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1. Context

o Research group: http://www3.uah.es/inseras/esp/inicio/

Proyect H2020 Coval (2018-2021): Understanding value co-creation in public services for transforming European public 
administrations

o Some publications: 
• Van der Have, R., and Rubalcaba, L. (2016) Social innovation: an emerging research field? Research Policy 45 (9), 1923–1935
• Gallouj, F., Weber, M., Stare, M., Rubalcaba, L. (2015) The futures of the service economy in Europe: a foresight analysis. Technological Forecasting & Social 

Change. Vol. 94, 80–96.
• Gupta, V., & Rubalcaba, L. (2021). University libraries as open innovation partners: Harnessing hidden potential to foster global entrepreneurship. The 

Journal of Academic Librarianship, 102432.
• Peralta A. and Rubalcaba L (2021). Collaborative Service Innovation: A Quantitative Analysis of Innovation Networks in a Multisectoral Setting

Mathematics 9, no. 11: 1270.
• Peralta A. and Rubalcaba L. (2021). How Governance Paradigms and Other Drivers Affect Public Managers’ Use of Innovation Practices. A PLS-SEM 

Analysis and Model. Mathematics 9, no. 9: 1055. 
• Rubalcaba, L., & Larriba, L. C. (2020). Economía y gestión de la experiencia de cliente. Ediciones Pirámide.

• Rubalcaba, L. (2018) Bridging service experiences and service innovation: a new model for understanding the future of services and the case of 
education. European Review of Service Economics and Management, No. 6.

• Gallouj, F., Rubalcaba, L. Toivonen, M. and Windrum, P. (2018) Understanding social innovation in services industries. Industry and Innovation. 25, (6) 551-
569 

• Rubalcaba, L., Gago, D. and J. Gallego (2018) Why does services innovation move towards open and social innovation? Open Innovation 2.0. European 
Commission, Brussels.

• Windrum, P., Schartinger, D., Rubalcaba, L., Gallouj, F. and M. Toivonen (2016) The Co-Creation of Multi-Agent Social Innovations: A Bridge Between 
Service and Social Innovation Research. European Journal of Innovation Management, 19 (2), 150-166

http://www3.uah.es/inseras/esp/inicio/
http://www.sciencedirect.com/science/journal/00487333/45/9
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Economic context: the pandemic

o A public service, more public tan ever

o Coordination and new solutions are needed

o Digital transformation needed

o Global issues, SDG, global consciousness 



Producing goods vs producing services

oMore technology, better engines, more connectivity, more safety, more design, 
more driver assistance….

oMore personalization toward a better service experience (do you like to drive?)

oMore needs in users: environmental concerns, safety, social concerns

o Enjoy a service vs buying a good: Renting and leasing: 
• More value in the services than in the possession of a good in itself: 

• More need of relationships (renting-leasing in trust relationships…)



Are services a bad thing? Public services too?

“The labour of some of the most respectable orders in the society is, like that of menial servants, 
unproductive of any value, and does not fix or realize itself in any permanent subject; or vendible 
commodity, which endures after that labour is past, and for which an equal quantity of labour could 
afterwards be procured. The sovereign, for example, with all the officers both of justice and war 
who serve under him, the whole army and navy, are unproductive labourers. They are the 
servants of the public, and are maintained by a part of the annual produce of the industry of other 
people. Their service, how honourable, how useful, or how necessary soever, produces nothing for which 
an equal quantity of service can afterwards be procured…. In the same class must be ranked, some both of 
the gravest and most important, and some of the most frivolous professions: churchmen, lawyers, 
physicians, men of letters of all kinds; players, buffoons, musicians, opera-singers, opera-
dancers, etc…. Like the declamation of the actor, the harangue of the orator, or the tune of the musician,
the work of all of them perishes in the very instant of its production.” 

