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Executive summary 
 
This report is a self-assessment of research quality at the Service Research Center (Centrum 
för tjänsteforskning, CTF) at Karlstad University (Kau). The assessment is divided into six 
sections that follow a pre-defined format. The report has been processed through a series of 
workshops and seminars that were conducted within the center and externally.  
 
The first section of the self-assessment deals with CTF’s long-term vision, which is to be a 
world-recognized international research center that describes, explains, and improves the 
conditions leading to value creation through service. CTF shall contribute to positive 
development of individuals, organizations, and societies by conducting research and 
education on value creation through service. In this way, CTF’s research contributes to 
making the world a better place.  
 
The strategic goals of CTF are to be a scientific thought leader, to attract external funding, 
and to have societal impact. For this to happen, research quality is crucial. Our values, the 
systemic view on value creation as our identity, and the CTF culture pave way for research 
quality.  
 
The second section deals with CTF’s organization. CTF is a large research center consisting of 
no fewer than 80 individuals and we are a part of Karlstad University through a matrix 
organization, where we engage researchers from six academic disciplines.  
 
The third section deals with our competence profile, which shows our interdisciplinarity and 
how we work with challenges such as gender balance and research ethics.  
 
The fourth section deals with research quality and outlines how CTF has worked with 
internationalization as an important means of research quality. In addition, we present 
responsible metrics, and field-weighted citations, that indicate CTF’s position in service 
research.  
 
The fifth section deals with collaboration and what is commonly referred to in academia as 
co-production of research. The ability to conduct research with external organizations is a 
cornerstone of CTF’s research. External collaborations lead to external grants and unique 
scientific publications.  
 
The sixth and final section deals with the bridge between research and education. CTF has 
slowly but steadily increased its focus on teaching and the flagship in this regard constitutes 
the expert competence program ISE (Improving Value Creation through Service Education).  
 
Each of the sections contains an identification of for areas for improvement. Some areas 
represent ambitions that CTF can take on by themselves, but others are areas where other 
parts of the university also need to engage.  
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Background information 

This self-assessment provides an overview of CTF’s research quality in six sections. The 
disposition follows a pre-defined template chosen by our university, and we have tried to 
respond to the bullet points within each section as clearly as possible. At the end of each 
section, we outline areas for higher ambition and support, both from the viewpoint of our 
center and from the viewpoint of other parts of the university.  
 
Readers of the material should also take into account the quantitative data that we have 
submitted to our university (which is sometimes left out in the text below). Interested 
readers are also welcome to visit our web (https://www.kau.se/ctf) and read any of the 
annual reports that we have released since 2017 (https://www.kau.se/ctf/arsrapporter). 
Also, in particular, when it comes to scientific publications, data on how we perform are 
available through academic databases.  
 
The content has been reviewed twice by Strategiska Rådet at CTF, and once by CTF’s 
advisory board. Parts of the content have also been reviewed at CTF’s Planning Days in 
Sunne (August 23–24) and also discussed in several less formal forums (workshops and 
seminars) with various researchers at CTF during the fall of 2023.  
 

1. Long-term vision and how research quality is enabled at CTF  
 
Centrum för tjänsteforskning (in English: Service Research Center) CTF is an interdisciplinary 
research center at Karlstad University. At the same time, as service has become increasingly 
important for human beings, organizations, and societies, CTF has grown. To this date, CTF 
consists of 80 persons and has a turnaround of approximately 49 million SEK. Since its 
establishment in 1986, CTF has become widely recognized for its cooperation with 
companies and organizations in both public and private sectors, B2B and B2C, nationally and 
internationally.  
 

Vision – how we want to make the world a better place 
 
The vision of CTF as a research center is to be a world-recognized international research 
center that describes, explains, and improves the conditions for individuals, organizations, 
and societies, leading to greater individual and collective well-being by value creation 
through service. As a research-focused center, its strengths lie in its focus on leading 
research, where top quality and thought leadership constitute the long-term goal. 
 
More specifically, CTF shall contribute to the positive development of individuals, 
organizations, and societies by conducting research and education on value creation through 
service. In this way, CTF’s research will contribute to making our world a better place. By 
value creation, we mean how processes occur in ways that are more time-efficient, more 
cost-effective, more secure, more environmentally friendly, more smoothly, and so on, that, 
taken together, improve the situation for a beneficiary. In this way, value creation implies 
service experiences that are key to competitive advantage and organizational performance, 
whether product-enabled (think consumer products), platform-enabled (think web/app 
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solutions), or human-enabled (think people interactions) and are equally important for 
private and public organizations. The beneficiary that is being served can be a consumer, 
patient, citizen, customer or business customer, a user of some kind that can use the skills, 
resources, and competencies that are provided by one or more organizations in certain 
situations.  
 
CTF has managed to take a leading role in service research globally. For other universities, 
CTF has functioned as a guiding post for how to conduct research in collaboration with the 
surrounding society and what areas to focus on in terms of the next generation of research. 
Also, internally for Kau, CTF has been the flagship research center in terms of international 
reputation and impact. While we are proud of this achievement, we want to emphasize that 
we are committed to and working hard to maintain this leadership position. This includes 
seeking to solidify important existing competence and research areas, as well as renew and 
expand our competence and research areas into the next generation of CTF. 
 
The long-term implication of CTF’s vision is that – given our focus on value creation for 
individuals, organizations, and societies – CTF could be the natural research platform for 
externally funded research, with an individual, organizational, or societal mission, at Karlstad 
University. This means that more academic disciplines than just the six that are currently 
active at CTF could use the brand and infrastructure of CTF when they apply for funding and 
work with external missions and collaborations.  
 

Success – what we deliver to Karlstad University   
 
1. First, CTF reaches success by being a scientific thought leader. This means publishing 

scientific research in international peer-reviewed journals that are later cited and used 
by the research community to advance the scientific frontier.  

2. Second, CTF also reaches success by attracting external funding, which enables CTF to 
conduct research collaborations with external organizations and commit to research 
projects in the long run.  

3. Third, CTF reaches success by disseminating knowledge that has societal impact. This 
means that actors external to CTF (other than researchers) have use of the knowledge 
that CTF creates.  

 
More specifically, the significant and continued success of CTF in contributing to the 
research frontier has built a strong international legacy and legitimacy over the years. As will 
be shown later (in Section 4), CTF ranks first globally in terms of “service research” from 
2011–2021 (based on output and citation metrics), before Hanken School of Economics, 
University of Queensland, and Texas State University, to name a few. In the same timeframe, 
CTF is among the top institutions globally in terms of “service design” research; it was ranked 
second behind the University of Porto in terms of output, but first in terms of citation 
impact, and well ahead of Texas State University and Polytechnic University of Milan. CTF 
has become the reputational flagship for Karlstad University, continuously demonstrating an 
interdisciplinary impact on local, national, and international levels.  
 
