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Driving Co-Created Value Through Local Tourism Service Systems (LTSS) 

in Tourism Sector 
 

Forum Session: Service Science and/or Network and Systems Theory   

 

ABSTRACT 

Purpose – Our purpose is to qualify Local Tourism Area (LTA) as Local Tourism Service System 

(LTSS), glocal network for value co-creation and equifinality for stakeholders. We identify the 

conditions and the critical aspects useful for the start-up and the development of a network 

characterized by a strong international competitiveness.    

 

Methodology/approach – Our methodology integrates Service Science Management and 

Engineering and Viable Systems Approach. SSME is useful for qualifying a Service System; VSA 

is helpful to interpret tourism territories as Systems. SSME&VSA highlights Structural Variety and 

Systems Relationship that qualify a LTSS as a long lasting network. 

 

Findings – This work provides a general cognitive scheme useful for interpreting LTA as LTSS. 

So, we can consider a new managing perspective and new ways for developing local service 

systems according to a governance process based on information sharing, consonance of 

interpretative patterns and resonance of value categories. 

 

Practical implications – Our perspective induces new way of thinking about local systems: 

territory is not a simply “product” - as static views suggest - but a “service” according to a dynamic 

view. So, we can see how government guides the development of LTS ensuring distinctive brand 

destination and place reputation in tourism market. 

 

Originality/value – Our paper offers a schema for directing decision makers according to LTA as a 

LTSS. In the next future, the qualification of the LTSS could be useful to generate a method for 

measuring the drivers of our model, according to the harmonization among the different governance 

and the improving reputation of entire service. 

 

Key words – Service Science Management and Engineering (SSME), Viable Systems Approach 

(VSA), Local Tourism Service Systems, Competitiveness, Consonance, Reputation. 

 

Paper type –  Conceptual paper. 
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1. Introduction 

The aim of this paper is to interpret Local Tourism Systems (LTS) as Local Tourism Service 

Systems (LTSS), identifying the structural and systems conditions that allow to qualify a glocal 

network (Bauman, 2005) leaning toward value co-creation.  

The focus on the glocal dimension origins from a simply consideration: in order to compete at 

best in a globalized setting (Beck, 1999), many socio-economic organizations need to open 

themselves to worldwide relationships, even if they are deep-seated locally. This means that, in the 

passage from the structure to the system (Golinelli, 2000, 2011), these organizations have to 

activate global interactions stepping out of their spatial bounds (micro-environment) (Piciocchi, 

Saviano and Bassano, 2009), but always preserving their local specificities. This remark is valid 

also for the study object of our paper, the territory, that “is not a simply spatial extension or a set of 

natural and human entities, but a localized community that reveals itself for effect of government 

will” (Golinelli, 2002).  

Economic literature referred to the territory is very wide, but most of theories are anchored on a 

static view of territorial realities. In fact, the territory is often conceived as an “object” 

(determinism) or as a “product to promote” (static perspective). This views don‟t give the right 

systems subjective to the territory. Consequently, it has little or no competitive capability. 

In this paper we propose to pass from a structural to a dynamic view. The Viable Systems 

Approach (VSA) (Golinelli, 2000, 2011) is useful in this sense, because it allows to qualify a 

certain Local Tourism Area (LTA) as a Local Tourism System (LTS) characterized by equipment 

(internal) and systems (external) components that contribute to define a stable identity for 

developing reputational capital (Siano, 2001). To be more precise, such identity is the result of the 

combination of two preeminent factors: 

 

 natural tourism vocation, which derives from the structural configuration of the place, and 

therefore also equipment and systems components; 

 the specialization on specific activities which result from systems competences. 

 

Thanks to a wise exploitation of these two factors, each LTA can communicate its distinctive 

identity to stakeholders to obtain consensus and social legitimacy. Obviously, to define an unique 

territorial identity, it is necessary that each organization of network develops consonance on 

Informative Units (IU) and Interpretative Patterns (IP) (Barile, 2009) with other systems and shares 

with them Value Categories (VC) in a co-evolutionary strategic design. This means that the 

valorization of Structural Variety, characterized by the whole set of tangible and intangible 

resources, is not sufficient for the survival and the development of LTS. The aspect of Systems 

Relationship is equally important: it allows entities which compose the network to create an 

interconnected system in which, by means of sharing data, cognitive models and strong beliefs, 

each socio-economic actor can:  

 

1) participate in the process of value creation;  

2) benefit from a value distribution process, according to the law of increasing returns (Arthur, 

1994).  

 

For this purpose, Service Science Management and Engineering (in short, Service Science - SS) 

(Sphorer and Maglio, 2007) seems to be determinant in order to qualify LTS as LTSS.  

SS focuses on the service. By the term “service” we don‟t want to refer to the meaning that it 

assumes in Goods Dominant Logic (GD logic) or in Service Dominant Logic (SD logic) (Vargo and 

Lush, 2004), which consider goods and services as two distinct and opposed entities. We believe 

that it‟s right to view them as two sides of the same coin: while “goods” refer to the tangible aspects 

of the offer (structural dimension), “services” refer to the intangible ones (systems dimension – 

processes, interactions, informative exchange, adaptability), but both are parts of the same thing. 
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According to this new logic, “service” is a “product in action” (Golinelli, Barile, Sphorer, Bassano, 

2010).  

In this paper, we highlight the limits implied in many territorial theorizations, remarking the 

importance to conceive local areas in terms of “service systems”. The result is a new service-based 

logic for competitiveness from which we can derive several drivers useful for a sustainable socio-

economic growth. 

 

 

 

2. Methodology 

Traditionally, the territory has been the subject of numerous scientific studies and debates which 

gave rise to different perspectives of analysis (Quaini, 1975; Magnaghi, 1994; Jellicoe, 1969; 

Farina, 1993; Vallega 1994). However, in most cases, these perspectives have represented the 

territory as an “object” (determinism, passivity) rather than as a “subject” (behaviorism, 

proactivity). The excessive emphasis on physical and spatial aspects and, in parallel, the lack of 

attention to relationships and organizational dimensions have drastically reduced the complexity of 

this phenomenon. The result is that the territory was conceived in terms of “combination” – an 

unorganized set of structural elements - rather than as a “system”. This view is extremely simplistic 

and reductive, so it needs an opportune reflection (Figure 1). 
 

