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INTRODUCTION 

Oil and gas production has a strong influence on global and local economies (Lorusso and 

Pieroni, 2018), and increasingly on the global environment because of the significant growth 

in unconventional extraction methods like tar sands (Finkel, 2018) or fracking (Gearhart, 

Adegbola and Huemmer, 2019). It would, therefore, seem beneficial if the industry could 

become more efficient with the exploitation of this finite global resource. The successful 

implementation of servitization in organisations within the oil and gas industry would allow 

such organisations to work together and provide a beneficial outcome for themselves, the 

global economy and the environment. However, this paper intends to show that servitization 

is poorly executed and the potential gains are seldom fully realised (Valtakoski, 2017). This 

paper focuses on the oil and gas industry and aims to explore the hypothesis that no defined 

strategy exists for implementing servitization, resulting in poor management support and 

allocation of resources, especially in situations where the industry is in recession. It is further 

hypothesised that the mechanism for servitization failure is that tension arises from a poorly 

executed, or absent, change processes due to the absence of a servitization strategy. The lack 

of a clearly defined strategy coupled with a lack of management support and resources can 

lead to territorial behaviours which ultimately result in the servitization process stagnating, 

regressing or failing entirely. 

The following sections shall discuss the concepts of servitization and how this can lead to 

change (Bigdeli et al., 2015; Visnjic, Wiengarten and Neely, 2016) and how change theory 

can add important insight to servitization theory to increase understanding of the process 

(Ziaee Bigdeli et al., 2017). Existing literature is based on the work of Lewin (1942), but one 

must question if the model of “creative destruction” to create new value (Schumpeter, 2010) 

is still appropriate in an age where excessive and repetitive change have been shown to 

generate negative consequences (Abrahamson, 2004; Johnson, 2016).  Current literature 

focuses almost exclusively on the perspective of the manufacturer to drive servitization and 

neglects customer contributions to the process (Pereira, Kreye and Carvalho, 2019), and it is 

one of the intentions of this paper to examine how manufacturers and customers deal with 

change that can lead to tensions and territoriality. 

The Delphi Method has been selected to perform this investigation as it is particularly well 

suited to investigating servitization in complex business relationships (Baines and Shi, 2015). 

It is important to highlight that unlike other methods, the Delphi Method does not seek to 

understand a population by investigating a statistical sample, instead it is a group decision 

method for a specific question or group of related questions (Okoli and Pawlowski, 2004). 

Three groups were created for the investigation; Top, Middle and First-line Managers and 

each group had four members representing both customers and manufacturers. The groups 

were created in this way to investigate the impact that dissonance between management 

levels and the effect this can have on the servitization process, which has been highlighted in 

recent studies (Crowley, Burton and Zolkiewski, 2018). In line with the Delphi Method, each 

member was individually interviewed and then two follow-up questionnaires were completed 

before a consensus, or agreement that there was no consensus, was reached. This paper 

intends to answer the following research questions: 

1. Does the servitization process create significant change within an organisation that 

can then manifest itself as tension and territorial behaviour amongst the population? 

2. Do management at different levels have different perceptions of the effect of 

servitization induced tensions and territoriality? 



3. Do management fail to put into place, or do not perceive the need for, adequate tools 

and processes to manage servitization induced tensions and territoriality? 

The figure below shows the proposed mechanism by which servitization leads to change 

which creates tension and this tension, in turn, creates territoriality. The figure further shows 

that territoriality can create additional tension, which creates additional territoriality and so 

the cycle continues. 

LITERATURE REVIEW AND THEORY 

SERVITIZATION 

There are many papers written on servitization, but it is still largely unrecognised as a 

strategy in many industries, such as oil and gas (Bandinelli and Gamberi, 2011; Frow and 

Payne, 2011; Sakyi-Gyinae and Holmlund, 2018), which is surprising given the potential 

gains. Servitization offers the manufacturer an opportunity to increase revenue and 

profitability (Kumar and Markeset, 2007; Bandinelli and Gamberi, 2011), and if carried out 

successfully these goals can be realised (Anderson and Narus, 1995; Wise and Baumgartner, 

1999). Strähle, Füllemann and Bendig (2012) state that income from additional services can 

increase revenues up to 35%. It is also widely accepted that servitization increases 

competitive advantage because of the difficulty other providers face while attempting to 

replicate the combined offering of products and services (Gebauer, Friedli and Fleisch, 2006). 

CHANGE THEORY 

Servitization necessitates significant organisational and individual change (Ziaee Bigdeli et 

al., 2017). Change is an often overlooked consideration in a servitizing organisation, and the 

success of the servitization strategy is contingent upon the organisation's change strategy 

(Bigdeli et al., 2015). Change is often a problematic process that can lead to anxiety and 

stress in individuals and teams (Rowland and Higgs, 2012).  

TENSIONS AND TERRITORIALITY WITHIN OIL AND GAS SERVITIZATION ORGANISATIONS 

Many scholars have identified that the act of servitization often requires fundamental changes 

at both an individual level, and perhaps, more importantly, a collective level (Palo, Åkesson 

and Löfberg, 2018) within an entire organisation (Ulaga and Reinartz, 2011; Alghisi and 

Saccani, 2015; Spring et al., 2017). The consequence of these changes is expounded upon by 

Burton et al., (2016) who discuss the implications of these changes, specifically, that 

resources and responsibilities will inevitably move to and from one individual or department 

to another or disappear altogether. It is, therefore, reasonable to assert that some of those 

affected will be subject to tension. A reasonable conclusion can be drawn which states that a 

loss of authority and resources, increase or change in workload and responsibility, fear of 

redundancy and mandatory re-training because of changes caused by servitization will cause 

tension within an organisation (Baines and Lightfoot, 2013; Song and Sakao, 2016). This 

tension can, and should be, expected in both individuals and groups (Burton et al., 2016). 



Zolkiewski, Burton and Stratoudaki (2008), Song and Sakao (2016) and Burton et al., (2016) 

suggest that organisations need to acknowledge that tension and territoriality will occur and 

take measures to mitigate the negative impact this can have.  

