept of S-D logic which
differentiated services and goods
prominently by identifying difference
between Goods dominant logic and Service
dominant logic (Jaakkola, Helkkula, &
Aarikka-Stenroos, 2015; Zeithaml,
Parasuraman, & Berry, 1985).

2.4. Service Dominant Logic

Service science provides strong foundational
support to service dominant logic as it is
majorly concerned with value-in-use (Lusch
& Nambisan, 2015). In this concept, roles of
both parties i.e. producers and consumers
are not distinct as they always interact with
each other so that value can be co-created
through their interaction (Perano, Casali, &
Abbate, 2018). Moreover, “value is co-
created through the combined efforts of
firms, customers, employees, government
agencies, stakeholders and other entities
related to any given exchange, but is always
determined by the beneficiary (e.g.
customer)” (see figure 3).
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Figure 3. Trans-disciplinary vectors of S-D
logic diffusion (Vargo & Lusch, 2017)

2.5. Co-creation of value

In today’s digital and technology oriented
world, in order to cope up with dynamic
market conditions and increasing
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competition, there is a continuous need to
reinvent for all businesses (Osborne, 2018;
Ateetanan & Shirahada, 2016). In recent
time, world markets are becoming
fragmented as consumers have extra
ordinary access to modern information and
networks due to advancement of technology
(Baccarani & Cassia, 2017).

New ways of production and innovation
have been created by modern technology
and service innovations that has enhanced
greater degree of collaboration and
participation (Opata et al. , 2019). Basic goal
of co-creation is to trigger processes of
organizational knowledge by increasing
involvement of customers in the creation
process of meaning and value. For the
creation of future value, particular aim of
co-creation is transformation of customer
into an “active partner” (Jaakkola, Helkkula,
& Aarikka-Stenroos, 2015). Service systems
always co-create value as they heavily
depend on resources of other entities for
their survival. This interdependence result in
“service-for-service exchange and resource
integration”.  Service-for-service can be
viewed as the fundamental element of
economic exchange process, and this
ideology can reframe the relationship among
“value-in-exchange, value-in-use and value
co-creation” as shown in figure 4 (Vargo &
Lusch, 2016; Vargo, Maglio, & Akaka,
2008).
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Figure 4, Value co-creation among service systems (Vargo, Maglio, & Akaka 2008)

2.6. Why Service Innovation?
In digital and technological advanced era,
service innovations are considered as a
significant component in fostering economic
growth of all sectors in entire world (Feser
& Proeger, 2018). Customer-provider
interactions can be impacted by service
innovations through which improvements
can be done in “experience of funding,
obtaining, installing, maintaining, upgrading
and disposing of products”. Capabilities of
organizations can be enhanced by service
innovations in the process of value co-
creation with stakeholders (Kauffman, Liu,
& Ma, 2015). Innovations in services are
majorly  facilitated by  Information
Technology (IT) as IT improves and triggers
the provision process of services (Skalén et
al., 2015).
2.7. Significance and use of Information
Technology (IT) as a facilitator/
driver of innovation

A significant shift of focus across
socioeconomic sectors has been observed

over the last decade, which is triggered by
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transformational improvements especially in
Information Technologies (IT) (Koskela-
Huotari et al., 2016). These developments
are providing new opportunities for service
innovations, which is a focus of study of
researchers now-a-days. Across
socioeconomic  sectors, occurrence of
service arises due to multiple intersecting
trends. Due to increased living standards in
developed and developing economies,
demands for personal services i.e.
“healthcare, education, and entertainment”
are rising day-by-day (Jaakkola, Helkkula,
& Aarikka-Stenroos, 2015).