FIGURE 1 about here 

 

The key-concept that has contributed to the shift to a more realistic interpretation of the territory is 

that of “system” (Golinelli, 2000, 2011; Trunfio, 2008), which we can recover from the Viable 

Systems Approach (VSA).  

Unlike “combination”, “system” denotes an interrelated whole of interdependent parts that 

operates in close connection with other systems entities. So, the concept of system implies the idea 

of organization which is fundamental to interpret the territory in systems terms. In fact, according 

to the VSA, a combination becomes a system when it is possible to recognize a government able to 

establish a subjective order in the reality, to share with stakeholders (Piciocchi, Bassano, 

Papasolomou, Paduano, 2009) (Figure 2).  

 

FIGURE 2 about here 

 

According to this logic, the territory doesn‟t represent a mere settled space (static view), but it is 

the result of interactions between systems and resources for the common purpose of survival 

(dynamic view). 

To catch the point of this remark, it is necessary to recall a well-known theoretical scheme 

(Golinelli, 2002) (Figure 3).  

 

FIGURE 3 about here 

 

As the figure shows, the matrix is built considering two dimensions: 

 
1) the perspective of analysis of the territory, which can be individual or collective; 

2) the sought advantages, which can be temporary and limited or lasting and wide. 

 

Crossing these dimensions, it can obtain four different configurations of the territory.   

In particular, if the perspective of analysis is individual and the sought advantages are 

temporary and limited, the territory is considered as a “resource to consume” (the first square). In 

this situation, each organization exploits the territory for its individual convenience reading the 

territory as a threat or opportunity, but without creating an ecological system (Holling, 1973).   
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If the perspective is individual and the sought advantages are lasting and wide, the territory is 

conceived as a “product to promote” (the second square) (Caroli, 1999). The local evolution is 

piloted by an economic group tending to promote the territory by means of marketing tools and 

logics (GD focalization) (Valdani and  Ancarani, 2000). In this situation, we can outline a 

governance structure; however, it doesn‟t interest in social wealth, but only in individual growth. 

Both these perspectives don‟t surpass or remove speculative nature of exchanges. So, in order to 

represent the territory as system and then as service system, it is necessary to pass from individual 

perspective to collective ones.  

If the perspective is collective and the sought advantages are temporary and limited, the territory 

is considered as a “scenary” (the third square). In this situation, there is an attempt to balance the 

different and conflicting interests of community, but the territoriality is squeezed by the institutional 

and bureaucratic dimensions related to the different local decision makers point of views and  

temporary policy making culture. The territory becomes similar to a “stage-set” which changes 

according to the political team in power. This configuration is static, passive and fragmentary, 

because it lacks strategic planning and stable leadership.  

To be competitive, the territory has to be conceived as a “system” (the fourth square) which 

operates proactively not only for its individual growth, but also for improving the social wealth. In 

fact, the perspective of analysis is collective and the sought advantages are lasting and wide. In this 

situation, organizations share Informative Units (socio-economic data), Interpretative Patterns (co-

planning) and Value Categories (common mission and strategy) (Barile, 2009) in order to give a 

stable identity to the territory in which they operate (Siano, 2007). This implicates that the viability 

of the “territory as system” depends: 

 

1) on the one hand, on internal organization: each node of the network has to work to produce 

collaborative synergy (Piciocchi and Bassano, 2009) for the same aim of survival (co-

finalization). This means that, in a systems view, the value produced cannot ascribe to an 

isolated node. It spreads on the whole network because it derives from synergic 

relationship between systems; 

2) on the other hands, on external impact: the territory as system has to create value for/with its 

stakeholder providing an offer consonant with their expectations.  

  

If this perspective is accepted for the territory in general, then it is valid even for Local Tourism 

Areas (LTA).  

LTA are portions of the territory characterized by several attractions that, placed in a defined 

space, qualify a certain tourism offer for the valorization of local culture and resources. However, to 

be viable, LTA have to be interpreted in terms of Local Tourism System (LTS) as well as territory. 

This is because competitiveness (viability) is not derived from structural elements  – which are 

replicable  –, but it plays on behavioral plane (dynamism). This means that government has to be 

able to interpret the territory and its resources coherently with contextual expectations and 

pressures.    

From these considerations we gather that, unlike other approaches, the VSA gives prominence 

not only to Structural Variety, but also to Systems Relationship.  

The former refers to the set of equipment (natural, artistic, structural, urban, infrastructural) and 

systems (firms, social organizations, people, institutions) components (Golinelli, 2002), that 

represent the potential of consonance of a LTS; the latter refers to the active exchanges which 

develop resonance inside and outside the network.  

At this point, we can describe LTS as an entity with tourism vocation (structure) that, thanks to 

its openness degree, is able to interact with local and non-local stakeholders (system) for the search 

of sustainable competitive advantage.  

The structure-system dichotomy we have just pointed out is typical of the VSA. Moreover, in 

Service Science (SS) view (Sphorer and Maglio, 2007), it is comparable to the good-service 

dichotomy.  
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While “good” refers to the tangible aspects of local tourism offer, “service” refers to the 

intangible ones, and so to all set of immaterial benefits derivable from the interactions with LTS. 

This means that while the former exists regardless of exchange relationship, the latter exists only 

following up the activation of exchange relationship.  

If we were limited to consider the territory in terms of “good”, we would anchor our point of 

view to structural elements without intercepting the actual conditions of territorial viability. For this 

reason, SDL‟s authors (Vargo and Lusch, 2004) suggest to pass from good logic to service logic.  

Anyway, we believe that it is wrong to deal with these concepts in a dichotomic manner, 

because there isn‟t an opposite relation between good and service, as well as structure and system in 

the VSA view: according to the conceptual matrix, system emerges from structure; in the same way, 

service requires a structural arrangement (back-stage) to be provided (front-stage). It results that 

“service is the systems configuration of good” (Golinelli, Barile, Sphorer, Bassano, 2010). In other 

words, it is “the good in action” because it derives from a process of sematization (sense-making) of 

good, useful to create the best conditions of consonance and resonance with context.  