When it comes to external funding, CTF is financed through its many competitively funded 
projects. During its 37-year long history, CTF has managed five large externally funded 
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projects (NSE, SISB, SAMOT, DISCERN and ISE, which together represent a net value of 231 
MSEK to Karlstad University. During 2022, CTF hosted no fewer than 47 externally funded 
research projects.  
 
For examples of our societal impact, on individuals, organizations, and societies, we refer to 
our website and annual reports, where we illustrate how external actors have put our 
scientifically derived knowledge into use.  
 
For CTF to meet its strategic goals – being a scientific thought leader, attracting external 
funding, and having societal impact – research quality is crucial. Our values, the systemic 
view on value creation as our identity, and the conditions that pave way for research quality 
are described below. 
 

Values – what we stand for  
 
Much of CTF’s success in its 37-year history can be attributed to its culture. It is an often-
repeated quote that “culture eats strategy for breakfast” and at CTF we believe that this idea 
has some validity. Much of the work and effort at CTF is devoted to having a good working 
climate where researchers can collaborate, test novel ideas, be thought-provoking, and have 
fun. At CTF we believe that, in a place where there are a lot of people who want to engage in 
service research and collaborate, and share the vision, success, and values that are being 
brought forward here, good things will happen.  
 
More specifically, CTF encourages researchers to take initiative, as well as collaborate with 
other scholars, as high-quality research is rarely a one-man show. Thus, collaboration and 
curiosity to explore new topics and societal challenges are important traits among 
researchers at CTF. As a result, co-creation, publications, and relevance come, and dynamic 
development is supported. The environment and culture of CTF are highly international, 
inclusive, and open which represent the backbone of scientific publications, external 
funding, and societal impact. 
 

The systemic view on service as a common identity  
 
CTF’s research focuses on service and, more specifically, on how value creation is enabled 
through service. Whether product-enabled (think physical touchpoints), platform-enabled 
(think digital touchpoints), or human-enabled (think people interactions), service 
experiences are key to competitive advantage. In essence, all organizations strive to 
facilitate improved service; as a goods-manufacturer, a governmental authority, or as a retail 
firm – each organization wants its respective users to have value-creating experiences from 
using the resources to which they have access to.  
 
Over the years, service research has managed to renew itself several times, from being a 
niche field for the service sector to becoming a dominant business logic employed by most 
business sectors, to rethinking and understanding value as being systemic and as something 
that evolves from service experiences and in service systems over time. This latter view 
implies that value is central to service systems and that innovation and transformation 
become phenomena of interest for researchers.  
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To give a few contemporary examples of research, the system view on value creation 
through service experiences is of interest for understanding how customers engage in 
sustainable practices while using digital technology, how servitization transforms industrial 
firms, how public institutions can improve preventive health propositions for citizens who 
want to change behavior, or how healthcare can prevent patients from diseases by offering 
digital innovations that keep them healthy. All of these represent illustrative research 
content in CTF projects. 
 
For researchers who are interested in the interplay between service systems and their users, 
or in how value is created or innovated, in business and societal systems, CTF is a research 
infrastructure that is open for collaboration. Researchers who come to CTF can use the 
services that we provide (seminar series, collaborative culture, connections to organizations 
and funding agencies, and so on) to take their research to the next level. The interplay 
between individuals (in the form of consumers, patients, citizens, users, etc.), businesses, 
and societal systems is dynamic, which means that new, interesting, and worthwhile 
research questions constantly arise. The common denominator for CTF research is a focus on 
value creation and valuable service experiences, and how these are created, perceived, 
innovated, and transformed over time. 

Research quality enablers – how do we pave way for good research? 

For decades, CTF has played a central role in advancing service research. With its cutting-
edge international research, CTF has advanced knowledge on the service logic, contributing 
to a foundation of knowledge that, from the start was relevant for only the service sector 
but is now widely recognized as the leading thought discipline for several sectors, such as 
the industrial, retail, and IT sectors.  
 
Somewhat noteworthy and coincidentally, while given the task to self-assess the quality of 
our center’s research quality, our own field of service research has had much to say about 
what leads to quality in research (research being a service). Information on how CTF assesses 
and evaluates research quality is presented in Section 4. Here, we highlight what actions 
lead forward and enable research quality.  
 
During the 1980s, our Finnish research colleague Christian Grönroos (2015), who was 
appointed as a senior fellow at CTF, developed a novel framework of how organizations 
enable quality. Other frameworks of what leads to research quality in our field (e.g., Rust & 
Oliver, 1993) have informed our thinking. To be compatible with Swedish academia, we use 
the understanding of scientific quality as defined by the Swedish Research Council (VR). In 
brief, this implies scientific excellence, internationalization, and research infrastructure 
(Forskningskvalitet och internationell konkurrenskraft). Regarding research excellence, we 
rely on a recently published article in a highly ranked journal (Lindgreen et al., 2021) and the 
accreditation provided by AACSB (www.aacsb.edu) as a guiding star for what research 
quality is. AACSB is the accreditor of Karlstad Business School.  
 
To continue, the Swedish Research Council defines quality of research as quality in output as 
well as quality of co-production and collaboration with the surrounding society (www.vr.se). 
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This is well in line with the two concepts of rigor and relevance, which are often brought 
forward as the quality concepts of research. Research must be carried out in a correct way 
(internal validity) and be of use to someone (external validity). In Section 4 we will discuss 
more in detail what we think are good indicators of research quality at CTF; here, we turn 
our attention to the conditions that are conducive to research quality – what paves the way 
for research quality at CTF? 
 
We argue that many assessments and beliefs of what leads to research quality first identify 
‘individual research skills’ as an important factor. We concur with these thoughts, but wish 
to stress that this is probably only one side of the coin. For research quality to be enabled, 
cultural and social conditions also need to be in place to create a foundation for researchers. 
While individual research skills, such as methodological competence, analytical abilities, and 
theoretical knowledge, are important, these are still only the ticket to play. To move towards 
the ticket to stay, researchers are coming to CTF and enabling research quality because of 
the culture and the environment that we offer. The social get-together and lively 
interactions among people at CTF are more important than what most people might think 
beforehand. 
 
To make this reasoning somewhat clearer, Table 1 shows activities that we at CTF engage in 
and that pave the way for our overall research quality.  
 
Table 1. How CTF paves the way for research quality.  

 
Enabling factors 
 

 
Processes/activities 

Individual skills and 
competences 

• Theoretical knowledge, domain knowledge, academic 
knowledge  

• Methodological skills 
• Scholarly writing skills  
• Analytical skills  
• Data skills (using various software programs for research 

purposes) 
• Kau infrastructure (Administrative support, IT support, library, 

etc.) 
Cultural and social 
conditions  

• Open, creative, and collaborative culture   
• Strong presence at the workplace  
• Embracing international visitors and collaborators 
• Analytical understanding of external challenges 
• Investing in people and their careers 
• Objective, neutral, partner to organizations 
• Institutional innovation  
• Extensive international network  
• Extensive business network  

Scientific quality outcomes 
 

• Research quality (rigor) 
• Research that has a positive impact on external actors 

(relevance) 
• Attracting external funding (financial support) 
• Storytelling (in media) 
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• Strong brand (trusted partner among public and private 
organizations) 

• Awards and other types of independent indications of scientific 
excellence (guest research, visiting professorship, etc.).   