METHOD - THE DELPHI METHOD 

Baines and Shi (2015, p. 1174) have identified that “servitization is a challenging topic to 

study” and recommend the Delphi Method as a solution. It is important to note that the 

Delphi Method does not seek to create a statistical sample or to be representative of a larger 

population; instead, it is a group decision method for a specific question or group of questions 

(Okoli and Pawlowski, 2004). The Method was designed to create a single point of 

convergence, but there “was the possibility of polarization or clustering of the results around 

two or more points” (Ludwig, 1994, p. 57), which may prove insightful. The Delphi Method 

allows research subjects to contribute individual responses which are not swayed by the 

larger group pressures or be subject to group conflicts. The method also allows the researcher 

to compile early results and build upon them during the research process (Loo, 2002). 

Finally, the method overcomes logistical issues of assembling a group of experts in the same 

place at the same time on two or more occasions (Ogbeifun, Mbohwa and Pretorius, 2017). 

APPLICATION OF THE DELPHI METHOD 

In most studies, the preferred number of rounds is limited to two or three (Sumsion, 1998; 

Thangaratinam and Redman, 2005) but can be as high as four or five (Turoff, 1970; Rudy, 

1996) or until a consensus is reached (Mullen, 2003). There is much discussion on the 

number of panel members required for a Delphi study (Keeney, Hasson and McKenna, 2011) 

due to, amongst other things, the many different contexts where the technique can be used. 

Scholars such as Mitchell (1991) and Johnson (1976) state that the error rapidly drops when 

the number of members is increased to between 8 and 10, but there is no significant reduction 

in error once the number of panel members increases past 13 to 15. 

Given the above criteria, this study consisted of three rounds and fifteen panel members. 

Each member of the research group was individually interviewed using a semi-structured 

interview and then provided with the feedback of the entire group. Comments on the 

feedback were sought, and these comments were again fed back to each member of the entire 

group for further comment. Once complete, the comments and interview findings were 

analysed. The research subjects were experienced individuals from eight different 

organisations in the oil and gas industry, most of whom had extensive international 

experience, and many had worked for several companies. The range of ages spanned between 

28 and 50 years, with the median age being 42.5. The range of oil and gas industry 

experience ranged between 5 and 30 years, with a median experience level of 16.5 years. The 

research subjects came from diverse cultural backgrounds: Europe, North and South 

America, the Middle East, Asia and Australasia. 

FINDINGS 

The semi-structured interviews were transcribed. Each topic was reformatted into a 

questionnaire statement, summarising each topic, and all the subjects were asked to comment 

to what degree they agreed with that statement. Results were recorded on a scale of 0-100, 

where 0 represents strongly disagree and 100 represents strongly agree. In accordance with 

the method outlined by Keeny, Hasson and McKenna (2011) the median was calculated for 

each of the questions, in the first instance for agreement within management level, 

irrespective of organisation type, and then agreement within organisation type, irrespective of 

management level, and finally a combined value. In general, a median value of 7 or more, 



somewhat agree, was deemed to show agreement with the statement. In addition to this, the 

coefficient of variation (CV) was calculated and values of 25% or less were deemed to show 

consensus (Tian, 2005), i.e. that the range of responses around the mean value was low 

indicating that most group members were in close agreement with the mean value. The third 

and final round of the research sought to provide clarification only on those questions which 

agreement was absent, or the range of responses was too wide to show a consensus. These 

questions were sent individually to each research subject who responded, usually via email, 

with a short explanation of their view in relation to each question. These were then reviewed, 

along with data from previous rounds. In all cases, the third round was successful in creating 

a consensus in all remaining questions, and no further rounds were required. The collated 

results from all rounds are discussed in the following sections of this paper. 

LEVEL OF SERVITIZATION 

When asked about their organisations’ current level of servitization most customers reported 

that they believed it was relatively low, or as one manager phrased it; “to international 

standards, I think we are pretty backward” (FLC2, 2019). For example, one customer 

believed that they had to do many of the manufacturer's tasks as well as their own (TMM3, 

2019). However, the manufacturers were of the opposite opinion and most stated that their 

organisations were highly servitized, one even remarked that they were “clearly recognised 

industry leaders” (MMM2, 2019). 

Both manufacturers and customers agreed that servitization was necessary and beneficial for 

good business and should produce an improved outcome for all actors. The following is a 

quote from a senior manager discussing the benefits of servitization: “So the company is 

performance driven, to achieve that you have to cooperate with all together, all stakeholder 

and all service providers” (TMC1, 2019). However, there was some frustration expressed due 

to the lack of progress, as one manager described it (TMM2, 2019).  

Despite all parties agreeing that servitization was an advantageous and necessary strategy, 

there was agreement from both manufacturers and customers that in reality, the likely 

outcome would not be a fair and balanced mutually beneficial win-win situation. As one 

customer phrased it: “The downsides are always that one is always gonna try and screw the 

other one over” (MMC1, 2019). Customers had come to the same conclusion that “90% of 

the case [the relationship] gonna be one-sided” (FLM1, 2019).  

Much discussion and clarification around the cyclic nature of servitization were required, but 

in successive research rounds, it was identified that most believed that while servitization 

should not be cyclic, most admitted that it was, especially in industry downturns. The 

explanation provided was that management was “sometimes unable to justify the additional 

associated cost with the servitization; thus, the support is not there all the times.” (TMM1, 

2019), and this may force organisations to reduce headcount and “sacrifice servitization” 

(MMM1, 2019).  

CHANGE 

It was confirmed through the first-round interview and the second-round questionnaire that 

there is a difference in attitude to change between customers and manufacturers. Almost all 

manufacturers expressed a high appetite for change, whereas customers were more cautious 

in their attitude towards change. Despite the differing attitudes towards change, all parties 

agreed that servitization requires a significant change within an organisation. However, 

servitization is just one change amongst many within all the organisations researched. Most 

middle managers were especially vocal on this subject and described the symptoms of 



Repetitive Change Syndrome where “employee burnout [is] often expressed as cynicism” 

(Abrahamson, 2004, p. 94). 

Both customers and manufacturers report resistance to the change caused by moving to a 

more servitized organisation. All parties described how frequent change could result in a 

cynical attitude, where staff are confused and have no motivation to try and make the most 

recent change, in a long line of changes, successful. 

TENSION AND TERRITORIALITY AS A RESULT OF CHANGE 

One of the primary aims of this paper was to investigate the link between the introduction of 

servitization and the resulting creation of tensions and territoriality within the workplace 

(Bustinza, Vendrell-Herrero and Gomes, 2019). When asked about the impact of change 

caused by servitization, there was general agreement that it caused tension. 