The key-concept we have just introduced – service – allows us to interpret LTS in terms of 

Local Tourism Service Systems (LTSS). 

In SS view, “service systems” are dynamic configurations of resources (people, technologies, 

organizations and shared information) which create and deliver value to all systems (IfM and IBM, 

2008).  

According to this standpoint, LTSS can be qualified as service networks which co-create value 

both internally and externally.  

While the internal process of value co-creation aims to define a value proposition (place identity 

or brand destination) that is recognizable and consistent with the local specificities, the external 

process of value co-creation tends to improve the global LTSS competitiveness (place reputation) 

by means of mutual satisfaction of interacting systems (Gronross, 2008).  

This postulates a structure service (place personality) that, guaranteeing resource sharing, is able 

to produce increasing returns for all systems in interaction (win-win interacting logic) (Gummesson, 

2008).  

The above considerations leads us to think of a new logic for competitiveness. 

 

 

 

3. Findings 

By the Figure 3, we have showed how considering the territory in terms of “resource to 

consume”, “product to promote” or “scenary” could be extremely risky for the systems survival 

because these configurations neglect the collective perspective and/or the search of wide and lasting 

competitive advantages. For this reason we have focused our attention on the fourth square in which 

the territory is represented as a system able to develop itself in respect of sub-systems and supra-

systems‟ expectations.  

These considerations, derived from the VSA principles, allowed us to qualify the territory with a 

tourism vocation in terms of Local Tourism System, surpassing the limits of territorial 

configurations we have described in previous paragraph. But in order to define a more 

accomplished configuration of the territory, it is necessary to take another step: to distance from the 

idea that the territory is a static set of resources (only Structural Variety).  

For this purpose, the SS view come to the aid of us: it allows to qualify the territory in terms of 

Local Tourism Service System such as a dynamic configuration of operand and operant resources 

which co-create value for/with other (service) systems (Structural Variety and Systems 

Relationships). 

In this way, we have completely surpassed the limits implied in many territorial theorizations 

tracking a path from a static view of the territory – which implicates the lack of a strong identity 

and competitiveness - to a dynamic and service-based view – which guarantee a long lasting 
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competitive advantage. Besides in Figure 3, this path is summarized also in the following map 

(Figure 4). 

  

FIGURE 4 about here 

 

This figure is representative of our effort to re-interpret the various territorial configurations in 

VSA-SS terms, identifying for each of them the main source of competitive advantage. 

Reading the map, we can say that if the territory is conceived in terms of “resource to 

consume”, competitive advantage is based merely on territorial personality. Personality qualifies 

“what a system really is” (Siano, 2001) and so its Structural Variety. In this situation: 

 

 components interact without a common evolutionary planning; 

 their purposes are independent; 

 relationships have an opportunistic nature; 

 it is not possible to identify a shared government which provides directions and rules. 

 

In the VSA view, this configuration qualifies an embryonal system which lacks a shared and 

clear identity within and outside the network. The territory is conceived as “good” from which get 

tangible benefits. Focus is on the structure, rather than system. In the SS view, this means that the 

service component is only expressed by a functional use of the territory.  

If the territory is considered as a “product to promote”, competitive advantage is focused on 

territorial identity. Identity defines the whole set of visual element through which a system 

represents itself in the context (Siano, 2001). In this case, competitive strength depends on the 

ability to read the context and establish a communication consonant with stakeholders‟ 

expectations. In the VSA view, this territorial configuration seems to be similar to evolving system. 

In fact, we can identify a government with directions and rules responsibilities; moreover, 

components interact in a co-evolutionary design, but their behaviors are still opportunistic. 

Although dominant logic is still focused on good, the service component is coming up: the territory 

becomes an “augmented good” (Kotler, 2000) which has not only a functional use, but also the role 

to support and add value to the product. 

If the territory is conceived as a “scenary”, competitive advantage is based on image. Image 

corresponds to perception that stakeholders have of the territory in a certain time (Siano, 2001) and 

in different point of view. In fact, this perception is unstable because it is the result of fragmented 

actions of different local decision makers, as well  as private and public institutions. This 

configuration qualifies an accomplished system: there is a government which provides directions 

and rules and exercises control power. However, this system is not stable because of the strong 

variability of decision makers and their contrasts on the own point of views. This means the 

incapability to create reputational capital which needs actual actions and commitment. In terms of 

SS, we can say that the focus is on the service, but value co-created is subject to quick destruction 

because it doesn‟t leave a sediment on social fabric. 

At last, if the territory is conceived in terms of “system”, competitive advantage is based on 

reputation. Reputation is the result of a socially shared judgment based on the ability to create value 

for and with stakeholders (Siano, 2001). This means that the territory can be qualified in terms of 

stable accomplished system/viable system in the VSA view or in terms of stable service system in 

the SS view: the offer is not merely focused on product and tangible benefits, but on the product, 

tangible benefits and intangible ones (in short, service). In this situation, components co-evolve 

regardless of political changes and time factor. The emerging configuration, in VSA-SS terms, is 

that of stable Local Tourism Service System which we qualify as an accomplished territorial 

configuration able to build, on a structural viewpoint, a clear brand destination (Crouch and 

Ritchie, 1999; Hankinson, 2007; Invernizzi, 2010) to improve, on a systems viewpoint, the place 

reputation (Siano, Confetto, Siglioccolo, 2009).    
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In fact, the passage from Local Tourism Area to Stable Local Tourism Service System means 

the shift from the territory as an object to the territory as a subject able to express competitiveness 

(consonance and reputation) on international setting. It results a new logic for competitiveness 

which we schematize in the following figure (Figure 5). 

 

FIGURE 5 about here 
 

As we can see, the value co-creation for positioning of a LTSS depends on the competitive 

power of the integrated tourism value proposition. In other words, the LTSS competitiveness comes 

out of a complex process of sharing of an overall value proposition. In this perspective, if the 

purpose is to interpret LTA as LTSS (on the left of the graph), multilevel governance (Sphorer, 

Piciocchi, Bassano, 2011) – a governance shared by the local components - has to evaluate the 

drivers for being in consonance and the drivers for creating reputation. 