 
The figure showing enablers of research quality indicates that quality is built from a platform 
where individual skills related to how we conduct research serve as an important first step. 
These include issues such as having knowledge of theories and theoretical development. 
Methodological skills, such as being able to use advanced quantitative statistical programs, 
as well as qualitative ones, are important parts of being able to conduct research in a 
manner that reduces flaws and leads to analysis that characterizes good research. In 
addition to such technical skills, Karlstad University provides important resources and 
support services that are needed to enhance individuals’ research quality. These include 
internal base-funding and co-financing, software, IT support, library services that are related 
to Open Access, and, not least, access to journal databases.  
 
In line with the Swedish Scientific Council (Stärkt svensk forskningskvalitet till nytta för 
samhälllet, 2023), an important second step to research quality is the atmosphere and 
culture found at scientific institutions. From a CTF perspective, we identified several 
important aspects in this regard. The first is the international visits and exchanges that we 
regularly have throughout the year. Having international scholars visiting us, and our faculty 
being able to visit other universities, makes a profound contribution to the quality of 
research. Likewise, having representatives from numerous organizations, both public and 
private, visit us and take part in our external events enables us to better understand the 
challenges they experience from an analytical standpoint, which provides an excellent 
foundation for research and external grant applications. Most prominent among these 
cultural qualities is that CTF is an open, creative, and collaborative environment, which are 
important characteristics of our workplace climate. The culture at CTF is distinguished by a 
lively exchange among faculty, a strong presence at the workplace, and a positive 
atmosphere where people like to help each other – all of which leads to the many author 
constellations in academic papers we have, as well as different types of competitive bids in 
terms of attracting external funding. In terms of our culture, several visiting scholars have 
stated that they feel welcome and have a great time when they visit CTF.  

“It feels like I have landed in an – if not the – epicenter of service research. 
Every day I am engaged in discussions about varying aspects of services, 

from service design to contracting, and from personal mobility services to 
banking. The fact that CTF integrates all those disciplines and domains at 

such an excellent level makes it a thoroughly inspiring place. And in 
addition to the research, there are also the people, who are warm and 

welcoming, and who will make you feel at home, right off the bat.” 

Dr. Jasper van Kuijk, assistant professor, Delft University of Technology 
 
As the above quote indicates, it is easy to become a part of our center and the 
representation of people is typically intensive whenever there is a seminar ongoing or when 
it is Friday-fika time. Other cultural and societal conditions also regard the independent drive 
to push research further, which is important for the longevity of our center. This means that 
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researchers do not just sit around and wait for an order to conduct research, but take own 
initiatives to apply for funding, collaborate on new article ideas, or meet with external 
organizations, whenever they feel this is needed. Bottom-up initiatives are equally as 
important as top-down initiatives at CTF, and this is the case because of our culture.  
 
As a result of the creative and entrepreneurial environment of CTF, several innovative 
institutional initiatives have been created – one being ‘Värdeskapande Samtal’ (English: 
Value-creating chats) where one academic person from our center meets and talks with an 
expert from either a public or private company. These ‘chats’ have become a popular and 
innovative way of disseminating research to society and for researchers to come closer to 
challenges in organizations. Another innovative institutional initiative regards PhD students 
who have created their own group in which they address their needs and meet in the form 
of a 24-hour workshop, which often takes place at another academic institution. A third 
innovative institutional initiative regards ‘I huvudet på’ (English: In the head of), where one 
CTF employee shares what they are currently doing and what challenges they foresee so that 
other members of CTF are aware of what happens in the various ongoing projects. The 
benefit of these initiatives is that they contribute to an innovative culture at CTF.   
 
To summarize, the individual and collective conditions that have been described above lead 
to results in terms of scientific quality. For CTF, the scientific quality results in scientific 
leadership (publications, internationalization, etc.), external funding, and societal impact. In 
total, these results collectively are responsible for creating a strong CTF brand that positively 
paves the way for future external collaborations and new research journeys in the future.   

Ambitions for CTF 

CTF needs to work harder in terms of inviting scholars from more academic disciplines. If CTF 
means what it says when it claims its research is to the benefit of individuals, organizations, 
and societies, then more academic competencies are needed. For instance, several of the 
research programs involve digital healthcare services, but none of the members of the 
research faculty are researchers from the nursing care department. A clearer and more 
manifest statement, coupled with actions for how those can be accomplished, that CTF 
wants to attract scholars from diverse academic backgrounds, coupled with strategies and 
action plans for how it can be accomplished, needs to be in place if CTF is to be the natural 
research platform for Karlstad University that it claims to be.  
 
In the economic recession that Sweden is experiencing currently, it will be more difficult to 
attract external funding. Therefore, CTF must concentrate extra on this task, which will have 
consequences for, for example, academic publishing and societal impact, at least in the short 
term.  

Areas where we need support from other parts of Kau 

Thinking critically about CTF’s long-term survival, it is evident that there is not always a 
perfect fit between how Karlstad University moves forward and CTF. CTF, which strives to be 
an international research center with a worldwide reputation, has a narrower focus than the 
more wide-stretched goals of our university. This is seldom a problem, but there are 
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instances when the visions collide. One example regards the promotion of PhD students by 
Karlstad University. For CTF, where one goal is to collaborate with external organizations and 
seek funding for this, post-docs sometimes become a wiser priority. In addition, the strong 
focus on external funding sometimes also collides with the interest of increasing the number 
of PhD students. This is the case as our university has four-year financing as an eligibility 
criterion for setting up a PhD position, while many externally funded projects have a three-
year contract, so post-docs will sometimes be preferred over PhD students.  
 
For research institutions like CTF that strive for international academic excellence, it is 
important to have resources comparable to the resource base of comparable institutions 
that it competes with. External research funding is an important means of accomplishing 
this, and the researchers at CTF work on this throughout the year. However, it is also 
important to have a long-term secure base funding from the university. Such financial 
support enables us to reach the aims of our center (scientific leadership, external funding, 
societal impact). Given that our university agrees with the importance of these aims and 
wants to stimulate an international research environment continuously, there is a need to 
consider concentrating its resources to a larger extent. For CTF to keep its flagship position, 
or grow even further academically, continued support from Kau is required.  
 
Finally, given the opportunity for Karlstad University to expand on CTF as a research 
infrastructure for externally funded research with an external mission, the placement of CTF 
on the organizational map could be discussed. Currently, CTF is placed as its own research 
center sorting under the dean of the HS faculty. However, to better integrate researchers 
from the HNT faculty, a change in the organizational structure is worth reflecting on as it 
could potentially facilitate more departments attracting external funding and conducting 
research. The research infrastructure created, and offered, by CTF is likely to be appealing to 
the majority of academic disciplines at Kau, who potentially could take advantage of the 
strong brand that CTF has created among financing bodies.  
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2. Organization and leadership 
 
CTF has an established research organization led by a director (Professor Per Kristensson) 
and a vice director (Associate Professor Johan Quist). In addition, CTF has two administrators 
(Britt-Marie Shandrew and Charlotta Andersson), a communications officer (Linda Fridberg) 
and a controller (Madeleine Montiadis).  
 