With an increase in tension, the research subjects were asked how the tensions can manifest 

themselves. All reported that it was common, to a greater or lesser degree, for the 

development of territorial behaviours to emerge. These behaviours varied from poor attitude 

to sabotage of colleagues. A middle manager explained why individuals react to tensions with 

territorial behaviour. His explanation identified that those individuals were becoming 

protective of their positions against the threat, or perceived threat. Most of the behaviours 

recounted were less extreme than those discussed above and comprised the withholding 

knowledge and the reluctance to volunteer their knowledge or services. It was expressed that 

the motivation for this behaviour was to make it more difficult for the organisation to discard 

them, in essence, the belief is that to give away knowledge was to reduce their value to the 

organisation and make it easier for the company to make them redundant. 

The impact of this territoriality is to weaken the organisation, or as one manager phrased it, “I 

think our main challenge is not that people are concealing, but yes, you get protective. And 

especially if the change, now, is affecting the business in a negative way” (TMM3, 2019). 

Several of the research subjects agreed that, not only, could territorial behaviours damage 

their organisation they could also damage the relationship with business partners. Despite the 

recognised disruption that change to a more servitized organisation creates, and the 

acknowledged need for mechanisms to deal with these disruptions (Song and Sakao, 2016) all 

research subjects reported that no such specific mechanisms had been introduced. 

MANAGEMENT COMMITMENT, RESOURCES AND STRATEGY 

Management commitment was discussed and there was agreement that there was not a 

consistent commitment from all management levels. It was observed, however, that less 

senior managers may only feign commitment and support to protect their positions within the 

company. One observation that most research subjects made was that there was no defined 

strategy or plan in their respective organisations for implementing servitization. A phrase that 

was repeatedly used was ‘organic’ the definition was clarified and meant to develop without 

guidance or a defined strategy, as reported by this manager when asked if his organisation 

had a servitization strategy: “No, obviously I think it was kind of a bit organic” (MMM1, 

2019). Very similar comments were made by managers in other organisations when asked the 

same question. This is similar to the comments of Ruiz-Alba et al. (2018) who described 

pharmaceutical organisations as “flying blind” in their application of servitization.  

This lack of planning may account for the lack of resources, specifically skilled personnel 

and time to implement servitization. There was a high level agreement that servitization 

would be welcomed at an individual level, as there were tangible benefits for individuals. 



However, many of the manufacturers were cautious that the relationship would be skewed, as 

discussed previously, leading to a greater workload. All agree that, at an organisational level, 

increasing servitization would increase profit and differentiate them from competition and 

peers, increase teamwork and communication, reduce time and mutually beneficial decisions. 

Furthermore, all were in agreement that servitization was good for the industry by reducing 

its impact on the environment and global resources. The analysis showed that most (83.33%) 

of the research subjects agreed with this assessment, and the remainder (16.67%) thought this 

is likely the case, none disagreed with the statement. 

DISCUSSION AND CONCLUSIONS 

LEVEL OF SERVITIZATION 

Most customers believed that their level of servitization was low, which is in contrast with 

the manufacturers who believed they had a high level of servitization. Part of the difficulty 

was that there is no standard matrix for measuring servitization in the oil and gas industry, 

unlike other industries such as heavy manufacturing (Neff et al., 2014). Therefore, this 

assessment was a personal measure of servitization. Most customers expressed that their 

organisations were in the first stages of becoming a servitized organisation, whereas the 

manufacturers stated they had an established, but still growing servitized organisation. Given 

that customers tend to hold more influence in the relationship (Zolkiewski, Burton and 

Stratoudaki, 2008; Lacoste and Johnsen, 2015) it is puzzling that previous research has 

largely neglected them. 

The move towards servitization was accepted as good for business by all those interviewed 

and could create a mutually beneficial environment, which supports existing servitization 

theory (Baines and Lightfoot, 2013). One fear which was expressed by manufacturers and 

confirmed by customers was that the relationship would become skewed in favour of the 

customer. This finding contradicts current theory which states that trust needs to be 

established to create and maintain a servitized relationship (Lusch, Vargo and Tanniru, 2010), 

but the accepted assumption is that this trust will be mutual and balanced (Kohtamäki et al., 

2018) which has been shown to be an incorrect assumption. 

The assumption is that servitization is a linear process (Kreye and Lewis, 2015). However, 

during this research, it became evident that this theory is incorrect, and this is not the case 

within the oil and gas industry. While all those interviewed believed that servitization should 

not be cyclic, all agreed that it was due to market forces, this finding does not appear in 

current theory or research. The research supported current theory which states that 

servitization has a value that is difficult to quantify especially by managers who have limited 

experience with it (Bertoni, Panarotto and Larsson, 2016). Therefore, in most cases, these 

managers were unwilling, and perhaps unable (Nudurupati et al., 2011) to defend the budget 

required to maintain or increase the level of servitization during a recession. 

CHANGE 

One finding that was not expected was the differing attitudes to change; it was observed that 

manufacturers welcomed change in their organisation and working practices. However, 

customers were far more cautious of change, this difference contradicts much of the current 

understanding of such relationships which assume both parties need similar attitudes to work 

together (Rowland and Higgs, 2012). It is possible that this difference is due to the different 

consequences that change can create for each. The manufacturer must constantly find ways to 

differentiate themselves from their competition (Tongur and Engwall, 2014). Changing 



organisational practices, such as servitization, is one way to make this differentiation, along 

with the more traditional route of creating better and less expensive products (Baines and 

Lightfoot, 2013). However, it is proposed that the customer does not need to differentiate 

themselves from their peers. The customer may only see value in change if this change can be 

shown to have a high probability of producing a better product and is therefore worth the 

additional risk. The risk exists at both at a personal level and organisational level. At the 

personal level the engineer accountable for the decision to change carries the responsibility 

for failure, which could range from a loss of credibility, termination and potentially legal 

consequences, whereas remaining with existing methods poses no additional personal risk. At 

an organisational level even a minor failure can escalate and have enormous financial 

consequences, one recent example being the Deepwater Horizon incident where the total cost 

to BP was estimated to be between $61.6 billion and $65 billion (BBC News, 2016; Bousso, 

2018). 