These drivers allow the evaluation of: 

 

1) the structural conditions for sharing an overall value proposition (consonance 

analysis) by which building a LTSS brand destination;  

2) the systems conditions for creating a fiduciary capital (reputation analysis) for 

improving LTSS place reputation.  

 

In this way, multilevel governance defines an Overall Competitive Advantage – based on the 

sharing of Informative Units, Interpretative Patterns and Value Categories – which characterizes its 

value proposition for competitiveness. This competitiveness is able to produce value for the market 

and stakeholders. Moreover, it allows LTA to represent itself as a LTSS.  

Obviously, it is important that the definition of LTSS competitiveness works as a virtuous circle 

of syntropy (Piciocchi, Bassano, Papasolomou, Paduano, 2009) to guarantee, on the one hand, the 

progressive optimization of the value proposition and reputation and, on the other hands, the 

monitoring of the gap between the value proposition and the variable needs ad perceptions of the 

market. 

The qualification of Local Tourism Area – firstly in terms of system and then in terms of service 

system – implicates the search of structural and systems conditions useful to guarantee the start-up 

and development of a stable network leaning toward value co-creation.  

From a structural viewpoint, competitiveness of LTSS is closely related to consonance between 

firms of the network (intra-systems compatibility) and between these and context (inter-systems 

compatibility). 

To analyze LTSS consonance, we consider the structural composition of the network and, in 

particular, the type and efficiency of reticular connections. These are the essential conditions for the 

activation of resource sharing processes.  

From a systems viewpoint, LTSS competitiveness depends on resonance between systems 

developed during value co-creation process. To obtain a measure of resonance, it is useful to 

consider the continuity or intensity of relationships (trust) (Castaldo, 2002) and the level of 

satisfaction produced by interactions. It is should be noted that the control of resonance is 

contextual to the exchange relationships, because, in interaction between service systems, value is 

perceived simultaneously to service delivery. This allows LTSS government to redesign and 

restructure on time the conditions of competitiveness for value co-creation process.  

The gap analysis between expected results and obtained results is useful for the progressive 

improvement of LTSS value proposition (consonance increase). In systems terms, this means the 

development of positive images that can consolidate in a LTSS Reputation as fundamental basis for 

building a sustainable competitive advantage.    

Our interpretative scheme highlights a new way of thinking about systems competitiveness. But 

one may legitimately wonder what are the specific drivers of LTSS competitiveness mentioned in 

Figure 5.  
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As we have already said, competitiveness depends on government‟s ability to develop both 

adequate structural consonance (brand destination) and systems (place reputation). So, our effort is 

to identify possible drivers of consonance and reputation to have a measure of competitive strength 

of a service system and, in particular, of a LTSS (Figure 6).  

 
FIGURE 6 about here 

 

As the figure shows, the drivers of consonance are: 

 

- DC1. Customer focus 

- DC2. Service (back-stage) 

- DC3. Mission and Strategy  

- DC4. Variety 

- DC5. Values 

 

But the question is: what do they mean? 

First of all, we have to clarify that they indicate the structural compatibility of a service system 

to co-create value with stakeholders.  

 

Customer focus (DC1) means the capability to predispose the conditions for customer 

satisfaction. In particular, it measures the openness capability of the system and so 

the level of customer involvement (Sphorer and Maglio, 2007) and IU and IP 

sharing (Barile, 2009) in/for the process of value co-creation.  

Service/back-stage (DC2) means the structural adequacy of embedded capabilities and 

financial, technological and human resources for service delivery (IfM and IBM, 

2008; Golinelli, 2000, 2011). 

Mission and Strategy (DC3) refers to the capability of components to acquire a common 

consciousness of service system personality (“What is it?” and “What are its 

objectives?”) in order to provide an unique value proposition (Dilts, 2008).  

Variety (DC4) means the adequacy of equipment and systems component for a specific 

aim (i.e. tourism attractions and services for tourism systems) (Golinelli, 2002).  

Values (DC5) refers to shared values and strong beliefs within the network in order to 

develop a cohesive image of the system (Siano, 2001). This driver analyses also the 

business ethics to measure the impact of decision making processes (Piciocchi, 

Bassano, Paduano, Papasolomou, 2009) on the environment. 

 

Instead, the drivers of resonance are: 

 

- DR1. Emotional appeal 

- DR2. Service front-stage 

- DR3. Vision and Leadership 

- DR4. Relationship 

- DR5. Social responsibility 

 

They indicate the systems synergy achieved with the context and so the co-created level of 

service. 

 

Emotional appeal (DR1) expresses the level of liking, trust and respect generated by 

service system. It is the result of emotional and stable relationships between service 

system and its stakeholders (Nelli and Bensi, 2003) derived from the ability to 

satisfy the customer needs according to win-win logic. 
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Service/front-stage (DR2) means the application of competences (knowledge and skills) 

for/with another party (Sphorer, Vargo, Caswell, Maglio, 2008). It refers to the 

perceptions about the service system ability to maintain high quality standards, 

innovation and productivity of services. 

Vision and Leadership (DR3) refers to the clear vision of the role that service system 

could play in the medium/long term in its context. Moreover, it measures the 

stability of leadership (in term of strategic direction) over the time. 

Relationship (DR4) indicates the effectiveness and efficiency of bottom-up processes for 

sharing integrated resource (multilevel governance) (Sphorer, Piciocchi, Bassano, 

2011) in order to optimize and potentiate value co-creation. 

Social responsibility (DR5) measures the impact that service system activity generates in 

the environment and so its sustainability (Sphorer, Maglio, Bailey, 2007). It 

examines the relationships between service system and local and non-local 

communities, employees and other stakeholders in order to evaluate the overall 

level of good citizenship (Siano, 2007). It can be detected by means of several items 

such as the employees absorption rate, employees and/or customer satisfaction, 

support to social causes and so on. 

 

It is clear that each of this driver has different unit of measurement. So they should be 

normalized. But we intend to deal with this problem in future researches.   