In order to position CTF externally, and receive advice on strategic issues, CTF has an 
external advisory board with members from the private sector as well as from other 
universities. Members of the CTF advisory board are:  
 
• Malin Thorsén, chairman of the board, consultant at BrightPlanet AB 
• Peter Rovér, consultant at Effect Management AB 
• Kristina Heinonen, professor at Hanken, Finland 
• Hans Karlssson, kommundirektör Arvika kommun 
• Jonas Matthing, PhD, innovation manager, Compare 
• Anna Skärdin, digitalization expert, Elvenite 
• Mikael af Kleen, consultant at Differ Agency  
• Jenny Karlsson, PhD, CTF representative 
• Director Per Kristensson and Vice-Director Johan Quist also participate on the board 
 
CTF organizes much of its activities in the form of a predefined structure that holds a 
seminar series and various meeting forums. Three meeting forums are Kollegium (every 
second month), where all members of CTF meet, Strategiska Rådet (once every month), 
where all professors and associate professors meet and PhD-breakfast (every third month), 
where the director and all PhD-student meet. All of CTF’s research projects are operated 
independently and led by designated project leaders.  
 
In terms of research infrastructure, it is mostly our consumer research group that needs 
infrastructure (for example, equipment that can track eye movements). Our research 
collaboration with the companies that manufacture this equipment makes us well-situated 
in this regard. Other types of research infrastructure regard computers and software, and for 
this we receive great service from our IT department.  

Capacity for change  

Much of the research at CTF revolves around change and transformation to some extent. 
Therefore, it is of interest to see how CTF itself manages to change. From a helicopter 
perspective, we do this well. For instance, a review of research areas shows evidence of how 
new research areas come in and old ones are left. Ahead of the turn of the millennium shift, 
much attention was devoted to service quality, while most researchers have now moved to 
other, more requested, research areas. Starting from 2010, business models became popular 
to study. From about the same time, different viewpoints on sustainability can be found in 
many of our projects. Service design is a field of study that reached its peak around 2016–
2018, but is not descending in popularity.  
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In addition, the companies and organizations we co-create research with also undergo 
change. Back at the turn of the millennium, companies and organizations mostly came from 
the service sector. Then, from 2005 onward, retail became more interested in our research. 
From 2010, many industrial organizations increased as research partners, as they have 
interest in our research regarding innovation and servitization (for example, industrial 
companies that transform their business logic from product-centered to service-centered).  
 
As mentioned above, CTF has been inventive in several ways. Not only by creating new 
institutional initiatives but also by establishing Karlstad University Samhällsnytta, a 
shareholding company that offers its services to solve complex societal challenges that call 
for service research to address their mission. Within just two years, Samhällsnytta has been 
able to fill and increase its portfolio of research projects. Several of the projects at 
Samhällsnytta have had contact with researchers at CTF. In the same way, some projects at 
Samhällsnytta have a spill-over effect to CTF, when Samhällsnytta’s customers ask for 
research at CTF.  
 
As a final indication of CTF’s ability to renew itself, we can mention many of the awards and 
prizes that CTF researchers receive. During the write-up of this self-assessment, CTF 
researchers, together with Chalmers Industri Teknik, in the project Retake were nominated 
to the Swedish ‘Återvinningsgalan’. In addition, several CTF researchers are visible on so-
called international ranking lists; at Research.com, Bo Edvardsson was ranked first in Sweden 
and 132nd internationally, while Lars Witell (8 in Sweden and 551 internationally). Among the 
world’s most influential researchers, CTF’s Ander Visiting Professor Stephen L. Vargo was 
again named among the world's most influential researchers on the prestigious list of 
Clarivate Analytics. It is also noteworthy that Vargo has not only been one of the most cited 
business scholars since the turn of the millennium, but he also reports CTF/Kau as his second 
affiliation at Clarivate. In addition to all of the above, CTF researchers also often receive 
awards and honors; some examples are listed below:  

 
• 2023 Literati Award Outstanding Paper for the study “Managing the Complexity of Green 

Innovation” by Andrey Abadzhiev, Alexandre Sukhov, Antti Sihvonen and Mikael 
Johnson.  

• The study “How experts screen ideas: The complex interplay of intuition, analysis and 
sensemaking”, authored by Alexandre Sukhov, Johan Netz, Lars E. Olsson and Peter 
Magnusson, received the Albert L. Page Award. 

• Ingo Karpen received the SERVSIG Best Service Article for his paper entitled “Actor 
Ecosystem Readiness, Actor Ecosystem Readiness: Understanding the Nature and Role of 
Human Abilities and Motivation in a Service Ecosystem” and was runner-up for the Best 
Paper in JPIM, for the paper “Designerly ways of Entrepreneuring”.  

• Per Skålén won the Best Reviewer Award in Journal of Service Research. 
• Jakob Trischler and Jessica Westman Trischler won the Best Paper awards in Public 

Management Review for their study on “Design for experience – a public service design 
approach in the age of digitalization”. 

• Margareta Friman and Bo Edvardsson are among Stanford University’s list of top-cited 
researchers. To be appointed to the list, each researcher must be within the top 2 
percent most cited researchers within their field.  
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• Mia Larson won the Emerald Literati Award 2022 for Outstanding Paper for the 
paper “The inevitability of essentializing culture in destination branding: the cases of fika 
and hygge”. 

• Christina Öberg, was awarded for the paper “Managers, Minds and Machines in the Age 
of Artificial Intelligence” at the Academy of Management Annual Meeting in 2021.  

• Kaisa Koskela Huotari was selected for the Highly Commended JSTP Paper Award for 
2020-2021 for the article “Rethinking the actor in service research: toward a processual 
view of identity dynamics” published in Journal of Service Theory and Practice, 30(4/5). 

• Fredrik Wikström and Helén Williams popular science book ‘Stoppa matsvinnet! En 
förpackad lösning’ was awarded the Book of the Year award by Måltidsakademin. 

• Most downloaded open-access article in Transportation Research Part D: Transport and 
Environment. Issued by Elsevier for having a top downloaded open-access article linked 
to Sustainability Development Goals (SDGs). Awarded to Alexandre Sukhov, Katrin 
Lättman, Lars E. Olsson, Margareta Friman, and Satoshi Fujii for their paper: Assessing 
travel satisfaction in public transport: A configurational approach.  
 

These examples emphasize that renewal of research is necessary for any researcher who 
wants to be appointed to these lists.  

Internationalization, research ethics, gender equality, and multidisciplinary 
research  

Regarding CTF’s international position, we refer to Section/Paragraph 4, where this is 
discussed. The same goes for interdisciplinarity, which is described in various instances in 
this self-assessment. Below we focus on research ethics and gender balance.  
 