One subject that both organisation types agreed on was the volume of change within their 

organisations. Many were cynical concerning the constant stream of changes that were driven 

down by management, which is consistent with repetitive change syndrome (Abrahamson, 

2004). It was clear that the change caused by the introduction and development of 

servitization had also seen cynicism at least at some levels within both organisation types. 

TENSIONS AND TERRITORIALITY 

There were several explanations given for the tension; the first was a loss of status as some 

saw some or all their roles being taken by another person or department or that their position 

was less critical to the organisation after servitization (Burton et al., 2016). It then follows 

that they believe their jobs are less secure because of their, perceived or real, diminished role 

within the organisation. Finally, many managers feared that they would have less control as 

their departments shrunk or became less important to the organisation’s future. Territorial 

behaviour was reported as being common, and all research subjects acknowledged that it was 

directly detrimental to their organisation and indirectly detrimental as customers and other 

business partners who felt the effects and reduced the value of their partnership, which is 

consistent with current literature on the subject (Vendrell-Herrero and Wilson, 2017).  

MANAGEMENT COMMITMENT AND STRATEGY 

When asked about commitment, all of those interviewed agreed that senior management was 

genuinely committed to servitization. However, this research extends current theory by 

identifying that commitment decreases as it is disseminated down the management hierarchy. 

There were two reasons given for this behaviour, which support current theory, the first was a 

refusal to change from existing practices or industry norms (Crowley, Burton and Zolkiewski, 

2018), and the second was a reaction to the continuing number of changes they were expected 

to support  (Abrahamson, 2004; Johnson, 2016; Johnson et al., 2016). It is possible that these 

two factors are linked, specifically, that they become so cynical of new changes they refuse to 

accept any change and continue to use existing methods until the ‘next change comes along’. 

A significant finding was that all research subjects reported that there was a lack of a specific 

servitization plan or strategy within their organisation or any organisation they had previously 

worked for. Given that all parties agree on the benefits of servitization it is somewhat 

puzzling that they do not devote resources and planning to its development. When asked 

about this the managers expressed that they had not given it full consideration and were 

unaware of the need for a plan or strategy to perform better than the existing organic growth. 

Without exception, all research subjects agreed with literature (Barquet et al., 2016) that 



working in a more servitized environment would be beneficial and strengthen relationships 

with their business partners and increase their level of job satisfaction.  

CONCLUSIONS AND IMPLICATIONS FOR MANAGEMENT 

The first research question presented in this paper asks if the servitization process within the 

Oil and Gas industry causes a significant change which leads to tension and territorial 

behaviours. The research supports and adds to existing theory that servitization requires 

change and also confirms that this creates tension and that this leads to territoriality which is 

detrimental to the organisation and interactions with internal and external business partners. 

Failure to work efficiently will undoubtedly jeopardise operational performance and 

environmentally responsible extraction of finite global oil reserves. 

The second research question adds to existing theory by showing that management support 

reduces as the message distributed down the management chain due to different perceptions 

of the need for servitization and change. Management must make a firm commitment to 

servitization and maintain their progress during the cyclic nature of the Oil and Gas economic 

environment. If such a commitment is made, employees may begin to believe that the need 

for the change is genuine and overcome the ‘yet another change’ resistance that is prevalent 

and leads to cynicism (Abrahamson, 2004; Johnson, 2016; Johnson et al., 2016).  

The final research question concerned the provision of resources and support or mechanisms 

to deal with tension and territoriality. The research supports and adds to existing theory that 

due to lack of consistent support or a comprehensive servitization implementation strategy 

these resources were either absent or ineffective in most cases (Pettigrew, Ferlie and McKee, 

1992). This paper has added to the theory of servitization and the practical application of 

servitization in the oil and gas industry. The research highlights the need for a structured 

servitization strategy with suitable safeguards and resources to prevent, or lessen the impact 

of, tensions and territoriality.  

All parties agree that servitization is beneficial and should be developed within their 

organisations and the industry as a whole. However, it is clear that the mindset of both 

manufacturers and customers in the oil and gas industry needs to change to make a success of 

servitization. This research extends current theory by showing that both parties believe the 

natural conclusion of servitization in the resulting environment would be skewed in favour of 

the customer, instead of a balanced and mutually beneficial outcome. It is, therefore, difficult 

to envisage how servitization can develop and become successful in the existing environment 

without the trust that both parties will act amicably. 

All the changes above require a commitment from all levels of management to overcome the 

difficulties discussed. To make this commitment, management must be educated on the 

benefits of servitization and the mechanisms to make it work, or tensions and territoriality 

coupled with cynicism and fear of a skewed application will prevent development and 

realisation of the compounded benefits of servitization, which will result in better 

stewardship of global oil reserves. 

LIMITATIONS AND FUTURE RESEARCH DIRECTIONS 

The limitations of this study provide opportunities for future research into implementing 

servitization within oil and gas organisations. While the mangers interviewed supported the 

current literature that servitization in relation to oil and gas was unique to that industry 

(Vendrell-Herrero and Wilson, 2017; Ruiz-Alba et al., 2018), further research into this area 

could confirm this. Similarly, it was the opinion of the group that servitization support was 



contingent upon oil price or the general health of the industry, this again warrants further 

study. In order to assess accurately the current level of servitization and therefore monitor its 

progress a standard measuring tool could be developed, similar to the one used by Neff et al. 

(2014).  

The paper confirmed that there was agreement on many subjects, and that there were areas 

where manufacturers and customers had differing opinions. Investigation into these 

phenomena would be warranted to understand if this was due to organisational culture, or the 

grouping of like minds, or some other factor. One interesting subject of agreement was the 

assumption by manufacturers and customers that the resulting servitized relationship would 

be strongly skewed, this may indicate that trust could be an issue, or some form of game 

theory (Nash, 1951) was being observed where both parties were gravitating to a lose-lose 

Nash Equilibrium (Scharlemann et al., 2001), and would be an intriguing line of future 

research. 

 

 



REFERENCES 

Abrahamson, E. (2004) ‘Avoiding Repetitive Change Syndrome’, MIT Sloan Management 

Review, 45(2), pp. 93–95. Available at: https://search-proquest-

com.manchester.idm.oclc.org/docview/224964695?accountid=12253 (Accessed: 22 February 

2019). 