 

 

 

4. Practical Implications 

The model we have proposed in the previous paragraph provides a conceptual framework for 

orienting strategic decisions. Moreover, it allows to identify the main drivers for LTSS 

competitiveness. But what are the opportunities and the limits that multilevel governance could find 

in the process of implementation of this model?  

With reference to the opportunities, the LTSS competitiveness come out, on one hand, by a 

complex service system for the entire value proposition for tourists and internal and external 

stakeholders; on the other hand, it is a “tool”: 

1) to communicate strategies and share expectation of local entities; 

2) to filter the perceiving expectation market and guide the brand reputation improvement. 

 

If the destination branding activity is a selection and integration of consonant entities – as 

components of an entire local service – then LTSS competitiveness is a strategic shared process for 

identifying and distinguish the local destination as a LTSS through “….a positive image building 

[...] consistent brand elements reinforce each other and serve to unify the entire process of image 

formation and building, which in turn contributes to the strength and uniqueness of brand identity” 

(Cai, 2002). 

Brand destination, as well as brand reputation, emerges by the entire local value proposition; the 

problem is the identification of a shared multilevel governance able to coordinate and guide the 

different local entities to a common finality of growth, useful, also, to ensure the various interests of 

all stakeholders. 

But this multilevel local governance model refers to some problems of cohesion according to 

the process characterization of perception and subjective satisfaction of the local variety of 

purposes. In concrete, this reflects the difficulty to find an arrangement about a shared governance 

able to interpret, catalyze and promote the entire LTSS dynamics according to the right service 

systems configuration for the local value co-creation.  

Therefore, the destination brand management requires a cohesive leadership and an organization 

local commitment useful to a strategic vision which can form the basis for a brand-oriented culture 

and guarantee the alignment of processes of coordination around the local tourism service system 
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(LTSS). This means that, through a process of dialogue and debate, a brand shared strategy must be 

defined by the local network organizations which communicate and operate for the destination 

brand. In particular, the aim of this process is to ensure a synergic communication strategy between 

all stakeholders, as well as partners, visitors and resident (Hankinson, 2007). 

In this way, the LTSS branding can support the multilevel governance to reduce any gaps 

between LTSS‟s strengths and market perceptions: “It takes patience to establish brand reputation 

….[and competitiveness, so the]…..building a powerful destination brand is a long term effort 

which more often than not yields incremental and not exponential results” (Morgan et al., 2002). 

Surely, another limit may be encountered in terms of measurement because of qualitative nature 

of variables. In particular, the collection of certain data (such as the customer involvement degree, 

the level of sharing of IU, IP and VC and so on) may be too expensive for LTSS both in financial 

terms and time; moreover, the information processing could suffer for the subjectivity of analysis. 

Not to mention the difficulty in assessing reliability of certain measurements (i.e. the self-evaluation 

of DR3). 

These difficulties are balanced by the opportunities provided by the model that allows 

multilevel governance to have a measure, even if approximate, of the structural adequacy and 

systems resonance of LTSS. Both these aspects are useful for implementing corrective, conservative 

or intensive actions in order to increase the LTSS competitiveness, in time and space.  

So, this framework qualifies an important tool for governing the territory as viable system. In 

fact, in spite of the limits we have mentioned, this model becomes a compass able to orient strategic 

decisions and stimulate the professional growth of decision makers who have decided to assume it 

as benchmark. 

 

 

 

5. Conclusions 

To sum up, we want to highlight the original aspects of this paper rather than summarize the 

research we have done.  

The value of this work lies in several aspects. First of all, it specifies what the territory as 

system is and how it should work in order to build a brand destination useful for building and 

improving place reputation. In fact, the IU, IP and VC sharing within service system and the active 

customer involvement into the process of value co-creation allow multilevel governance to build a 

strong place identity or value proposition. As the Figure 6 suggests, if the conditions of widespread 

place culture, planning cohesion and operative sharing are respected, LTSS can express 

competitiveness not only in the local context, but also in the international setting trough a 

recognizable and distinctive territorial brand. 

Moreover, this paper encourages future research aimed to find an algorithm for the 

operationalization of LTSS competitiveness drivers.  

By the nature and theory of systems, we know that each kind of system cannot live or exits in 

itself. Obviously, this means that a service system is viable if it has the capability to survive and 

produce equifinality for the internal and external stakeholders. In this way, we can consider a Local 

Tourism Service System a collaborative system of local entities finalized to ensure to the territory 

specific connotations in terms of place personality, identity, image and reputation. 

To get this purpose it is relevant to share the following aspects: outsourcing and interaction 

between local entities; transfer of specific know-how; definition of competitive barriers; growth in 

the value of the knowledge wealth; encoding of a language network as defined by Ashby‟s 

Requisite Variety (Ashby, 1956). In fact, sharing is important to develop overall competences from 

related capabilities and guarantee a value co-creation process useful to shift from the simply 

cooperation to the complex collaboration among different entities which interact glocally.  

The value co-creation for the positioning of a LTSS is a complex bottom-up process useful to 

define the competitiveness degree of a territory as a viable system or an entire service system. 
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According to this purpose, the different entities of a tourism area share the same idea that the 

viability of a service system depends on the capability of its multilevel governance (Spoher, 

Piciocchi, Bassano, 2011) to develop a sustainable and distinctive competitive advantage for the 

market (tourisms) and for stakeholders. In other words, the local components of a certain territory 

have to be connected and share the same finality to improve the own and the overall 

competitiveness. 

This means that a LTSS is characterized by a shared governance between the integrated 

components - local service sub-systems - to build an overall positioning, based on a distinctive 

competitiveness. 

Another element of value of this paper is based on identity macro-categories of a LTS and, in 

particular, on  the qualification of the identity items useful to pick out a LTS as LTSS. These 

aspects lead us to reflect on a series of positive implications: 1) the guiding the whole service 

system for the choice, use and maintenance of own local originality and identity; 2) the giving 

harmonization to different and particular schemes of LTSS components; 3) the providing of 

accurate and reliable information for data, input of methods and tools useful to LTSS assessment. 

In particular, the LTSS competitiveness needs the providing of accurate and reliable information 

for data, input of methods and tools useful to LTSS assessment as an entire service; this means that 

the common commitment, to compose the different interpretative governance schemas of the LTSS 

components, is a necessary condition to create a multilevel governance structure able to  guide the 

whole service system for the choice, the use and the maintenance of own local originality and 

reputation. 