(Adam Smith, 1776, The Wealth of Nations)

“Premature deindustrialization is not good news for developing nations. It blocks off the 
main avenue of rapid economic convergence in low-income settings. 
(Dani Rodrik, 2016) Premature deindustrialization J Econ Growth (2016) 21:1–33. 

http://images.google.es/imgres?imgurl=http://www.biografiasyvidas.com/biografia/s/fotos/smith_adam.jpg&imgrefurl=http://www.biografiasyvidas.com/biografia/s/smith_adam.htm&h=377&w=340&sz=18&hl=es&start=1&tbnid=rw159w_JM8Xp9M:&tbnh=122&tbnw=110&prev=/images?q%3Dadam%2Bsmith%26gbv%3D2%26svnum%3D10%26hl%3Des%26sa%3DG


Understanding value

o Value is a particularly important construct in the public service setting, but to date, it has lacked 
sufficient conceptualization in the literature. 

o The pre-eminence of the New Public Management has aligned value with an economic conception 
of value for money and the tripartite notion of economy, efficiency and effectiveness. By 
consequence the emphasis of public service organisations (PSOs) has largely been on their internal 
capacity to manage business operations and deliver services for the least possible cost.  Although 
the Public Value narrative, by contrast, forwards a view of public value which is based on shared 
societal values (e.g. Bozeman, 2007).

o Osborne (2020) has recently forwarded a more holistic definition of value, differentiating five 
elements, which may be created or destroyed during the service production process:
- Personal well-being
- Service outcomes
- Whole life experience
- Capacity creation 
- Societal value
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Value creation within the service production process

o Traditional models follow a ‘product-dominant logic’ (Spohrer et al, 2008) inferring that all capacity for 
value creation exits within PSOs through their resources. 

o PSL (Public Service Logic) proposes a shift towards a service logic, where the locus of value creation 
moves from intra-organisational efficacy towards a dynamic set of interactions within a complex service 
ecosystem (Osborne et al, 2016). 

o Osborne (2020) distinguishes five key points in the public service production process which are 
crucial to value creation/destruction: 

Use

(value creation)

Delivery

(value co-
creation)

Production

(resource 

creation)

Pre-production

(expectations,         
experience, service 

design)

Public policy (values 
input)



Co-production and co-creation:

“In some circumstances, the concept of co-creation has been offered as 
inter-changeable with co-production, whilst in others it has been limited 
solely to the involvement of citizens in the initiation design of public services. 
However, this is not the case. Co-production assumes a process where the 
PSO is dominant and where the logic is linear and based upon product-
dominant conceptions of production. Co-creation assumes an interactive 
and dynamic relationship where value is created at the nexus of 
interaction. Value for the service user and the PSO thus are created not by 
linear production but rather by this interaction occurring within the 
context of the service user’s wider life experience.” 

Stephen P. Osborne (2017): From public service-dominant logic to public 
service logic: are public service organizations capable of co-production and 
value co-creation?, Public Management Review, DOI: 
10.1080/14719037.2017.1350461



Conceptualizing co-production and co-
creation in public services

Osborne, S. P., Radnor, Z. and Strokosch, K. (2016). Co-Production and the CoCreation
of Value in Public Services: A suitable case for treatment?. Public Management
Review, 18(5), pp. 639-653. doi: 10.1080/14719037.2015.1111927 



Frameworks of public service reform.

Source: Kirsty Strokosch et at (2021) D1.4. Coval deliverable.



Stakeholders in Co-creation

Osborne, SP, Nasi, G, Powell, M. Beyond co-production: Value creation and public 
services. Public Admin. 2021; 99: 641-657. https://doi.org/10.1111/padm.12718

https://doi.org/10.1111/padm.12718


Public service production within a 
public service ecosystem



Co-VAL Conceptual Framework 



Making Government-Initiated Co-
Creation a Core Activity



Participation vs Value co-creation

In terms of numbers of citizens extrinsically engaged:

Participation > collaboration > value co-creation

In terms of value co-creation:

Value co-creation > collaboration > participation

How to cope with both numbers and quality?

oThe role of third sector as representatives

oMulti-methods



On the anthropology of co-creation
Interactions can be not only collaborative on own interest (profit) but on 
others 'interest 

oMichael Tomasello (Max Planck Institute for Evolutionary 
Anthropology)

oMonkey versus men: the capacity to adopt the perspective of the 
another beyond the own self-interest



The business concept of the Experience 
Economy 

oOrigin: Pine and Gilmore

ohttps://strategichorizons.com/pine-and-gilmore/

https://hbr.org/1998/07/welcome-to-the-experience-economy

oExample of the Starbucks coffee: 5$, 1$ cost, 4$ experience

Value is linked to the experience

https://strategichorizons.com/pine-and-gilmore/
https://hbr.org/1998/07/welcome-to-the-experience-economy