Alghisi, A. and Saccani, N. (2015) ‘Internal and external alignment in the servitization 

journey – overcoming the challenges’, Production Planning & Control, 26(14–15), pp. 1219–

1232. doi: 10.1080/09537287.2015.1033496. 

Anderson, J. C. and Narus, J. A. (1995) ‘Capturing the Value of Supplementary Services’, 

Harvard Business Review, 73(1), pp. 75–83. Available at: https://hbr.org/1995/01/capturing-

the-value-of-supplementary-services (Accessed: 1 March 2019). 

Ashkanasy, N. M., Ayoko, O. B. and Jehn, K. A. (2014) ‘Understanding the physical 

environment of work and employee behavior: An affective events perspective’, Journal of 

Organizational Behavior, 35(8), pp. 1169–1184. doi: 10.1002/job.1973. 

Atkinson, P., Delamont, S. and Coffey, A. (2004) ‘From Inference to Difference’, in Key 

Themes in Qualitative Research. 1st edn. Walnut Creek: AltaMira Press, pp. 141–164. 

Baines, T. and Lightfoot, H. (2013) Made to Serve. 1st edn. Chichester: John Wiley & Sons, 

Inc. doi: 10.1002/9781119207955. 

Baines, T. S. et al. (2007) ‘State-of-the-art in product-service systems’, Proceedings of the 

Institution of Mechanical Engineers, Part B: Journal of Engineering Manufacture, 221(10), 

pp. 1543–1552. doi: 10.1243/09544054JEM858. 

Baines, T. S. et al. (2009) ‘The servitization of manufacturing’, Journal of Manufacturing 

Technology Management, 20(5), pp. 547–567. doi: 10.1108/17410380910960984. 

Baines, T. and Shi, V. G. (2015) ‘A Delphi study to explore the adoption of servitization in 

UK companies’, Production Planning & Control, 26(14–15), pp. 1171–1187. doi: 

10.1080/09537287.2015.1033490. 

Bandinelli, R. and Gamberi, V. (2011) ‘Servitization in oil and gas sector: outcomes of a case 

study research’, Journal of Manufacturing Technology Management, 23(1), pp. 87–102. doi: 

10.1108/17410381211196302. 

Barquet, A. P. et al. (2016) ‘Sustainability Factors for PSS Business Models’, Procedia 

CIRP, 47, pp. 436–441. doi: 10.1016/j.procir.2016.03.021. 

Batras, D., Duff, C. and Smith, B. J. (2014) ‘Organizational change theory: implications for 

health promotion practice’, Health Promotion International, 31(1), pp. 231–241. doi: 

10.1093/heapro/dau098. 

BBC News (2016) BP says total Gulf spill bill $61.6bn, BBC News. Available at: 

https://www.bbc.com/news/36798842 (Accessed: 5 March 2019). 

Bertoni, M., Panarotto, M. and Larsson, T. C. (2016) ‘Boundary objects for PSS Design’, 

Procedia CIRP, 47, pp. 329–334. doi: 10.1016/j.procir.2016.03.226. 

Bigdeli, A. Z. et al. (2015) ‘Holistic approach to evaluating servitization: A content, context, 

process framework’, in Operations management for sustainable competitiveness. Neuchatel: 

Université de Neuchâtel. Available at: http://hdl.handle.net/10481/40948 (Accessed: 7 



October 2018). 

Blackhurst, J., Wu, T. and Craighead, C. W. (2008) ‘A systematic approach for supply chain 

conflict detection with a hierarchical Petri Net extension’, Omega, 36(5), pp. 680–696. doi: 

10.1016/j.omega.2006.02.001. 

Bousso, R. (2018) BP Deepwater Horizon costs balloon to $65 billion, Reuters. Available at: 

https://www.reuters.com/article/us-bp-deepwaterhorizon/bp-deepwater-horizon-costs-

balloon-to-65-billion-idUSKBN1F50NL (Accessed: 5 March 2019). 

Brown, G. and Zhu, H. (2016) ‘My workspace, not yours: The impact of psychological 

ownership and territoriality in organizations’, Journal of Environmental Psychology, 48, pp. 

54–64. doi: 10.1016/j.jenvp.2016.08.001. 

Burton, J. et al. (2016) ‘Identifying Tensions in the Servitized Value Chain’, Research-

Technology Management, 59(5), pp. 38–47. doi: 10.1080/08956308.2016.1208042. 

Bustinza, O. F., Vendrell-Herrero, F. and Gomes, E. (2019) ‘Unpacking the effect of strategic 

ambidexterity on performance: A cross-country comparison of MMNEs developing product-

service innovation’, International Business Review. Elsevier, (June 2018), pp. 0–1. doi: 

10.1016/j.ibusrev.2019.01.004. 

Crowley, E., Burton, J. and Zolkiewski, J. (2018) ‘Servitization intent as a factor in the 

servitization process’, Journal of Business and Industrial Marketing, 33(8), pp. 1125–1140. 

doi: 10.1108/JBIM-08-2016-0199. 

Diamond, I. R. et al. (2014) ‘Defining consensus: A systematic review recommends 

methodologic criteria for reporting of Delphi studies’, Journal of Clinical Epidemiology, 

67(4), pp. 401–409. doi: 10.1016/j.jclinepi.2013.12.002. 

van Dijk, R. and van Dick, R. (2009) ‘Navigating Organizational Change: Change Leaders, 

Employee Resistance and Work-based Identities’, Journal of Change Management, 9(2), pp. 

143–163. doi: 10.1080/14697010902879087. 

DuBrin, A. J. (2011) Essentials of Management. 9th edn. Mason: South-Western. 

Eriksson, P. E. et al. (2016) ‘Managing Interorganizational Innovation Projects: Mitigating 

the Negative Effects of Equivocality Through Knowledge Search Strategies’, Long Range 

Planning, 49(6), pp. 691–705. doi: 10.1016/j.lrp.2016.05.006. 

Ferreira, F. N. H. et al. (2016) ‘A dynamics-based approach to solutions typology: A case 

from the aerospace industry’, Industrial Marketing Management, 58, pp. 114–122. doi: 

10.1016/j.indmarman.2016.05.025. 