Rapid and dynamic advancements in
information technologies are the
fundamental aspect of service innovations
(Feser & Proeger, 2018). In contrast to these
earlier  perspectives that  distinguish
innovation in services industries from
service innovation or innovation generally,
other theorists have posited that all
economic exchanges are essentially service
exchanges, and that ICTs have a
fundamental and transformative role as
resources in service innovation (Lusch &
Vargo, 2014). Whereas, modern theories
highlighted that service exchange is a
common denominator of all economic
exchanges, and information technologies
play a significant transformative role as a
resource in the domain of service innovation
(Lusch & Vargo, 2014; Vargo & Lusch,
2008)

2.8. Educational service systems

By considering universities as a providers of
services whose particular goal is to enhance
and transform knowledge of student through
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multiple ways Le. “agreements,
relationships, and other exchanges among
students and university faculty, including
courses offered and taken, tuition paid, and
work-study arrangements” (Koskela-Huotari
et al., 2016).

Technically, students are not the only entity
that bears complete cost of educational
transformations. Rather a lot of other parties
support universities in their development
processes i.e. “individuals, corporations,
nonprofit organizations, and government
sponsors.”  Although this process is
beneficial for all the involved parties, which
result in a service equation that can be
viewed as more complex than a single,
unambiguous service client (Perano, Casali,
& Abbate, 2018; Vargo, Wieland, & Akaka,
2015).

An excellent reputation develops for such
university which is strong in almost all
service relationships, “producing expected
or better-than expected outcomes across the
range of stakeholders”, hence, getting more
appreciation and acceptance high-potential
students as well as employees (Skalén et al.,
2015).

Nowe-a-days, complex relationships between
both parties “service providers and clients”
have been adopted by universities,
moreover, IT developments and
transformations have been adapted by them
in how they “package, deliver, manage, and
measure education” (Shiryaev et al., 2016).
In recent times, services in educational
world now include “remote teaching, self-
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paced learning, and online learning through
role-playing games.”

A single university cannot be considered
simply a service provider, rather it is
considered as a complex system of people
and technologies that collaborate together to
co-create value (learning). Precisely, a
service system can be defined as “a value
coproduction configuration of people,
technology, other internal and external
service systems, and shared information
(such as language, processes, metrics,
prices, policies, and laws)” (Koskela-
Huotari et al., 2016). Individuals/entities
“who exchange service with external service
systems” and the global economy “which
contains many internal service systems that
exchange service” are considered as a
special cases as most of the service systems
have both internal and external structures.

2.9. Principles of Service Science

Service science (SS) is based on ten
principles (Spohrer & Kwan, 2009) (see
figure 5):

resources
entities

access rights

Value co-creation interactions
Governance interactions
Outcomes

Stakeholders

Measures

. Networks

10. Ecology

© N~ LDN R
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Figusa 6, Proposed Dyadic Service System Framework
In this era, having multidimensional

domains i.e. “business, education sector,
professional training, social innovation”,
digital innovation can be viewed as perhaps
the single most powerful force, leading
towards service innovation. In present study,
a service system framework and open-ended
questionnaire proposed by Lyons and Tracy
(2013) has been used to obtain required
information, for this purpose interview has
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been conducted from IT instructor, GCU
training institute, Lahore and a women
internee  (entrepreneur) to highlight a
description of dyadic relationship between
two aforementioned entities (see figure 6).
Particularly,  Gioia  methodology in
qualitative approach has been used for data
collection and analysis. Furthermore,
convenience sampling has been used along
with cross-sectional technique. To define
particular boundaries of the given service

system is a vital component for better
understanding of phenomena. The Training
Institute is located in Government College
University (GCU), Lahore, headed by the
Vice chancellor of the university. It is
treated as a separate entity like departments
of other disciplines. High-level
characterization of components of both
entities as a dyadic service system has been
presented in table 2.

Table 2. Characterization of IT Instructor, GCU Training Institute, Lahore and Women Trainee
as Dyadic Service System

Concepts

Details of Constructs

Access Rights

IT Instructor

Owned: Furniture, equipment, projector, teaching &
learning material

Leased: Laptops

Shared: GCU library, GCU computer lab, conference
room, meeting room, day care center, sports facilities,
cafeteria

Privileged: Customized training material, training
methodology

Internee

Internee avails the access rights of training institute.

