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From Goods-dominant – to Service-dominant Logic

Goods-dominant Service-dominant
Value Exchange-value Value in use

Exchange Goods Competencies

Customer Consumer Interactive

Interaction
Value in use

Service Dominant Architecture

Ext. Competencies

Data 
Lake

Service-dominant Logic

Internal Competencies

Vargo, S.L.; Lusch, R. F. (2004): Evolving to a New Dominant Logic for Marketing. 
Journal of Marketing, p. 1-17
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Three service systems and one data lake form the core of SDA

System of Operant 
Resources

Integration of existing resources

Occupy touchpoints Connect Solutions & Partners, 

Use existing resourcesGet data sovereignty

Data 
Lake

Data Lake / ODS
Real-time data

Integration of external capabilities
(Platforms, co-producers, A.l.) 

System of Participation
Interaction with customers 

enables a data-based customer 
understanding

System of Interaction

Service Dominant Architecture
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1. Service Platform: Resource integration, Resource and capability density, Interaction

2. Service Ecosystem: actor-to-actor orientation, Institutions

3. Service: Service – value co-creation - as a process; application of resources for the benefit of other

*Lusch, R. F.; Nambisan, S. (2015): Service Innovation: A Service-Dominant (S-D) Logic Perspective, 
MIS Quarterly, (39), S.155-171 www.IfSD.hamburg

…

Data 
Lake

Interaktionen ermöglichen

Datenhoheit nutzen Befähigung  einbinden

Kernprodukt/-lösung verbessern

Platforms and Ecosystems as a Chance for Empowerment
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Service Platform Development
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Developer 
Guidelines

Identity 
Management

Autorization & 
Authentification

Development 
Ecosystems

DevOps
Security & 

Compliance
Metering & Billing

Notification
Services

SDA Base “Plate”

SDA Human Centered Service
“Processes and Solutions”

Transformation 
Enablement

SDA Business “Bricks”

Technical basis to develop
(micro) Services = Output

Functional Bricks &  Service 
Stacks – like insurance layer

Service as Process
Human Centered Value

Strategy
Proof of Concept

SDA Service/Solutions

System of Records

Partner like
Other platforms

AI …
Customer 

Every service stack 
(brick’) contains full 

SDA logic & approach 
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Solution Logic of Platform Approach: ‘Knight´s Castle‘ Contract Notification

Partner services Contract services

Plate Customer App

Challenge
1. Customer: Contract documents

not at hand

2. Insurance: Reduction of service
calls and sending of documents

Solution
Clear representation of the
contracts in the app

Status
running
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Examples for Solutions

‘Shopping Mall‘ Submission App

‘Pharmacy‘ Medication Management

‘School“ Selfie-Ident (‚Nect‘)

…
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Insurance product 
as a carrier of

value-added services

New Business Model: edith.care
care application in 10 minutes instead of 10 days –

Use of data sovereignty

Data 
Lake

MEDICPROOF / MDK
expert opinions
degree of care 

www.IfSD.hamburg

Customer
Partner

Insurance

value in use
value in context
social value
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Cooperation Start Up with Incumbent:
Private Health Advisor – Stroke Prevention

www.IfSD.hamburg

Charité AI, 

iPhone, Watches, 
Devices

Ai based
Scoring

Health data
ICD 10 codes

Customer Partner
Start up

Apple Health

Insurance

Data 
Lake

value in use
value in context
social value
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+ +

Data 
Lake

App

(…) 

(…) 

in-house
developme

nt
other
SDA
user

other
platforms

specialized
platforms

standards

Data 
Lake

Business Transformation
Becoming a Platform Organization 

Apple 
Health
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,

SDA inside

Um-
systeme

Eigene
Entwicklung andere

SDA
Nutzer

Andere Platt-
formen

(…) 

(…) 

…

Standards

Spez. Platt-
formen

Business Transformation
Market leading: nexinsure = Standard Platform Organization

Data 
Lake

Apple 
Health+

Data 
Lake

+

Front-End
msg.Online Insure

System of Engagement

System of Records



13www.IfSD.hamburg

Drei zentrale, teilweise interdependente Grundlinien prägen den Fokus der SDA SE und zahlen 
ein auf die Erreichung der ‚4K‘

Open/Open Source Co-Laboration/Co-Creation Modular/MicroServices

Principles of SDA SE
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Contact
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Plattform und Services der SDA SE – ein (weniger technischer) Überblick: der Baukasten für 
eine beschleunigte digitale, Service-dominierte Transformation 
Überblick

KundenApp

Partnerservices
Vertragsservices

Geschäftsvorfall-
services

Archivservices
Sendungsservices

Gesundheitsservice
s

Schadenservices

Einreichungs-
services

Angebotserstellung
s-services

Tarifierungsservices

Bestandteile der Legoplatte: 

Developer 
Guidelines

Identity 
Management

Autorization & 
Authentification

Development 
Ecosystems

DevOps
Security & 

Compliance
Metering & Billing

Notification
Services

Zuvorderst technische Basis

Fachliche Services
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SDA SE Portfolio
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SDA Basis (’plate’)

SDA Human Centered Service
and Solutions

SDA & 
Transformation 
Enablement

SDA (funct.) Service stacks 
(‘bricks’) 2
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SDA (technical) basis to develop

(micro)services output = state-of-
the-art technology; providing dev- / 

prod-/ and test-stacks to secure
successful scaling

Functional service stacks - currently
focuses on insurance layer - as ‚out-of-

the-box-bricks‘ to realize E2E-
orchestrated solutions

service as process to deliver ‚wows‘
Human Centered Value in Use

Joint SDA / client dev of new ‚bricks‘

S-D strategies; Support of
implementation, onboarding / 

empowerment of employees and
partners, and utilization to speed up

digitization via SDA

aa
S

/ 
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at
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SDA Service/Solutions

Backends / SoR

Partners
Other platforms

KI
Frontends

Every service stack 
(brick’) contains full SDA 

logic & approach 
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In jedem der fachlich geprägten Bausteine finden sich sowohl die SDA-Logik als auch die 
Microservice-Orientierung wieder
Überblick

Archivservices

Document UI

Document ODS

Document ODS 
Service

Document Access 
Service

Document Content 
Gateway Service

xBAV