Finkel, M. L. (2018) ‘The impact of oil sands on the environment and health’, Current 

Opinion in Environmental Science & Health. Elsevier Ltd, 3, pp. 52–55. doi: 

10.1016/j.coesh.2018.05.002. 

FLC1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 13 January. 

FLC2 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 20 January. 

FLM1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 20 January. 



FLM2 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 18 January. 

Frow, P. and Payne, A. (2011) ‘A stakeholder perspective of the value proposition concept’, 

European Journal of Marketing, 45(1/2), pp. 223–240. doi: 10.1108/03090561111095676. 

Gearhart, S., Adegbola, O. and Huemmer, J. (2019) ‘Where’s the fracking bias?: Contested 

media frames and news reporting on shale gas in the United States’, Energy Research & 

Social Science. Elsevier, 51(February), pp. 168–175. doi: 10.1016/j.erss.2019.01.010. 

Gebauer, H., Friedli, T. and Fleisch, E. (2006) ‘Success factors for achieving high service 

revenues in manufacturing companies’, Benchmarking: An International Journal, 13(3), pp. 

374–386. doi: 10.1108/14635770610668848. 

Johnson, J. L. (1976) ‘A ten-year Delphi forecast in the electronics industry’, Industrial 

Marketing Management, 5(1), pp. 45–55. doi: 10.1016/0019-8501(76)90009-2. 

Johnson, K. J. et al. (2016) ‘Excessive change and coping in the working population’, 

Journal of Managerial Psychology, 31(3), pp. 739–755. doi: 10.1108/JMP-12-2014-0352. 

Johnson, K. J. (2016) ‘The dimensions and effects of excessive change’, Journal of 

Organizational Change Management, 29(3), pp. 445–459. doi: 10.1108/JOCM-11-2014-

0215. 

Jones, G. R. and George, J. M. (2016) Contemporary Management. 9th edn. New York: 

McGraw-Hill. 

Jovanovic, M., Engwall, M. and Jerbrant, A. (2016) ‘Matching Service Offerings and Product 

Operations: A Key to Servitization Success’, Research-Technology Management, 59(3), pp. 

29–36. doi: 10.1080/08956308.2016.1161403. 

Kasabov, E. (2007) ‘Towards a contingent, empirically validated, and power cognisant 

relationship marketing’, European Journal of Marketing, 41(1/2), pp. 94–120. doi: 

10.1108/03090560710718139. 

Keeney, S., Hasson, F. and McKenna, H. (2011) The Delphi Technique in Nursing and 

Health Research. Oxford: Wiley-Blackwell. doi: 10.1002/9781444392029. 

Kezar, A. and Maxey, D. (2016) ‘The Delphi technique: an untapped approach of 

participatory research’, International Journal of Social Research Methodology, 19(2), pp. 

143–160. doi: 10.1080/13645579.2014.936737. 

Kohtamäki, M. et al. (2018) Practices and Tools for Servitization. Edited by M. Kohtamäki 

et al. Cham: Springer International Publishing. doi: 10.1007/978-3-319-76517-4. 

Kowalkowski, C. et al. (2017) ‘Servitization and deservitization: Overview, concepts, and 

definitions’, Industrial Marketing Management, 60, pp. 4–10. doi: 

10.1016/j.indmarman.2016.12.007. 

Kreye, M. and Lewis, M. A. (2015) ‘Servitization and service recovery: Can you be too close 

for comfort?’, in 22nd EurOMA Conference. Denmark: European Operations Management 

Association, p. 11. Available at: 

http://orbit.dtu.dk/files/107147801/Servitization_and_service_recovery.pdf. 

Kumar, R. and Markeset, T. (2007) ‘Development of performance‐based service strategies 

for the oil and gas industry: a case study’, Journal of Business & Industrial Marketing, 22(4), 



pp. 272–280. doi: 10.1108/08858620710754531. 

Lacoste, S. and Johnsen, R. E. (2015) ‘Supplier–customer relationships: A case study of 

power dynamics’, Journal of Purchasing and Supply Management, 21(4), pp. 229–240. doi: 

10.1016/j.pursup.2014.12.006. 

Lafuente, E., Vaillant, Y. and Vendrell-Herrero, F. (2017) ‘Territorial servitization: 

Exploring the virtuous circle connecting knowledge-intensive services and new 

manufacturing businesses’, International Journal of Production Economics, 192, pp. 19–28. 

doi: 10.1016/j.ijpe.2016.12.006. 

Lenka, S. et al. (2018) ‘Towards a multi-level servitization framework’, International 

Journal of Operations & Production Management, 38(3), pp. 810–827. doi: 10.1108/IJOPM-

09-2016-0542. 

Lewin, K. (1942) ‘Field theory and learning.’, in The forty-first yearbook of the National 

Society for the Study of Education: Part II, The psychology of learning. Chicago: University 

of Chicago Press, pp. 215–242. doi: 10.1037/11335-006. 

Lewin, K. (1947) ‘Frontiers in Group Dynamics’, Human Relations, 1(2), pp. 143–153. doi: 

10.1177/001872674700100201. 

Lightfoot, H., Baines, T. and Smart, P. (2013) ‘The servitization of manufacturing’, 

International Journal of Operations & Production Management. Edited by B. Clegg, Jillian 

MacBryde and Prasant. Mumbai, 33(11/12), pp. 1408–1434. doi: 10.1108/IJOPM-07-2010-

0196. 

Linstone, H. A. and Turoff, M. (1975) The Delphi Method - Techniques and Applications. 

London: Addison-Wesley. 

Loo, R. (2002) ‘The Delphi method: a powerful tool for strategic management’, Policing: An 

International Journal of Police Strategies & Management, 25(4), pp. 762–769. doi: 

10.1108/13639510210450677. 

Lorusso, M. and Pieroni, L. (2018) ‘Causes and consequences of oil price shocks on the UK 

economy’, Economic Modelling. Elsevier Ltd, 72(February), pp. 223–236. doi: 

10.1016/j.econmod.2018.01.018. 

Ludwig, B. G. (1994) Internationalizing Extension: An exploration of the characteristics 

evident in a state university Extension system that achieves internationalization. Ohio State 

University. Available at: 

https://etd.ohiolink.edu/!etd.send_file?accession=osu1487849377294225&disposition=inline. 