Resources

IT Instructor

1. Operand: Training rooms, faculty, support staff, trainees,

training center space, desk, computers, laptops/mobiles,
chairs, books, microphones, LCD, white board, printer,
scanner, photocopier, microwave, other related
technology, note books, ball-points

Operant: Software, website, teaching & learning content,
knowledge & experience of instructors & mentors,
business  ideas, policies, curriculum, teaching
methodology

Internee

Operant: Business awareness/knowledge of business &
product, need of training awareness

www.psychologyandeducation.net
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Entities

IT Instructor

ok~

Principal: VC of GC University, Lahore

Producer:  Publishers,  content  creators
(instructor), support staff, coordinator, receptionist, IT
technician, office boy
Provider: Trainer/mentor, guest speakers
Clients: Trainees (students), faculty, community
Object: Training material, customized training, guidance
& counseling

Internee

Principal: Women entrepreneur (Internee)

Provider: Women entrepreneur (Internee)

Clients: Customers

Obiject: Physical product (stitch/unstitch female clothes)

Stakeholders

IT Instructor

N RN e

Customers: Trainees

Provider: Training center, instructor, university,
publisher, mentor, support staff

Authority: GC University, training center, Higher
Education Commission (HEC), World bank

Competitor: Other training institutes

Internee

Customers: Customers/clients

Provider: Women entrepreneur (Internee), company
employees, suppliers

Authority: Women entrepreneur (Internee)

Competitor: Other online clothing brands

Interactions

IT Instructor

Governance: Formulation & implementation of policies,
planning, development and execution of training,
scheduling of training delivery, faculty & staff contracts,
contract between funding agency i.e. World bank and
training provider i.e. GCU, Lahore

Value co-creation: Customized training material
development, IT support service interactions

Internee

Company employees interactions, interactions with suppliers &
customers, learning value for trainee (eventually leading
towards economic/ financial value for business)

IT Instructor

1.

2.

Internal: University, instructor, trainees, supports staff,
Registrar/ Quality Enhancement Cell (QEC)
External: World bank, HEC, other subject specialists
(guest speakers), University of Reading, UK

www.psychologyandeducation.net
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Networks

3. Virtual: Website

Internee

1. Internal: Company employees
2. External: suppliers, customers
3. Virtual: Social media networks (Face book page)

IT Instructor
Outcomes

High quality training delivered, quality training material
produced, high value experience delivered, training objectives
met, satisfied trainee, returning trainee

Internee

Online product

3.1. Access Rights

Though access rights can be elaborated as
“social norms and legal regulations” through
which access and usage of particular
resources in a service system can be
understood (Vargo & Lusch, 2016; Barile &
Polese, 2010). There are four categories of
access rights 1ie. “owned, leased or
contracted, shared, and privileged access”,
and their understanding within a service
system is significant. Moreover, there are
multiple components which fall in these
categories of access rights. For instance, in
case of IT instructor Owned rights:
(Furniture, equipment, projector, teaching &
learning material), Leased rights: (Laptops),
Shared rights: (GCU library, GCU computer
lab, conference room, meeting room, day
care center, sports facilities, cafeteria), and
Privileged rights: (Customized training
material, training methodology). Further
adding to this, women internee avails the
access rights of training institute of GCU,
Lahore. These access rights within a service
system are significant as system design can
be influenced by them.
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3.2 Resources
In a service system, resources play a
significant role as they are considered as an
essential component for the purpose of value
creation. Though, people, technology and
shared information are viewed as significant
resources but the framework of dyadic
relationship service system also revealed
that training institute space and its
configuration plays a significant role for the
provision of training and in the interactions
of IT instructor and trainees. Positioning of
laptops and computers along with other
physical commodities and facilitation by
faculty and support staff makes a huge
difference in making training a successful
venture for both entities. Furthermore,
Operand resources in case of IT instructor,
GCU training institute are (training rooms,
faculty, support staff, trainees, training
center space, desk, computers,
laptops/mobiles, chairs, books,
microphones, LCD, white board, printer,
scanner, photocopier, microwave, other
related technology, note books, ball-points)
and Operant resources are (software,
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website, teaching & learning content,
knowledge & experience of instructors &
mentors, business ideas, policies,
curriculum, teaching methodology).
Moreover, as trainee is provided with all
necessary material required for training,
therefore, she does not need to carry as such
physical resource with her but her operant
resources are (business
awareness/knowledge of  business &
product, need of training awareness).