Research ethics is upheld through our national ethical approval system. There is also a 
support structure at the university where we can ask for assistance. From a CTF perspective, 
ethical considerations generally take place in several steps and sequences. For instance, 
when a new application is being submitted, research ethics are taken into consideration in 
work packages and implementation plans. Most financing bodies require some type of 
presentation of ethical risks in a potential future research project. When projects have been 
granted and are up and running, ethical considerations will naturally come into place when it 
is time to engage in some type of data collection. In addition, at CTF Planning Days, a two-
day event every year in August, research questions with ethical aspects are discussed and 
problematized. Typical consideration may regard questions such as: “What is the role of a 
researcher during data collection?”, “What types of questions are acceptable to ask a 
respondent?” and “What methods can we use and how do we manage to handle GPDR 
issues?” Overall, we believe that discussing research ethics raises awareness among 
researchers at CTF.  
 
Gender equality is something that we always strive to uphold. During 2022 our center had a 
balanced gender equality in terms of men and women at various positions. As of 2023, one 
of our female professors moved to Linnaeus University, which has resulted in an increased 
skewness. We always strive to recruit researchers with gender balance as an important 
outcome. More information on how we assess and work with gender balance is found in 
Section 3.  
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Ambitions for CTF 

CTF has a good capacity to be flexible in terms of meeting new demands for research; this is 
evident from the many research projects and academic areas that have been covered by CTF 
research previously. However, it is not always easy to attract the type of researcher profile 
that we sometimes want. This is the case because the researcher also needs to have a 
natural platform for the academic subject in terms of lecturing. If the head of department (in 
Swedish: prefekt) does not see the same opportunity as we do, then it will be difficult to 
attract that type of researcher at CTF. For example, two different departments have felt that 
they could not offer teaching assignments to researchers, with the consequence that we 
cannot hire that person for research.   
 
This case of conflicting goals between an academic subject and CTF is also evident when 
kompetenskartläggningar (in English: competence mapping) are made. The goal of 
competence mapping is to have competencies spread out over different perspectives within 
a subject. However, for a strong research center, it is the opposite. CTF needs to have 
competencies within the same area to be able to reach scientific depth. In this regard, it is 
evident that the heads of department have an education focus, which constitutes a risk of 
harming our long-term ability to conduct important research and be an agile and proactive 
research center. 
 
Areas where we need support from other parts of Kau 
 
The split between administration and support functions, on one side, and education and 
research, on the other, has been reported repeatedly at Swedish universities (for example: 
DN Debatt 230419, DN Debatt 230204). The message is that a task of those who are 
employed in support functions is to control and coach those who teach and conduct 
research (for instance, by assigning them to do a self-assessment or other types of self-
reporting). From the perspective of our research center, this split is also evident at Karlstad 
University. CTF appreciates many of the support functions at our university, but it is also 
quite clear that there are functions that do not embrace a unified vision of what a university 
should accomplish. For research quality to flourish even more in the future, Karlstad 
University should adopt a (service) perspective where everyone views themselves as being 
part of conducting high-quality research and education; that is, everyone should view 
themselves as responsible for core operations, thereby avoiding the split in different 
functions.  
 
In this regard, our university’s processes for ethical approval and GDPR compliance need to 
be commented on. Although the intentions of the local research ethics committee and the 
faculty ethics advisors are good, in practice the process has become both complicated and 
time-consuming. What was intended as a support function has developed into a local 
bureaucratic control system, but without the authority to supersede the national 
requirements for ethics approval (which must still be applied for by the researcher). The 
result is a doubled workload for the researcher and an obvious risk that local standards are 
developed that set Karlstad University apart from the rest of academia in a disadvantageous 
way.  
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A related example of this is the local interpretation of the GDPR framework, where Karlstad 
University has decided that researchers at Karlstad University cannot use survey tools used 
elsewhere at other Swedish academic institutions. Setting up rules that make it more 
difficult to be a researcher at Karlstad University than at other institutions is likely to be 
contrary to what the university is trying to accomplish in terms of enhancing research 
quality.  
 
CTF is a research center that was established in 1986. The term center has a long tradition in 
academic institutions (https://provost.harvard.edu/principles-and-guidelines-establishment-
centers). The rationale behind establishing centers in academia was originally that singular 
academic subjects were not able to respond to societal challenges, outside of the university. 
In order to more proficiently respond to such calls, centers were created where several 
academic subjects collaboratively worked in an interdisciplinary fashion on such external 
challenges. In addition, for many centers, an application process typically takes place where 
rectors and provosts can decide about the relevance of the center. The most important 
criterion in such a process is likely the amount of external funding that can be attracted as a 
means to fund at least a substantial part of the center. Taken together, this means that (1) 
centers at universities need to respond to societal calls, (2) challenges should consist of 
members from several academic subjects, and (3) universities have a substantial part of their 
operations funded by external grants. We believe that Karlstad University would have a 
better return on its investments if it took those considerations into action.  
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3. Competence profile  
 
As of 2023, 80 individuals (see https://www.kau.se/ctf) are engaged in research at CTF to 
varying degrees. These 80 people have the following titles: 13 are professors, seven are 
international visiting researchers (where five are professors), seven are associate professors, 
28 are PhDs, 20 are PhD students, and five are administrative staff. Out of these 80, 36 are 
female and 44 are men. For more information about the competence profile of CTF, we refer 
to the background data collected by our university.  
 
As noted above, CTF is relatively well-staffed in terms of researchers at various stages of the 
academic career ladder. In terms of interdisciplinarity, CTF has researchers from several 
disciplines: business administration, psychology, informatics, environmental and energy 
systems, political science, and material science. During 2023 we also had researchers from 
religious studies (now retired) and computer science (recently moving to JIBS). Previously, 
we have had researchers from working life science and economics. Also, CTF has research 
projects with many other academic institutions, both at Karlstad University and elsewhere in 
Sweden.  

Competence boosting activities 

CTF repeatedly applies for external funding. Whenever that is done, we continuously search 
and apply for new collaborations with researchers who can spend time at CTF. This means 
that our organizations are agile and respond to the calls for research that takes place outside 
of Karlstad University. The analysis that is needed for a researcher to capture and 
understand the challenges outside of the walls of our university calls for curiosity in terms of 
using new theories and methodologies. Taken together, the focus on external funding boosts 
researchers’ competence in terms of knowledge breadth on various research areas and 
types.  
 
We constantly reflect on how we can become as attractive as possible as a research center 
in the eyes of our faculty and strive to make the affiliation to CTF as beneficial as it can be. 
Activities that we undertake to stimulate this include a lively seminar series. The seminar 
series is also a great opportunity to embellish our research and to invite international 
researchers to Karlstad University (see Table 2 below). Other types of activities that we have 
undertaken include mentorship for emerging female scholars. Our goal of that activity was 
boosting young female scholars to move from PhD to associate professorship. In sum, we 
strive to be a place where young researchers can find a place to grow their career.  
 
Table 2. CTF seminar series during 2023.  
 