Lusch, R. F., Vargo, S. L. and Tanniru, M. (2010) ‘Service, value networks and learning’, 

Journal of the Academy of Marketing Science, 38(1), pp. 19–31. doi: 10.1007/s11747-008-

0131-z. 

Lütjen, H., Tietze, F. and Schultz, C. (2017) ‘Service transitions of product-centric firms: An 

explorative study of service transition stages and barriers in Germany’s energy market’, 

International Journal of Production Economics, 192, pp. 106–119. doi: 

10.1016/j.ijpe.2017.03.021. 

Mitchell, V. W. (1991) ‘The delphi technique: an exposition and application’, Technology 

Analysis & Strategic Management, 3(4), pp. 333–358. doi: 10.1080/09537329108524065. 

MMC1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 



and Gas Organisations’. Intervied by Scott Wagstaff. 13 January. 

MMC2 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 21 January. 

MMM1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 14 January. 

MMM2 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 19 January. 

Morgan, R. M. and Hunt, S. D. (1994) ‘The Commitment-Trust Theory of Relationship 

Marketing’, Journal of Marketing, 58(3), pp. 20–38. doi: 10.2307/1252308. 

Mullen, P. M. (2003) ‘Delphi: myths and reality’, Journal of Health Organization and 

Management, 17(1), pp. 37–52. doi: 10.1108/14777260310469319. 

Murphy, M. K. et al. (1998) ‘Consensus development methods, and their use in clinical 

guideline development.’, Health technology assessment. Winchester, 2(3), pp. 1–88. doi: 

10.3310/hta2030. 

Nash, J. (1951) ‘Non-Cooperative Games’, The Annals of Mathematics, 54(2), p. 286. doi: 

10.2307/1969529. 

Neff, A. A. et al. (2014) ‘Developing a maturity model for service systems in heavy 

equipment manufacturing enterprises’, Information & Management, 51(7), pp. 895–911. doi: 

10.1016/j.im.2014.05.001. 

Nudurupati, S. S. et al. (2011) ‘State of the art literature review on performance 

measurement’, Computers & Industrial Engineering, 60(2), pp. 279–290. doi: 

10.1016/j.cie.2010.11.010. 

Ogbeifun, E., Mbohwa, C. and Pretorius, J.-H. C. (2017) ‘Achieving consensus devoid of 

complicity: adopting the Delphi technique’, International Journal of Productivity and 

Performance Management, 66(6), pp. 766–779. doi: 10.1108/IJPPM-08-2015-0112. 

Okoli, C. and Pawlowski, S. D. (2004) ‘The Delphi method as a research tool: An example, 

design considerations and applications’, Information and Management, 42(1), pp. 15–29. doi: 

10.1016/j.im.2003.11.002. 

Outhwaite, W. and Turner, S. (2007) ‘Grounded Theory: Critiques, Debates, and Situational 

Analysis’, in The SAGE Handbook of Social Science Methodology. London: SAGE 

Publications Ltd, pp. 102–120. doi: 10.4135/9781848607958. 

Palo, T., Åkesson, M. and Löfberg, N. (2018) ‘Servitization as business model contestation: 

A practice approach’, Journal of Business Research. Elsevier, (September 2017), pp. 1–11. 

doi: 10.1016/j.jbusres.2018.10.037. 

Pereira, V. R., Kreye, M. E. and Carvalho, M. M. de (2019) ‘Customer-pulled and provider-

pushed pathways for product-service system’, Journal of Manufacturing Technology 

Management, 39(12), p. JMTM-07-2018-0209. doi: 10.1108/JMTM-07-2018-0209. 

Pettigrew, A., Ferlie, E. and McKee, L. (1992) ‘Shaping strategic change ‐ The case of the 

NHS in the 1980s’, Public Money & Management, 12(3), pp. 27–31. doi: 

10.1080/09540969209387719. 

Romain, A. and Julie, G. (2016) ‘On the use of Intangible Assets Management in PSS 



Projects’, Procedia CIRP, 47, pp. 472–477. doi: 10.1016/j.procir.2016.03.115. 

Rowland, D. and Higgs, M. (2012) Sustaining Change: Leadership That Works. 1st edn. 

Chichester: Jossey-Bass. doi: 10.1002/9781119206330. 

Rudy, S. F. (1996) ‘A review of Delphi surveys conducted to establish research priorities by 

specialty nursing organizations from 1985 to 1995.’, ORL-Head And Neck Nursing, 14(2), 

pp. 16–24. Available at: 

http://search.ebscohost.com/login.aspx?direct=true&AuthType=ip,shib&db=cmedm&AN=87

88362&site=ehost-live (Accessed: 5 October 2018). 

Ruggie, J. G. (1993) ‘Territoriality and beyond: problematizing modernity in international 

relations’, International Organization, 47(1), pp. 139–174. doi: 

10.1017/S0020818300004732. 

Ruiz-Alba, J. L. et al. (2018) ‘Servitization strategies from customers’ perspective: the 

moderating role of co-creation’, Journal of Business and Industrial Marketing. doi: 

10.1108/JBIM-02-2017-0028. 

Sakyi-Gyinae, K. and Holmlund, M. (2018) ‘What Do Business Customers Value? An 

Empirical Study of Value Propositions in a Servitization Context’, Technology Innovation 

Management Review, 8(5), pp. 36–44. Available at: http://timreview.ca/article/1157 

(Accessed: 7 October 2018). 

Sakyi-gyinae, K., Holmlund, M. and Osterwalder, A. (2018) ‘What Do Business Customers 

Value ? An Empirical Study of Value Propositions in a Servitization Context’, Technology 

Innovation Management Review, 8(5), pp. 36–44. 

Scharlemann, J. P. W. et al. (2001) ‘The value of a smile: Game theory with a human face’, 

Journal of Economic Psychology, 22(5), pp. 617–640. doi: 10.1016/S0167-4870(01)00059-9. 

Schein, E. H. (2010) Organizational Culture and Leadership. 4th edn. San Francisco: Jossey-

Bass. 

Schumpeter, J. A. (2010) Capitalism, Socialism and Democracy. London: Routledge. doi: 

10.4324/9780203857090. 

Siggelkow, N. (2007) ‘Persuasion With Case Studies’, Academy of Management Journal, 

50(1), pp. 20–24. doi: 10.5465/amj.2007.24160882. 