3.3 Entities

Within a service system, entities can be
defined as resource integrators that enable
and trigger the exchange process for value
co-creation purpose. It can also be
elaborated as competence has been
exchange by entities in a service system,
which is done through certain arrangements
that are determined by value propositions,
which also act as a source of connection.
Particularly, there are five categories of
entities highlighted by Lyons and Tracy
(2013) and each entity plays a significant
role in service outcomes i.e. ‘“service
principal, service producer, service provider,
service client or customer, and service
object”. In present research, our framework
identified numerous entities in case of IT
instructor, GCU Lahore as Principal: (VC of
GC  University, Lahore), Producer:
(Publishers, content creators (instructor),
support staff, coordinator, receptionist, IT
technician, office boy), Provider:
(Trainer/mentor, guest speakers), Clients:
(Trainees (students), faculty, community)
and Object: (Training material, customized
training, guidance & counseling). Moreover,
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being a fashion designer, women internee
runs her women clothing business online (by
face book page) with only a small office
setup so she would be the service principal
and service provider of her business. Her
customers are her clients who demand her
physical products (stitch/unstitch female
clothes) through her face book page.

3.4. Stakeholders

The concept of stakeholder in service
science is viewed as an entity rather than a
mere  perspective; moreover, multiple
stakeholders can be considered as an entity
in a service system. In present study, dyadic
service system framework identified
multiple stakeholders which are involved in
this study. From the perspective of IT
instructor, GCU  Lahore, following
stakeholders have been identified such as
Customers: (Trainees), Provider: (Training
center, instructor, university, publisher,
mentor, support staff), Authority: (GC
University,  training  center,  Higher
Education Commission (HEC), World bank)
and Competitor: (Other training institutes).
Furthermore, in case of women internee,
following are the stakeholders which are
involved in this process i.e. Customers:
(Customers/clients), Provider:  (Women
entrepreneur (Internee), company
employees, suppliers), Authority: (Women
Internee) and Competitor: (Other online
clothing brands).

3.5. Interactions

The present study’s dyadic service system
framework also  highlighted  another
significant factor i.e. way of interactions that

480



PSYCHOLOGY AND EDUCATION (2022) 59(1): 467-486

ISSN: 1553-6939

take place between individuals in a service
system. Interactions of internees with faculty
and support staff can be viewed as
governance interactions through the lens of
service system and its literature. IT
instructor and women internee collaborate
with each other for training process to co-
create value through numerous ideas and
service innovations which can trigger the
improvement process for both entities, if
implemented in an appropriate way. These
interactions take place through diverse
sources i.e. face-to-face, through email,
social media networks, through personal
phone (if instructor permits), however, value
is realized when aforementioned women
internee actually apply learning in business
bustles that will eventually enhance her
online sales. In case of IT instructor,
interactions are Governance: (Formulation
& implementation of policies, planning,
development and execution of training,
scheduling of training delivery, faculty &
staff contracts, contract between funding
agency i.e. World bank and training provider
i.e. GCU, Lahore) and Value co-creation:
(Customized training material development,
IT support service interactions). In case of
women internee, interactions are (Company
employees interactions, interactions with
suppliers & customers, learning value for
trainee that eventually leading towards
economic/ financial value for business).