The Nordic user concept of the New 
Experience Economy 

o Definition of experience: mental impact caused by personal perceptions of 
external stimuli, than an individual feels and remembers (Sundbo and 
Sorensen, 2013)

o German double meaning of experience: 

• Erlebnis – expressive, hedonic, amusement

• Erfahrung - learning from things and from others

o Individualistic understanding of experience vs social & community



Categories of service experiences in education

Category Examples

Connectivity experiences

• Following standard learning (being part of a common experience) vs distinctive 
education (being exclusive)

• e-Learning (IT distance learning experience)

Self-awareness experiences

• Character building

• Promotion of own skills and gifts (e.g., experiences related to artistic, musical, or 
athletic achievements)

Trust
experiences

• Learning community

• Inclusive and comprehensive school (inclusion experience)

• Tutoring (teacher-pupil experience)

Freedom experiences

• School choice and autonomy in management and teaching (flexibility experience)

• Alignment with own values experience

• Home-schooling (experiences from new balances between schooling and home-
based learning)

Source: Rubalcaba and Cortijo (2020): Economía y gestión de la experiencia de cliente. Pirámide
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Case studies: Cycling Without Age

What is?

Cycling Without Age is a foundation that was 
established in Denmark 2015. The main idea is that 

elderly people living in care centres or elderly people 
offered home care are given the opportunity to get a 
bike ride in a trishaw. The main objective of Cycling 
Without Age is presented as giving the elderly the 
right to wind in the hair by ensuring mobility and 

active partaking in society

Stakeholders

The municipality, and more specifically the managers 
and employees at care centres and home care. 

The politicians, who have been part of pushing the 
idea forward.

Besides the public sector stakeholders, a key actor is 
the volunteers and the beneficiaries are the elderly.

Co-creation
process

Co-creation is related to both planning and being part 
of the bike trip. As such it is both the format of the 

experience that is created among key actors and the 
activity itself. There is also a notion of ‘co-realization’, 

i.e. that the actors become aware of each other’s 
resources and that this realization reaches beyond the 

activity. 



What is?

This case study  is about the new Social Security 
Agency in Scotland. Social security is currently an area 
of change and reform in the UK, with the provision of 
the service being devolved from the UK Government 
to the Scottish Government under the Scotland Act 

(2016) which has permitted Scottish Ministers to 
develop new policies of social security entitlement. 

Stakeholders
The key stakeholders include the Scottish 

Government, policymakers, stakeholder organizations, 
and frontline staff of the social security system under 

the Department for Work and Pensions.

Co-creation
process

Two key points of value co-creation have been 
identified in this case study. The first point is service 
design, where ‘experience panels’ are established to 

draw on service users’ experiences of the current 
social security system. The second point is service 

delivery, where the service users access appropriate 
services and interact with frontline service staff 

knowledgeable and capable of supporting the service 
users. 

Case studies: New Social Security Agency in Scotland



Case studies: GovLab Arnsberg

What is?

GovLab Arnsberg, founded in April 2018, is an 
initiative and organizational part of the District 

Government of Arnsberg, a central authority of the 
federal state of North RhineWestphalia (NRW) in 
Germany. The District Government of Arnsberg 

consists of five independent cities and seven districts 
with 78 district communities. It has almost 3.6 million 

inhabitants and covers round about 8 000 square 
kilometers.

Stakeholders

The main stakeholder of GovLab Arnsberg is the 
regional president. As he initiated GovLab Arnsberg, 

he is particularly interested in its activities and success 
and offers the employees at GovLab Arnsberg 

continuous support. The other important stakeholder 
group within the administration of GovLab Arnsberg 

are the front-line employees that deliver the services. 

Co-creation
process

The co-creation process of GovLab Arnsberg consists of 
two parts: idea generation and idea development. he 
co-creation process is driven by the participants of the 

individual workshops. The role of the GovLab
Arnsberg employees is to facilitate the workshops by 
moderating the discussions and providing resources



Health as unilateral service (doctor-patient) vs 
health as an interactive process

39

Example of the diabetes II in the UK:

• Private-public innovation network did NOT work

• It started working when third sector was included

and given a central-protagonist role

Example of the Integration of creative industries

in the health services sector

The shift towards service experience today and 
the protagonism of people



















Sustainable Co-Creation: An Expanded 
Roadmap

Source: van Ooijen and Mureddu (2021) Co-creation at scale. Policy brief. Lisbon Council & COVAL