According to our approach, the growth of LTSS competitiveness could be identified in the 

cumulated process of reputational equity of the entire system as whole service. In this sense, each 

local components, integrated in the LTSS, plays a fundamental role to improve the co-evolutive 

process of growth for the value co-creation of the overall system. 

 

 

 

References 

Alter, S. (2008), “Service system fundamentals: Work system, value chain, and life cycle”, IBM 

Systems Journal, No. 47, pp. 71–85. 

Argenti, P.A. (2009), Corporate communication, 5
th

 edition, Mc-Graw Hill, New York.  

Arthur, W.B. (1994), “Increasing Returns and Path Dependence in the Economy”, University of 

Michigan Press, Ann Arbor. 

Ashby, W. Ross. (1956), An introduction to Cybernetics, London: Chapman & Hall.  

Barabasi, A.L. (2004), Link: la nuova scienza delle reti, Einaudi, Torino   

Barile, S. (2000), Contributi sul pensiero sistemico in economia d’impresa, Centro Studi di 

Tecniche Aziendali, Arnia, WM Stampa Editoriale srl, Atripalda (AV). 

Barile, S. (2006), “Introduzione alla dinamica della varietà di un sistema vitale”, in Barile S. (Ed.), 

L’impresa come sistema. Contributi sull’Approccio Sistemico Vitale, Giappichelli, Torino. 

Barile, S. (2009), Management sistemico vitale, Giappichelli, Torino. 

Barile, S. and Polese, F. (2010), “Smart Service Systems and Viable Service Systems”, Service 

Science, Vol. 2, No. (1/2), pp. 21 – 40. 

Bassano, C. (2008), Creatività e configurazioni reticolari nella filiera cinematografica, 

Giappichelli, Torino.  

Bauman, Z. (2005), Globalizzazione e glocalizzazione, collana Modernità e società, Armando 

Editore. 

Beck, U. (1999), Che cos’è la globalizzazione. Rischi e prospettive della società planetaria, Ed. 

italiana, Carocci, Roma. 

Beer, S. (1972), Brain of the firm. the managerial cybernetics of organization, The Penguin Press, 

London.  



 14 

 

 

Cai L. A. (2002), “Cooperative branding for rural destinations”, in Annali of Tourism Research, 29 

(3): 720-742. 

Castaldo, S. (2002), Fiducia e relazioni di mercato, Il Mulino, Bologna. 

Cavenago, D., Mezzanzanica, M. (2010), Scienza dei servizi. Un percorso tra metodologie ed 

applicazioni, Springer, Milano. 

Chesbrough, H. and Spohrer, J. (2006), “A research manifesto for services science”, in 

Communications of the ACM, Vol. 49, No. 7, July, pp. 35-40. 

Confetto, M.G. (2004), Un modello di comunicazione d’impresa ASV-based, Giappichelli Editore, 

Torino. 

Confetto. M.G. (2005), “Il two-step flow nel processo di comunicazione dell‟impresa sistema 

vitale”, Esperienze d’Impresa, n. 2. 

Dilts, R. (1998), Modeling with NLP, Meta Publications, California. 

IfM and IBM (2008), Succeeding through Service Innovation: A Service Perspective for Education, 

Research, Business and Government. Cambridge, UK: University of Cambridge Institute for 

Manufacturing. ISBN: 978-1-902546-65-0. 

Farina, A. (1993), L’ecologia dei sistemi, Cleup, Padova. 

Fill, C. (1995), Marketing communication. Frameworks, theories and applications, Prentice Hall, 

Hemel Hempstead. 

Fombrun, C., Shanley, M. (1990), “What‟s in a name? Reputation building and corporate strategy”, 

Accademy of Management Journal. 

Fombrun, C., Foss, C. (2001), Five principles of reputation management, The Gauge 

Golinelli, C.M. (2002), Il territorio sistema vitale. Verso un modello di analisi, Giappichelli, Torino 

Golinelli, G.M. (2000), L’approccio sistemico al governo dell’impresa, Cedam, Padova. 

Golinelli, G.M. (2010), Viable Systems Approach (VSA). Governing Business Dynamic, Cedam, 

Kluwer.  

Golinelli, G.M., Spohrer, J., Barile, S., Bassano, C. (2010), “The evolving dynamics of service co-

creation in a viable systems perspective”, in The 13th Toulon-Verona Conference proceedings 

of the international conference in Coimbra, Portugal, 2-4 September.  

Golinelli, G.M. (2011), L’Approccio Sistemico Vitale (ASV) al governo dell’impresa. Verso la 

scientificazione dell’azione di governo, Cedam, Padova. 

Gotsi, M., Wilson, A. (2001), “Corporate Reputation Management: Living the brand”, Management 

Decision. 

Gummesson, E. (1977), The marketing and purchasing of professional services, Stockholm: 

Marketing Technology Center. 

Gummesson, E. (2007). Exit Services marketing – Enter service marketing. Journal of 

ConsumerBehaviour, 6(2), 113-141. 

Gummesson, E. (2008b), “Quality, service-dominant logic and many-to-many marketing”, The 

TQM Journal, Vol. 20, No. 2, pp. 143-153. 

Gummesson, E. (2009), Marketing As Networks: The Birth of Many-to-Many Marketing, Publishing 

House Djursholm, Stockholm. 

Gronross, C. (1977), “A service-oriented approach to marketing of services”, European Journal of 

Marketing, Vol. 8, pp. 588-601. 

Gronross, C. (2008), “Adopting a Service Business Logic in Relational Business-to-Business 

Marketing:Value reation, Interaction and Joint Value Co-Creation”, Otago Forum. 

Hankinson, G. (2007), “The management of destination brands: Five guiding principles based on 

recent developments in corporate branding theory”, Journal of Brand Management (2007) 14, 

240–254. doi:10.1057/palgrave.bm.2550065. 

Holling, C.S. (1973), “Resilience and stability of ecological systems”, Annual review of ecology 

and systematics, JSTOR. 