17 January  Pritam Padhi, half-way seminar 
10 February Per Skålén, research proposal 
16 February Peter Samuelsson, future service technologies 
3 March John-Eric Hassel, half-way seminar 
March Värdeskapande Samtal 1: Tjänstefiering i tillverkningsindustrin  
4 April Lasse Magnell, Planning seminar  
12 May  Frida Skarin, PhD-dissertation  
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29 May Joona Kärenen, RMIT Melbourne, Australia  
1 June Tjänsteinnovationsdagen at KCCC 
1June Värdeskapande samtal 2: Innovation och digital utveckling inom handeln 
15 June Melaniye Kreye, York Univ.  
24 Augusti Per Kristensson, Kvalitetsutvärderingen CTF (Planning Days) 
26 September Can Song Ooi, U of Tasmania 
28 September Mats Alvesson, Lund Univ.  
17 October Elina Jaakkola, Turku Univ.  
26 October Anna Nilstomt och Janet K Rasei  
26 October Jonas Hjalmar Blom  
4 October Värdeskapande Samtal 3: Digital kompetens inom offentlig sektor 
1 November Alessandro Biffi, Milano, Politechnico U 
3 November Värdeskapande Samtal 4: Google x CTF 
6 November Jakob Trischler och Ingo Karpen 
6 November Per Kristensson, Kvalitetsutvärderingen 
24 November Christina Mele, Napoli, Italy 
27 November Per Kristensson, kvalitetsutvärdering av CTF 
11 December Sustainability Day, jointly with Karlstad Business School 
12 December  Värdeskapande samtal 5: Retake  

Dynamic research areas at CTF  

As CTF’s research starts out from the vision of being able to contribute to the positive 
development of individuals, organizations, and societies, it is difficult to say what specific 
areas we are active in. For researchers to be able to identify external challenges – applying 
new theories and collecting and analyzing new empirical data – the specific area of research 
is likely to change over time. In a broader sense, CTF’s research focuses on value creation 
through service, which means that service management is our field of research.  
 
As for the present, areas such as innovation, servitization, service design, sustainability, 
systems research, and transformation are areas where a lot of research is focused.  
 
In line with the reasoning found elsewhere in this assessment, CTF is open to new areas and 
competencies at the same time as societal development and transformation point out them 
as relevant. While this might sound reasonable, it is worth emphasizing that this makes CTF 
unique in comparison with traditional academic subjects, which tend to stick with the same 
research areas over time (for example, a business administration researcher might focus on 
internal auditing reporting standards, a clinical psychologist on therapies and psychological 
treatments, regardless of whether this is asked for by the external society).  
 
An illustrative example of how CTF’s research is shifting focus regards our research on 
sustainability. Ten years ago, we had only one research project that explicitly dealt with 
sustainability. As the surrounding society has increasingly emphasized that our climate is 
under pressure, and sustainability research has been called for, CTF has increased its 
attention toward this dramatically. Notably, CTF has also been able to attract two 
knowledgeable researchers from the Environment and Energy Systems Department, which 
has further enhanced our performance in this area.  
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Academic partners, networks, and dissemination activities 

CTF has several academic partners. First, the relationship with Arizona State University’s 
Center for Service Leadership has been all the way since the establishment of these centers 
(CSL was founded one year ahead of CTF). Subsequent to that, the number of relationships 
has increased rapidly, largely because of the international profile that researchers at CTF 
have had. Today, CTF has important relationships and exchanges with Hanken, Svenska 
Handelshögskolan i Helsingfors, INN, Höyskolen i Innlandet i Norge, Roma III University in 
Rome, Linköping University, and Cambridge Service Alliance at the Institute of 
Manufacturing at Cambridge University, to name some of the most prominent networks we 
participate in. 
 
In addition, to disseminate research results to receivers who really need them, and thereby 
making a strong impact, CTF continuously communicates its research results, both nationally 
and internationally, to other stakeholders by means of its web (www.ctf.kau.se) and through 
a designated communications officer who collaborates closely with media and is active on 
diverse platforms (Notified, Expertsvar and Alpagallileo etc. for press releases and news 
articles) and social media accounts connected to CTF (LinkedIn, Facebook, YouTube, X and 
Instagram) and through electronic newsletters. Notifications about projects, newsletters, 
blogs, and annual reports can be found on the web. Many CTF researchers also use their 
own social media channels to disseminate their research. In line with this, CTF researchers 
typically take active participation in the social debate, as well as in media, and other forums. 
Some recent examples of successful popular science articles are: ‘Engångsmuggen ska bort, 
forskning ska reda ut hur’ on foodsupply.se, ‘Lyckad tjänstefiering kräver nytt mindset’ in 
Kvalitetsmagasinet, ‘Innovationerna blomstrar under pandemin’ on Industrinyheter.se, 
“Starta pilotprojekt för samverkan om försvaret” in Dagens Samhälle. During the pandemic, 
CTF published a debate article in Dagens Nyheter (DN Debatt 201108).  

Ambitions for CTF 

CTF also needs to work harder to promote the careers of junior and upcoming researchers. 
Currently, a relatively small group of senior scholars produce a large proportion of CTF’s 
academic output. Junior faculty need to contribute to a larger extent to the research outputs 
of the center, to advance in their careers, and to take a larger responsibility in senior 
positions for CTF, eventually contributing to leading the center. This is important for the 
long-term survival of the center. Establishing oneself as an international leading researcher is 
hard work. The competition for publishing in the best journals is hard. We need to prepare 
the next generation in such a way that they are ready to do the hard work that is needed. 
 
Personnel at CTF have also left us for positions elsewhere at Karlstad University. The dean, 
two pro-vice chancellors, one former vice-rector, the director of the library, one head of 
department, and one rector of studies all come from CTF. Personnel from CTF are attractive 
and we need to raise our level of attractiveness to keep our faculty. It should be noted, 
however, that this is not necessarily entirely a problem. People who leave create new 
opportunities for collaboration and future support. 
 
Our gender balance at the senior level does not correspond to what we are striving for. 
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Currently, we only have two professors and two associate professors who are women; all the 
others are men. This skewness is problematic and something we need help to solve. Several 
undesirable effects follow from this, such as difficulties in balancing research projects, 
supervision, and many other things. To make things worse, one female professor left us for 
Linnaeus University, which made our gender balance even more skewed at the professorial 
level. Currently, we cannot hire new personnel unless a subject has identified a need for a 
new position. Although we are troubled by the skewed gender balance, the only light in the 
tunnel regards the overall gender balance, considering all academic positions, which is 
better distributed (45 percent female, 55 percent male). 
 
Gender balance is not only about numbers, but perhaps more about identifying hindrances 
and the glass ceiling effect. Another important gender problem, for CTF, is the situation 
whereby few of our female faculty, currently at the PhD level, have managed to reach the 
associate professor’s level. We hypothesize that the underlying reason resembles the ones 
of the whole sector, namely that female scholars engage more in education and take on 
other types of more collective roles within the academic system (at the same time as young 
male scholars focus exclusively on publishing papers). This problem is evident from having a 
close look at the names with course responsibility, where women are in a clear majority. One 
potential solution is to employ a more rotating system at our university. As it is organized 
currently, many appointments are fixed which might incur some problems.  
 
