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5. Discussion and conclusions

The resource based theory has much to offer service management, as
it helps focus practitioners on key aspects of their businesses and net-
works,which canprovide a long-term competitive advantage. The critical
aspect is tofind the resources and capabilities that aremost important for
a specific organization. This paper suggests that service blueprinting and
benchmarking are key methods for the implementation of the RBT, as
they respectively target both ‘inside-out’ (operand) and ‘outside-in’ (op-
erant) resources and capabilities. These approaches are particularly help-
ful in a market with poor industry practices. Blueprinting that provides
assessment of organizational inside-out capabilities, and international
and national benchmarking that provides information on outside-in ca-
pabilities seem particularly useful and are recommended by this and
other service management studies (Aarikka-Stenroos & Jaakkola, 2012;
Randall, Gravier, & Prybutok, 2011).
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