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Information-intensive services (IIS), such as financial services, business services, health care, and education, form a large and
growing part of the service sector in the US economy. In this paper we present a classification of I1S based on their operational
characteristics. We also propose empirically grounded conceptual analysis and prescriptive frameworks useful for the im-
provement of certain types of IIS. By conducting statistical analyses of a large sample of claims data from one of the largest
property and casualty companies in the United States, we isolate key drivers of service performance and identify preemptive
actions that can favorably impact performance metrics. Those results demonstrate the direct operationalization of the pro-
posed frameworks with primary data. Our conceptual analysis, empirical findings, and the prescriptive framework that
follow, provide an action plan that can lead to a systemic improvement in the performance of information and customer
contact intensive services.
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well as the plausible reasons for this paucity, have
been well documented (Apte et al. 2008, Chase and
The service sector represents the largest and the fast-  Apte 2007, Hayes 2002, Metters and Marucheck 2007,
est-growing segment of the economies of the United  Roth and Menor 2003). The qualitatively different na-
States and other developed countries. For example, in  ture of IIS is similarly well documented (Hayes 2002,
the United States, services accounted for over 80% of  Karmarkar and Apte 2007). The purpose of this re-
employment in the year 2004 (Spohrer and Maglio  search, therefore, is to begin addressing the need for
2008, US Department of Labor 2005). In the past few  research in managing operations in IIS.
decades, information has also come to play an impor- The first goal of this research is to propose conceptual
tant role in almost every aspect of life. Apte and Nath  frameworks useful for analyzing and improving certain
(2007) estimate that in the United States the share of  types of IIS. We adopt an operations management
information economy in the total gross national  viewpoint and consider issues such as representation
product (GNP) grew from about 46% in 1967 to about  and analysis of operational processes so as to identify
63% in 1997. They conclude that, in comparison with  actions that can lead to improved operational perfor-
the total economy, the information economy has been = mance. Toward this end, we perform a simple but
growing at a faster rate. Moreover, within the infor-  comprehensive conceptual analysis, which yields a
mation economy, information-intensive services (115) descriptive framework that is a visual abstraction of
such as financial, business, health care, and education  the latent IIS processes highlighting the importance of
are growing at even faster rates. Apte et al. (2008) es-  co-production. This descriptive framework foreshad-
timate that, in 1997, IIS accounted for 56% of GNP. ows our prescriptive framework, which provides an
The paucity of research in operations management  action plan that can lead to systemic improvement in
regarding services in general and IIS in particular, as  the overall service outcomes in IIS.
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1. Introduction
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