Holzner, B. (1968), Reality Construction in Society, Schenkman: Cambridge.   

IBM (2010), Institute for Business Value on The world‟s 4 trillion dollar challenge.  



 15 

 

 

Invernizzi, E. (2010), “Local systems as brand for territorial and tourism development", in MedCom 

The Second Inter-Mediterranean Symposium on Public Relation, “Local systems in the Euro-

Med area. Competition or cooperation?”, Facoltà di Lettere e Filosofia, Auditorium ex 

Monastero Benedettini, 19-20 November, Catania. 

Jellicoe, G.A. (1969), L’architettura del paesaggio, Edizioni di Comunità, Milano. 

Kotler, P. (2000), Principles of Marketing, Prentice Hall, Hemel Hempstead.   

Kotler, P., Lee, N. (2005), Corporate Social Responsibility. Doing the Most Good for Your 

Company and Your Cause, Wiley. 

Locke, E. A. and Schweiger, D. M. (1979), “Participation in decision-making: One more look”, 

Research in Organizational Behavior , Vol. 1, pp. 265-340. 

Lovelock, C. and Gummesson, E. (2004), “Whither services marketing? In search of a new 

paradigm and fresh perspectives”, Journal of Service Research, Vol. 7, No. 1, pp. 20-41. 

Macaulay, L., Moxham, C., Jones, B., Miles, I. (2010), “ Innovation and Skills”, in Maglio, P., 

Kieliszewski, C., Spohrer, J. (Ed.), Handbook of Service Science, Springer, pp. 717-736. 

Maglio, P.P., Spohrer, J. (2008a), “Fundamentals of service science”, Journal of the Academy of 

Marketing Science, Vol. 36, No. 1, pp. 18-20. 

Maglio, P.P., Spohrer, J. (Ed.) (2008b), “Special issue on Service Science, Management, and 

Engineering”, IBM Systems Journal, Vol. 47, No. 1. 

Maglio, P.P., Srinivasan, S., Kreulen, J.T., Spohrer, J. (2006), “Service systems, service scientists, 

Service Science, and innovation”, Communications of the ACM, No. 49, pp. 81–85. 

Maglio, P., Kieliszewski, C., Spohrer, J., eds. (2010), Handbook of Service Science, Springer.  

Magnaghi, A. (1994), Il territorio dell’abitare, Franco Angeli, Milano 

March, J. G. (1991), Exploration and exploitation in organizational learning, Organization Science, 

Vol. 2, No. 1, pp. 71-87. 

Mintzberg H. (1989), Mintzberg on Management: inside our strange world of organizations, The 

Free Press, New York. 

Morgan N., Pritchard A., Piggot R. (2002), “New Zeland. 100% Pure. The creation of powerful 

niche destination brand”, Brand Management, vol. 9, n.4-5.  

Nelli, R.P., Bensi, P., (2003) L’impresa e la sua Reputazione. L’evoluzione della media coverage 

analysis, Vita e Pensiero, Milano. 

Normann, R. and Ramirez, R. (1993), “From value chain to value constellation: Designing 

interactive strategy”, Harvard Business Review, Vol. 71, N No. 4, pp. 65–77. 

Normann, R. (2001), Reframing Business: When the Map Changes the Landscape. Wiley, 

Chichester, New Sussex. 

Normann, R. (1991), La gestione strategica dei servizi, Etas Libri, Milano. 

Normann, R. (1997), “Services in the neo-industrial economy”, Sinergie, No. 42, pp. 23-27. 

Normann, R., Ramirez, R. (1994), Designing Interactive Strategy: From Value Chain to Value 

Constellation, John Wiley & Sons, Chichester. 

Ostrom, E.  (2009), “Beyond Markets and States: Polycentric Governance of Complex Economic 

Systems”, Prize Lecture, December 8, Workshop in Political Theory and Policy Analysis, 

Indiana University, Bloomington, IN 47408, and Center for the Study of Institutional 

Diversity, Arizona State University, Tempe, AZ, U.S.A. 

Parasuraman, A., Zeithaml, V.A., Berry, L. (1985), “A Conceptual Model of Service Quality and Its 

Implications for Future Research”, Journal of Marketing, Fall, pp. 41-50. 

Parolini, C. (1999), The Value Net: A Tool for Competitive Strategy, John Wiley & Sons, 

Chichester. 

Parsons, T. (1965), Il Sistema Sociale, Edizioni Comunità, Torino. 

Payne, A., Christopher M., Clark M., Peck H. (1995), Relationship Marketing for Competitive 

Advantage, Butterworth-Heinemann, Oxford. 

Payne, A., Storbacka, K, Frow, P. (2008), “Managing the co-creation of value”, Journal of the 

Academy of Marketing Science, Vol. 36, pp. 83-96. 



 16 

 

 

Piciocchi, P., Bassano, C. (2009), “Governance and viability of franchising networks from a Viable 

Systems Approach (VSA)”, in the 2009 Naples Forum on Service. Service Dominant Logic, 

Service Science and Network Theory, proceedings of the International Conference in Capri, 

June 16-19, Giannini Editore, Napoli, 2009, ISBN13: 978-88-7431-452-2. 

Piciocchi, P., Bassano, C., Papasolomou, I., Paduano, E., (2009), “The Virtuous circle of Syntropy 

(VCS). An Interpretative Chaos vs Cosmos Model for Managing Complexity”, in the 2th 

Annual Euromed Conference, proceedings of the International Conference at the University 

of Salerno, Fisciano, Italy, October, 26-28th, DOI: 10.3292. 

Piciocchi, P., Saviano M., Bassano, C. (2009), “Network Creativity to Reduce Strategic Ambiguity 

in Turbulent Environments: a Viable Systems Approach (vSa)”, in the 11th International 

Conference on Global Business & Economic Development, proceedings of the International 

Conference at the University of Bratislava, Slovak Republic, May 27-30, Vol. 3., ISBN – 13: 

978-0-9797659-8-8; ISBN-10:0-9797659-8-6. 

