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Summary 

 
Services pervade every aspect of our lives. Buying them and managing their quality, however, 

is not as simple as it may seem. Our current understanding of managing services has been 

developed from the manufacturing contexts. Although these approaches can help in managing 

some of the less complex, standardised services, they do not help when it comes to managing 

the procurement and performance of professional services. According to a recent empirical 

study1, quality management remains one of the topmost managerial challenges in professional 

service operations management, followed by managing client experience, and knowledge 

management. It appears that in spite of excellent work in service marketing and management 

literature, the literature on service operations and supply management has evolved separately 

from it. Unless this gap is bridged, our understanding of managing service operations will 

remain incomplete.  

 My research is motivated by this research gap. I seek to build and test theory in the area 

of professional service operations management using a mix of qualitative and quantitative 

methods. My current research explores the procurement and outsourcing of professional 

services from a triadic perspective. I am currently approaching this research from a qualitative 

perspective. Broadly, I seek to answer the following questions: how do internal and boundary-

spanning stakeholders manage quality in the procurement and ‘production’ of professional 

services? Moreover, when are professional services are considered to have ‘failed’? How are 

they judged as ‘failures’? How can they be prevented, mitigated, and recovered? I am very 

much excited by these questions and am passionate about contributing towards the emerging 

literature on professional service operations management. I have segregated this research 

agenda along three themes: (i) Procurement and Management of Professional Services, (ii) 

Quality and Recovery Management in Service Networks, (iii) Innovation in Professional 

Service Procurement and Delivery Systems. 

 

 

Research theme-1: Managing performance in the procurement and outsourcing of 

professional services (Current Project) 

 
Research motivation 

Driven by the need for achieving efficiency, flexibility, and access to specialised capabilities, 

organisations have been outsourcing IT and other specialised services. This has led to 

professional services becoming a significant part of the organisational spend. In spite of this 

increasing trend, there is relatively little understanding of how the procurement of these 

                                                 
1 Brandon-Jones et al (2016), “Examining the characteristics and managerial challenges of professional services: 

An empirical study of management consultancy in the travel, tourism, and hospitality sector”, Journal of 

Operations Management, 42-43, pp9-24.  
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professional services is managed. For example, a recent study by Spend Matters2 revealed that 

“management of service procurement and supply chains is at least 20 years behind direct 

materials and a decade or so behind indirect materials”. Perhaps it is not surprising why a 

number of professional service exchanges lead to suboptimal outcomes and client 

dissatisfaction. Our thesis is that this is because we need to understand the procurement of 

professional services with a similar rigour, but a radically different mind-set from how we 

approach the procurement of goods. This project seeks to develop a methodology that can 

enable procurement professionals to better manage the procurement of this complex category. 

Research objectives and strategies 

We are approaching this research problem from a quality perspective. More specifically, we 

seek to answer the following research questions, ‘how do client firms specify, manage, and 

evaluate the quality in the procurement of a range of professional services?’ In order to develop 

an in-depth understanding of the phenomenon, an in-depth case-study is being undertaken with 

a leading multinational financial institution. In this case study, we’re looking at a range of 

professional services of varying complexity levels. By doing this, we make a theoretical 

contribution to the emerging professional service operations management literature and a 

contextual contribution to the service procurement and outsourcing literature. 

Research outcomes 

Through this research we are developing a methodology and a tool that could help client firms 

and the professional service providers manage and measure the performance of the 

procurement of professional services. A future research project will monitor the 

implementation and adoption of this tool. Furthermore, we intend to publish this research in a 

range of academic journals as well as write a book for the practitioner audience. Lastly, we 

intend to develop and write this up as a case study which could be used for educational 

purposes. 

 

Research theme-2: Designing and managing professional service networks for quality, 

risk, and recovery 

 
Research motivation 

There is a consensus in the services literature that services are co-produced in the relational 

processes and social interactions between the client and the service provider. These interactions 

take place in a complex, multi-echelon, and boundary-spanning network of stakeholders. The 

complexity of these interactions, coupled with the individual perceptions and goals of 

stakeholders make the management of these services more complex for the client and the 

service-provider. In spite of excellent work on the procurement of consultancy services in the 

general management literature and the emerging literature on professional service operations 

management, we still don’t completely understand the role of various internal and external 

stakeholders in managing the quality of professional services. For example, quality is defined 

and perceived differently by different stakeholders based on their interaction with the service. 

Moreover, recovery networks (whether reactive or proactive) are different in terms of 

interactions, power structures, and information flow from quality networks. Without 

understanding the structural and relational issues driving the interactions and performance of 

                                                 
2 Jason Busch and Pierre Mitchell (2015), “Applying Supply Chain Rigor to Contingent Workforce 

Management,” Spend Matters, http://spendmatters.com/research/applying-supply-chain-rigor-to-contingent-

workforce-management/. 
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these networks, our understanding of the management of professional service operations will 

remain limited. 

Research objectives and strategies 

With issues such as supply chain disintermediation, outsourcing and offshoring, and distributed 

networks, organisations increasingly need to develop network management capabilities to deal 

with the increasing complexity. The question is, how do these internal and boundary-spanning 

professional service networks influence the quality of the service process and outcomes? The 

research is currently in the planning stages and although some of the preliminary data that has 

been collected on a triadic level will form the foundation of this research, we are particularly 

interested in exploring the structural and relational issues on a network level using the social 

network analysis (SNA) technique. 

 

Research theme-3: Innovation in Professional Service Procurement and Delivery Systems 

 
Research motivation 

Service innovation is one of the highly pursued and least understood concepts in the 

management literature. Recently, a leading panel scholars ranked ‘stimulating service 

innovation’ as the topmost strategic priority in services research3. On the other hand, recent 

reviews have revealed a lack of consensus on the definition of the concept, which has led to 

defragmentation of our knowledge. There is also paucity of research on innovation within the 

professional services context. There is, however, increasing realisation among the academics 

and practitioners that service innovations such as technology, robotics process automation, 

productization, etc. will significantly disrupt the way professional services are designed and 

delivered. There are some interesting questions that demand exploration of the concept. For 

example, the make-or-buy decision in professional services is an innovation problem. 

Furthermore, there is little understanding of behavioural issues of service design and factors 

driving the open vis-à-vis closed innovation decision. Boundary-spanning collaboration in the 

service innovation process and the role of IT as an operant and/or operand resources, makes 

service innovation a fertile field of research. 

Research objectives and strategies 

I am particularly interested in exploring how professional service innovation is managed in a 

boundary-spanning process. Our recent empirical work has revealed lack of service innovation 

to be a major, however implicit, source of dissatisfaction among clients. On the other hand, 

suppliers either have no idea about such expectations, or view the service innovation decision 

from the ‘service paradox’ perspective. For example, will innovating the service bring them 

additional benefits or create additional costs is a fundamental question that service-providers 

face. Theories such as the social exchange theory, cognitive dissonance theory, role theory, 

agency theory etc. can provide novel insights into the issue. I am currently conducting a 

research project with a leading multinational organisation in the financial services industry 

where I am exploring the procurement and management of professional services. A follow-up 

project will focus on exploring how client and provider co-create the innovation process. This 

will enable us to identify economic, social and behavioural factors that enable and inhibit the 

co-creation process for the client and the supplier. The findings will be validated through a 

large-scale survey. Following on this study, a theory-driven collaborative service innovation 

management tool will be developed. 

                                                 
3 A. L. Ostrom et al. (2015), “Service Research Priorities in a Rapidly Changing Context,” Journal of Service 

Research 18, no. 2, pp.127–59, doi:10.1177/1094670515576315. 


