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“Some of the most amazing inventions
in history are not technology or
products; they’re social innovations.”

~ Jim Collins




Rising Role of Services at PB




88 Types of Innovation: Evolutionary

Evolutionary Innovation is incremental and progresses in phases
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Types of Innovation: Revolutionary

Revolutionary Innovation is “Punctuated Equilibrium”
* The current scientific/technology platform is exhausted
 Innovation moves to new platforms
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The Pace of Innovation

It's Faster:
Ray Kurzweil: The Law of Accelerating Returns

Each Phase increases the capacity to invent
the next phase
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The Complexity of Innovation =3

It Increases in
Complexity:
Herman
Kahn: “The
Continuous
Multi-fold
Trend”

As
Innovations
combine, the
power and
speed of
innovation
Increases




Service Innovation in Industry Change
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It's about the experience...

Case Study:

Example: Outgoing USPS Mail and Parcels
21 sites process 408,136 pieces per day

60 FTEs used to prep and meter Common causes of
variation are due to the
_ _ following:
Average throughput is 1,019 pieces per |, yeasurement
labor hour - Methods
.y . = Machi
Variation between sites ranges from: SCnes
= Material
300 to over 2,000 pieces per hour " People
= Facility

More than $30MM in total savings over five years




A Look Ahead...

Dator’s Law: Any useful statement about
the future should seem ridiculous

Service Companies

Will our understanding of industries change?
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