Piciocchi, P., Bassano, C., “Best service? How to deliver an “empathic service” through an 

interactional perspective” working paper, in the 1st International Conference on The Human 

Side of Service Engineering, proceedings of the International Conference in San Francisco, on 

July 21 - 25, 2012 (forthcoming) 

Quaini, M. (1975), La costruzione della geografia umana, La Nuova Italia, Firenze 

Riel C.B.M. van Fombrun C. (2007), Essentials of Corporate Communication, Abingdon: 

Routledge 

Rispoli, M., Tamma, M. (1992), “Beni e servizi, cioè prodotti”, Sinergie, No. 29, pp. 95-115. 

Rullani, E. 1997, “Il ruolo dei servizi nella realtà dell‟impresa moderna”, Sinergie, No. 42, pp.45-

59. 

Siano, A. (2001), Competenze e comunicazione del sistema impresa. Il vantaggio competitivo tra 

ambiguità e trasparenza, Giuffrè Editore, Milano.  

Siano, A., Vollero, A., Siglioccolo, M. (2007), “Corporate Reputation Management: a set of Drivers 

in the Governance-Structure-System Model. Empirical Evidences from crisis 

communication”, 11
th

 International Conference on Reputation, Brand, Identity & 

Competitiveness, Oslo, Norway 

Siano, A., Vollero, A., Siglioccolo, M. (2007), “The Governance-Structure-System Model: a 

Framework for Corporate Communication Management. Empirical Evidences from some 

Case Studies”, Corporate and Marketing Communications Conference, London, Middlesex 

University Business School, 16-17 April. 

Siano, A., Confetto, M.G., Siglioccolo, M. (2009), “Place reputation management and leverage 

points. Rethinking cultural marketing for weak areas”, competitive Paper, 8th International 

Marketing Trends Congress, Paris, January 16-17 2009. Digital proceedings. 

Siano, A., Confetto M.G., Vollero A. (2008), “Governance-Struttura-Sistema: un modello di 

management della comunicazione per il marketing territoriale”, VII International Congress on 

“Marketing Trends”, Università “Ca‟ Foscari”, Venezia, 17-19 Gennaio. 

Spohrer, J., Maglio, P. P., Bailey, J. and Gruhl, D. (2007), “Steps toward a science of service 

systems”, Computer, Vol. 40, pp. 71-77. 

Spohrer, J. and Kwan, S. W. (2008), “Service Science, Management, Engineering and Design 

(SSMED): Outline and References,” in The Future of Services: Trends and Perspectives, 

Dieter and Walter Ganz Spath, ed. Munich, Germany: Hanser. 

Spohrer, J. and Maglio, P. (2008), “The Emergence of Service Science: Toward Systematic Service 

Innovations to Accelerate Co-Creation of Value,” Production and Operations Management, 

Vol. 17,  No. 3, pp. 238-46. 

Spohrer, J. and Maglio, P. (2009), “Service Science: Toward a Smarter Planet. In Service 

Engineering”, in Karwowski and Salvendy (Ed.), Wiley: New York, NY. 

Spohrer, J., Golinelli, G. M., Piciocchi, P., Bassano, C. (2010), “An integrated SS-VSA analysis of 

changing jobs”, Service Science, Vol. 2, No. (1/2), ISSN 978-1-4276-2090-3, pp. 1-20. 



 17 

 

 

Spohrer, J. (2010), “Working together to build a Smart Planet”, ICSOC (Service-Oriented 

Computing), San Francisco, December 8, available at: 

http://www.slideshare.net/spohrer/icsos-20101208-v2. 

Spohrer, J. (2010), “Service Science: Progress and Directions”, AMA SERVSIG, Porto Portugal at 

FEUP Engineering School.  June, available at: http://www.slideshare.net/spohrer/service-

science-progress-and-directions-20100620. 

Spohrer, J., Vargo, S.L., Maglio, P.P, Caswell, N. (2008), The service system is the basic 

abstraction of service science, HICSS Conference. 

Sphorer, J., Piciocchi, P., Bassano, C. (2011), “Three frameworks for service research: exploring 

multilevel governance in nested, networked systems”, The 2011 Naples Forum on Service - 

Service-Dominant Logic, Network & System Theory and Service Science: integrating three 

perspectives for a new service agenda, Capri, June 14-17, 2011. 

Thompson, J.D. (1967), Organization in action, McGraw-Hill, New York. 

Trunfio, M. (2008), Governance turistica e sistemi turistici locali. Modelli teorici ed evidenze 

empiriche in Italia, Giappichelli, Torino. 

Valdani, E., Ancarani F., (2000), “Il marketing territoriale nell‟economia della conoscenza”, in 

Strategie di marketing del territorio, Valdani E. e Ancarani F. (a cura di), Milano, Egea 

Vallega, A. (1994), Geopolitica e sviluppo sostenibile. Il sistema Mondo nel XXI secolo, Mursia, 

Milano 

Vargo, S. L. and Lusch, R. F. (2004), “Evolving to a new dominant logic for marketing”, Journal of 

Marketing, Vol. 68, pp. 1-17. 

Vargo, S.L. and Lusch, R.F. (2008), “Service-dominant logic: continuing the evolution”, Journal of 

the Academy of Marketing Science, Vol. 36, No. 1, pp. 1-10. 

von Bertalanffy, L. (1968), General System theory: Foundations, Development, Applications, 

George Braziller, New York. 

Weick, K..E. (1995), Sensemaking in Organisations, Sage Publications, Thousand Oaks (CA).  

Wilson, R. (1985), “Reputations in games and markets”, in A. E. Roth (Ed.), Game-Theoretic 

Models of Bargaining, London, Cambridge University Press, p. 27-62. 

 

  

 

 

 

 

 

 

 

 

http://www-128.ibm.com/developerworks/library/ws-wsrp/


 18 

 

 

Figures 
 

 

Figure 1: Our methodological pathway for interpreting LTA as LTSS 
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Figure 2: Territory as combination and territory as system: two different representations 
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Figure 3: The various configurations of the territory 
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Figure 4: Different interpretations of the various territorial configurations 
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Figure 5: The bottom-up process to create value proposition for LTSS competitiveness 
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Figure 6: The LTSS competitiveness drivers 
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- Treatment of people 

- Employees absorption 

Source: our elaboration 
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