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Service Co-creation Based on Organizational Improvisation in
the Context of Uncertainty
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ABSTRACT: The work aims to help people respond to uncertain conditions and challenges by organizational improvisa-
tion methods or factors during service co-creation, and propose a process of service co-creation by organizational im-
provisation in uncertainty, in view of that it is difficult for people to control and respond to uncertain resources and out-
puts due to the uncertainty in service co-creation. The uncertainty in service co-creation was explained based on the ex-
isting views and the practical role of organizational improvisation, and the reasons for its application in service
co-creation were also demonstrated. Furthermore, the existing theoretical contents and frameworks in service co-creation
and organizational improvisation were compared to find out the direct connections. Through the connections between the
organizational improvisation and the service design, the methods of applying organizational improvisation in organization
co-creation were derived. According to the theoretical framework of organizational improvisation, the four factors of or-
ganizational improvisation (Immediate Response, Timely Collaboration, Intention Creation and Resource Integration) can
be closely related to service co-creation. Service planning and service delivery in service co-creation can be combined
with these four factors to cope with different uncertainties. Additionally, the logic among the four factors of organizational
improvisation can also be applied to the practical process of service co-creation. Thereby, service design is no longer re-
stricted to the initial design process and has been updated from the perspective of organizational improvisation.
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Fig.1 Service co-creation mechanism
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Fig.2 Improvisation and organizational improvisation
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Fig.4 Relationship between service co-creation and
organizational improvisation
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