CTF has taken several steps to overcome this. For example, we created mentor networks for 
female PhDs and along with those network seminars that focused on academic writing and 
publishing (which was requested by female researchers). We have also used our 
international profile to equalize the gender imbalance by encouraging faculty to invite more 
women as visiting professors as well as international guest researchers. Furthermore, we 
have allocated more base funding to projects with female PhDs and we regularly – although 
not always – rethink how gender balance is taken into consideration at our conferences and 
in our newsletters. While there has been a return on investment on these initiatives, they 
are still not good enough. From our point of view, we are troubled by this situation as there 
seem to be few quickly implemented solutions to this problem, and it is a well-recognized 
problem in the whole university sector. We are aware of the situation that gender-balanced 
workplaces within academia lead to more scientific progress and a better work environment 
(DN 231020), something that is close to our heart at CTF. In the future, we are open to new 
suggestions and proposals on ways to deal with the gender imbalance. Moreover, we see 
the need for new collaborative initiatives in all parts to tackle this complex problem.  
 
Finally, as mentioned in a previous note, CTF can improve in attracting researchers from 
other academic disciplines when traditional areas such as business administration and 
psychology no longer have vacancies for new employees. Here we need to rethink how we 
can become attractive to other academic subjects so they view us as a potential solution; for 
instance, when it comes to applying for external grants.  

Areas where we need support from other parts of Kau 

All members at CTF are employed in another department. This is the case for both faculty 
members and administrative staff. As in many matrix organizations, a grey area arises where 



 22 

it is sometimes difficult to draw a line regarding whether a certain individual’s performance 
can be attributed to CTF or to another department at the university. This is usually not a 
problem for CTF as we always strive to be inclusive and open. However, one case where this 
grey area becomes evident regards activities carried out, and to be listed, in evaluation 
processes (for instance, in a self-assessment similar to this one). One academic subject 
claimed that CTF ‘took all of their publications’, but these publications (made by faculty from 
their subject who had their research carried out at CTF) should also be listed as contributions 
in that respective subject. In situations like these, there is a misunderstanding about how a 
matrix organization functions. Another difficulty occurs when a faculty member is needed 
for education while the same person is engaged in research, and vice versa. In general, 
matrix organizations are beneficial for universities, so Kau must take these advantages into 
consideration and deal with issues that sometimes arise.   
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4. Research results 

Internationalization  

Internationalization has been a key success factor for CTF. We have a strong global position 
as the leading research center in our field. As a result, we have many research visitors to 
Karlstad, who share and co-operate in our research projects. 
 
An important part of internationalization is to have relationships with researchers outside 
our own university. This is why we regularly invite scholars to visit CTF and encourage our 
own researchers to establish connections outside Karlstad and Sweden. Having international 
relationships enables our researchers to collaborate on papers at the same time as they 
sharpen their understanding of what is happening at the research frontier. 
Internationalization not only leads to improved research quality, but it is also part of what 
makes the CTF brand stronger when it comes to external collaborations with organizations. 
In a similar fashion, applications for external grants are becoming more competitive, either 
by receiving advice from international scholars or by inviting them as partners in advisory 
boards. In sum, by being international, the overall performance of CTF increases.  
 
There are many aspects to internationalization; the ones that we want to highlight from a 
CTF perspective regard (1) our visiting professor program, (2) shorter visits and exchanges, 
and (3) scientific conferences.  
 
Regarding our visiting professor’s program, we have five visiting professors financed by the 
Ander Foundation. All our visiting professors are highly respected within their field and are 
collaborating with us from 2024 to 2026. We have had a visiting professor’s program for nine 
consecutive years at CTF. Our current visiting professors are:  
 
•  Helen Perks, University of Nottingham, UK 
•  Christina Mele, University of Naples Federico II, Italy  
•  Elina Jaakkola, University of Turku, Finland 
•  Pascal Le Masson, MinesParis Tech, France  
•  Martin Schreier, Wirtschafts University of Vienna, Austria 
 
The visiting professor’s program is now in its third round. This means that we have had 
visiting professors guiding our research, and education, previously in time. These professors 
are partnering up in composing research grants, writing up articles and also mentoring CTF 
researchers that are in need of support (for instance, PhD students).  
 
In the same way, CTF has several senior researchers that are affiliated with international 
universities, as guest professors, or as global scholars, which enables important contacts and 
research collaborations with their respective institutions. For example, Per Skålén and Bo 
Edvardsson are professor II at Högskolen i Innlandet; Per Kristensson is a senior research 
fellow at Hanken, Svenska Handelshögskolan in Finland and was previously professor II at 
Norwegian School of Economics; and Ingo Karpen is a visiting professor at Adelaide Business 
School in Australia. We have also started building close collaboration with the Service 
Alliance at Cambridge University through Lars Witell. On the international note, it is worth 
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stressing that several members of the CTF faculty originally come from countries other than 
Sweden, namely: Norway, Finland, Germany, Iran, Poland, Luxemburg, Russia, Austria, the 
Netherlands, and Italy. Our international composition of researchers is largely a sign of 
international recruitment efforts and our international presence at universities abroad.  
 
Regarding shorter visits and exchanges, there has been quite a group of scholars visiting CTF 
during the period from June 2022 to October 2023. Due to the pandemic (up till mid-2022), 
the number of visits was lower than what is usually the case at CTF. Table 3 shows a list of 
researchers visiting CTF.  
 
Table 3. List of visiting scholars to CTF.  
 

• Martin Schreier, professor, University of Vienna, Austria 
• Helen Perks, professor, University of Nottingham, UK 
• Johanna Gummerus, professor, Hanken, Finland 
• Kristina Heinonen, professor, Hanken, Finland 
• Can Seng Ooi, professor, University of Tasmania, Australia    
• Mats Alvesson, professor, Lunds University  
• Qusay Hamdan, PhD student, Vlerick Business School, Belgium 
• Jaime Ortega Gutierrez, PhD, Universidad de Sevilla, Spain 
• Elina Jaakkola, professor, University of Turku, Finland 
• Anders Gustavsson, professor, BI, Norway   
• Steve Vargo, professor, Oklahoma State University, USA  
• Aniek Toet, PhD student, TU Delft, Netherlands 
• Caspar Chorus, Dean, TU Delft, Netherlands 
• Joona Keränen, associate professor, RMIT University, Australia 
• Melanie Kreye, professor, dean, York University, UK 
• Maaike Kleinsmann, professor, TU Delft, Netherlands 
• Magnus Persson, docent, Chalmers, Göteborg  
• Marit Engen, Högskolen i Innlandet, Norway  
• Suzanne Hiemstra-van Mastrigt, PhD, TU Delft, Netherlands 
• Julia Dicenta, PhD student, Hohenheim University, Germany 
• Eva Lexutt, research associate, Fernuniversität Hagen, Germany 
• Joanna Pilawa, PhD student, Linköping University  
• Maike Klip-Veltman, PhD student, TU Delft, Netherlands 
• Mario Giraldo Oliveros, PhD, Universidad del Norte, Colombia 
• Alessandro Biffi, PhD student, Politecnico di Milano, Italy  
• Christina Mele, Professor, University of Naples Federico II, Italy 
• Victoria Blom, Docent, Gymnastik- och idrottshögskolan, Örebro 
• Hege Eriksen, professor, Høgskulen på Vestlandet, Norge 
• Tommy Høyvarde Clausen, professor, Nord University Business School, Bodö, Norge. 
• Christian Fuentes, professor, Lund University  