Song, W. and Sakao, T. (2016) ‘Service conflict identification and resolution for design of 

product–service offerings’, Computers & Industrial Engineering, 98, pp. 91–101. doi: 

10.1016/j.cie.2016.05.019. 

Spring, M. et al. (2017) ‘Creating the competitive edge: A new relationship between 

operations management and industrial policy’, Journal of Operations Management, 49–51, 

pp. 6–19. doi: 10.1016/j.jom.2016.12.003. 

Steckler, A. and Goodman, R. M. (1989) ‘How to Institutionalize Health Promotion 

Programs’, American Journal of Health Promotion, 3(4), pp. 34–43. doi: 10.4278/0890-1171-

3.4.34. 

Strähle, O., Füllemann, M. and Bendig, O. (2012) Service now! Time to wake up the sleeping 

giant. Munich: Bain & Company. Available at: www.bain.de. 

Strauss, A. L. (1987) Qualitative analysis for social scientists. 1st edn. Cambridge: 



Cambridge University Press. doi: 10.1017/CBO9780511557842. 

Sumsion, T. (1998) ‘The Delphi Technique: An Adaptive Research Tool’, British Journal of 

Occupational Therapy, 61(4), pp. 153–156. doi: 10.1177/030802269806100403. 

Thangaratinam, S. and Redman, C. W. (2005) ‘The Delphi technique’, The Obstetrician & 

Gynaecologist, 7(2), pp. 120–125. doi: 10.1576/toag.7.2.120.27071. 

Tian, L. (2005) ‘Inferences on the common coefficient of variation’, Statistics in Medicine, 

24(14), pp. 2213–2220. doi: 10.1002/sim.2088. 

TMC1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 21 January. 

TMM1 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 15 January. 

TMM2 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 14 January. 

TMM3 (2019) ‘A Delphi Study to Explore Tensions and Territoriality Within Servitizing Oil 

and Gas Organisations’. Intervied by Scott Wagstaff. 1 February. 

Tongur, S. and Engwall, M. (2014) ‘The business model dilemma of technology shifts’, 

Technovation, 34(9), pp. 525–535. doi: 10.1016/j.technovation.2014.02.006. 

Tukker, A. (2006) ‘Product-service development’, in New business for old Europe product-

service development, competitiveness and sustainability. 1st edn. Sheffield: Greenleaf 

Publishing, pp. 99–157. 

Tura, N., Keränen, J. and Patala, S. (2018) ‘The darker side of sustainability: Tensions from 

sustainable business practices in business networks’, Industrial Marketing Management. 

Elsevier, (July 2016), pp. 1–11. doi: 10.1016/j.indmarman.2018.09.002. 

Turoff, M. (1970) ‘The design of a policy Delphi’, Technological Forecasting and Social 

Change, 2(2), pp. 149–171. doi: 10.1016/0040-1625(70)90161-7. 

Ulaga, W. and Reinartz, W. J. (2011) ‘Hybrid Offerings: How Manufacturing Firms Combine 

Goods and Services Successfully’, Journal of Marketing, 75(6), pp. 5–23. doi: 

10.1509/jmkg.75.6.5. 

Valtakoski, A. (2017) ‘Explaining servitization failure and deservitization: A knowledge-

based perspective’, Industrial Marketing Management, 60, pp. 138–150. doi: 

10.1016/j.indmarman.2016.04.009. 

Vandermerwe, S. and Rada, J. (1988) ‘Servitization of business: Adding value by adding 

services’, European Management Journal, 6(4), pp. 314–324. doi: 10.1016/0263-

2373(88)90033-3. 

Vendrell-Herrero, F. et al. (2014) ‘Servitization as a Driver for Organizational Change’, 

Strategic Change, 23(5–6), pp. 279–285. doi: 10.1002/jsc.1976. 

Vendrell-Herrero, F. and Wilson, J. R. (2017) ‘Servitization for territorial competitiveness: 

taxonomy and research agenda’, Competitiveness Review, 27(1), pp. 2–11. doi: 10.1108/CR-

02-2016-0005. 

Vischer, J. C. (2007) ‘The Concept of Workplace Performance and its Value to Managers’, 



California Management Review, 49(2), pp. 62–79. doi: 10.2307/41166383. 

Visnjic, I., Wiengarten, F. and Neely, A. (2016) ‘Only the Brave: Product Innovation, Service 

Business Model Innovation, and Their Impact on Performance’, Journal of Product 

Innovation Management, 33(1), pp. 36–52. doi: 10.1111/jpim.12254. 

Walker, A. and Selfe, J. (1996) ‘The Delphi method: a useful tool for the allied health 

researcher’, British Journal of Therapy and Rehabilitation, 3(12), pp. 677–681. doi: 

10.12968/bjtr.1996.3.12.14731. 

Wang, W., Lai, K.-H. and Shou, Y. (2018) ‘The impact of servitization on firm performance: 

a meta-analysis’, International Journal of Operations & Production Management, 38(7), pp. 

1562–1588. doi: 10.1108/IJOPM-04-2017-0204. 

Weeks, R. and Benade, S. (2015) ‘The development of a generic servitization systems 

framework’, Technology in Society, 43, pp. 97–104. doi: 10.1016/j.techsoc.2015.09.003. 

Wise, R. and Baumgartner, P. (1999) ‘Go Downstream: The New Profit Imperative in 

Manufacturing.’, Harvard Business Review, 77(5), pp. 133–141. doi: 

10.1080/00343404.2018.1524134. 

Worrell, J. L., Di Gangi, P. M. and Bush, A. A. (2013) ‘Exploring the use of the Delphi 

method in accounting information systems research’, International Journal of Accounting 

Information Systems, 14(3), pp. 193–208. doi: 10.1016/j.accinf.2012.03.003. 

Ziaee Bigdeli, A. et al. (2017) ‘Organisational change towards servitization: a theoretical 

framework’, Competitiveness Review, 27(1), pp. 12–39. doi: 10.1108/CR-03-2015-0015. 

Zolkiewski, J., Burton, J. and Stratoudaki, S. (2008) ‘The delicate power balance in 

advertising agency-client relationships: partnership or battleground? The case of the Greek 

advertising market’, Journal of Customer Behaviour, 7(4), pp. 315–332. doi: 

10.1362/147539208X386851. 

 