3.6. Networks

Across service systems, value co-creation
process is triggered through the existence of
networks that are considered as a critical
component due to multiple benefits.
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Formulation of networks is due to the
exchange process that occurs between
different entities and value propositions are
basis reason of their connection. Existence
of these networks can occur both internally
within a service system as well as externally
where they can cross system boundaries in
order to connect with external sources and
networks.  Multiple  researches  also
highlighted that social networks and
technological networks are created between
service systems due to interactions, which
create grounds for a value-creating network.
Multiple interactions are also identified in
present study dyadic service system
framework as in case of IT instructor, GCU
Lahore, following networks take place i.e.
Internal: (University, instructor, trainees,
supports staff, Registrar/ Quality
Enhancement Cell-QEC), External: (World
bank, HEC, other subject specialists (guest
speakers), University of Reading, UK) and
Virtual: (Website). Moreover, from the
perspective of women internee, following
networks takes place ie. Internal:
(Company employees), External: (suppliers,
customer) and Virtual: (Social media
networks i.e. face book page).

3.7. Outcomes

In present research, a framework applied on
dyadic service system between IT instructor,
GCU Lahore and women internee revealed
multiple significant outcomes, also the basic
and fundamental outcome that mostly take
place from service interactions is knowledge
and learning. In this case, women trainee
was having awareness regarding her
business/ products and also regarding need

481



PSYCHOLOGY AND EDUCATION (2022) 59(1): 467-486

ISSN: 1553-6939

for training, therefore, by utilizing GCU
training institute resources i.e. 1T and other
instructors, local & international guest
speakers, support staff, technology, multiple
knowledge outcomes have been co-created.
In case of IT instructor, following outcomes
are identified such as high quality training
delivered, quality training  material
produced, high value experience delivered,
training objectives met, satisfied trainee,
returning trainee, and online product is the
basic outcome of women internee for which
she enrolled herself for customized training
of GCU, Lahore to enhance sales and
revenues of her product.

4. Conclusion

In service systems, lasting improvements
can be created by strong foundations of
service science. The basic aim of service
science is to enhance understanding and
configuration of service systems, as well as
to apply this knowledge to advance our
ability and skills to design, modify and
measure service systems for practical
business, educational, training and other
societal purposes. The study of service
systems encompasses multidimensional
aspects as it is integrative, multidisciplinary
undertaking, and a lot of disciplines have
significant knowledge and applications to
contribute in this domain.

For present research, in order to formulate a
dyadic service system framework, data has
been obtained from IT instructor, GCU
Training institute, Lahore and a women
trainee (entrepreneur/fashion designer), by
adapting Lyons and Tracy (2013) service
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system framework and their proposed
questionnaire. This work clearly
demonstrates that value has been co-created
in aforementioned dyadic service system as
learning value for trainee has been derived
through this customized training, delivered
by all instructors (specially by IT instructor)
, ultimately leading towards
economic/financial value for business which
is the ultimate goal of that trainee. In the
beginning of training, she shared her
training needs with IT instructor who
designed customized training through
training need assessment, IT instructor
developed curriculum based on different
business sector requirements, and delivered
the training in such a format which is most
suitable to the trainee. Moreover, IT covers
overall business aspects, whereas other
instructor would only cater their particular
specialized field, that’s why IT instructor
has been selected because it mostly
encompasses overall areas of small business.
Furthermore, Results confirmed that in this
digital innovation era, through use of
technology and social media i.e. face book
page, when women internee will apply
learning i.e. obtained from training, then
business revenues and online sales of her
product would increase eventually. Since
multiple resources, entities, stakeholders,
access rights and networks are involved in
formulation of dyadic service system
framework; hence, the findings of present
research also suggest that a symbiotic
relationship exist between technology and
services. In today’s world, through intensive
technology services, the service sector is a
“producer, user and agent” of technology
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that also triggers the process of development
of technological innovations. In service
firms, technology adoption at all levels lead
towards innovations. Therefore, this study
also concludes that technology plays a
significant role in service innovation, which
is a vital component of service dominant
logic and service science.
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