 
It is important and helpful to have international scholars in the CTF environment. These 
researchers take part in seminars, chat with people in the fika-room and create long-lasting 
relationships. As a result, some CTF researchers often visit other universities or meet at 
conferences. As is described later in this report, many of the collaborations continue into 
research publications, joint PhD supervisions and joint research grants. Moreover, by being 
embedded across research environments (for example, at KAU and at an overseas 
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university), our employees benefit from multiple network effects, such as access to further 
resources, researchers, and knowledge circles. This combination facilitates joint publications 
and grant projects and can become a self-reinforcing cycle of initiatives.  
 
Finally, in terms of internationalization, our own conference, QUIS, plays an important role. 
QUIS is our international conference that was inaugurated in 1989 and is held bi-annually 
with approximately 250 participants from all over the world. The conference started in 
Karlstad but have since been hosted at many places: USA (New York, Orlando, Cornell), 
Canada (Victoria), Germany (Wolfsburg), Portugal (Porto), China (Shanghai), Spain (Valencia), 
and most recently in Hanoi, Vietnam in 2023. The 19th QUIS conference will be held in 2025 
at Roma III in Rome. By organizing the conference, we are being able of creating many new 
relationships with researchers at universities that otherwise might have been difficult to get 
hold of. As an extra benefit, the conference gives as a financial contribution each time it is 
being held. To manage the conference and coordinate its members, CTF has initiated the 
International Network of Service Researchers, which includes all the important service 
research centers in the world. The vision of the network is to strengthen and move the field 
of service research forward. The QUIS conference is the natural meeting point for the 
network.  

CTF’s contribution to the Kau strategy 

Overall, CTF’s operations are in line with five of the six strategic goals that Karlstad 
University (Kau) has defined for 2030. According to Kau, the strategic roadmap for 2030 
includes: 
 

1. Kau strives to promote highly recommended academic environments that can help 
shape the profile of the university as one where research and education are closely 
intertwined. CTF has a long tradition of being an excellent research environment at 
Kau. If given the opportunity to accomplish more research, by receiving stronger 
financial support, the positioning and profile of CTF would strengthen Karlstad 
University even further, according to the Kau strategy. 

 
2. Kau wants to establish close relationships and connections with businesses and society 

at large. One of the hallmarks of CTF has been externally funded research through 
which a number of organizational partners have mutually collaborated in research 
projects. Funding from the KK Foundation and Vinnova has aided greatly in this regard 
and continued external funding would further strengthen collaboration with external 
partners from industry and society. 
 

3. Kau wants to demonstrate a larger degree of internationalization. For CTF, this equals 
operations we have considerable experience in, as described above. We currently have 
extensive collaboration with researchers all over the world, but this collaborative spirit 
would be further substantiated, in several ways, if increased further support is 
received. For instance, the alliance with Cambridge University, visiting professors from 
other countries, and co-authorships with international scholars in well-renowned 
journals can be supported and further strengthened, with Kau meeting its strategic 
goals as a result. 
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4. Kau wants to promote sustainable social, economic, and environmental development 

in a systematic way. The purpose of several research projects at CTF is to guide firms in 
transitioning towards more sustainable business operations that are both profitable 
and sustainable. With this purpose, our proposal aligns directly with the sustainable 
development goals set by Kau. 
 

5. Kau wants to increase the number of doctoral candidates and programs. This 
correlates well with the ambitions that CTF has. In addition, CTF also want to stimulate 
initiatives around PhD-courses, where we can share our cutting-edge research to, and 
create networks with other universities.  

 
In sum, CTF is an international research environment that is firmly integrated within Karlstad 
University’s strategy. Since CTF is open, international, and multidisciplinary at its core, CTF’s 
research initiatives not only benefits the departments from where CTF attracts faculty, but 
also have important spillover effects to the entire university. 

Scientific quality, publications, and scholarly impact  

CTF has accomplished several things that are important for an academic institution with a 
good reputation. For one thing, research at CTF has shaped global thought and taken an 
international position in service research – the science, art, and practice of serving people 
and innovating for people, to improve the well-being of individuals, organizations, and 
societies. Service research is now an international interdisciplinary research field with its 
own journals and conferences. At CTF, we believe that academic publications are important 
and we view them as a means of quality assuring our research.   
 
We believe that our scientific publications are a consequence of theoretical knowledge, 
methodological skills, analytical competence, and creative inquiry (an aspiration to approach 
grand challenges and big-impact topics with out-of-the-box considerations) – combined with 
our culture, openness, and ability to collaborate in interdisciplinary teams. Below we share 
some of our output resulting from those two qualities.  
 
CTF regularly collects data to continuously monitor how we are performing over time. In line 
with the CoARA agreement, we avoid individual assessments and prioritize responsible 
measurements. This has led us to use Sci-Val (short for scientific value), which (in this case) 
measures how our entire center is performing over time relative to other similar 
institutions/centers). Figure 1 below, an excerpt from Sci-Val, shows that CTF is keeping its 
good position in terms of service research leadership.  
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Figure 1. Sci-Val assessment of research publications in service research (service management, 
service design, service innovation, customer experience). 
 
It is evident from the figure that CTF outperforms other institutions in terms of scholarly 
output (number of articles in indexed and peer-reviewed journals), and view counts (number 
of times other researchers have downloaded CTF articles). The field-weighted citation 
impact is the citation impact normalized by the field and it indicates how the number of 
citations received by a researcher’s publications compares to the average or expected 
number of citations received by other similar publications. Importantly, for both citation 
measures, CTF is on top together with the University of Queensland. Australian universities 
place less emphasis on external grant income than Swedish universities, which gives 
Australian researchers more time to focus on publishing research compared to their Swedish 
counterparts.  
 
Every year, CTF summarizes its year in an annual report. These reports have been available 
since 2017 and each one contains examples of the scientific publications that we have 
managed during that specific year. In addition, by scrutinizing the authorship of the 
publications, it is possible to gain a snapshot of our internationalization; in this case, how 
many articles we publish each year together with authors from universities abroad. These 
publication numbers can be found in Table 4.  
 
Table 4. Publication data 2017–2022. 

 Publications (in 
peer-reviewed 
journals) 

Articles published in 
collaboration with 
researchers outside Sweden 

All publications (conference 
papers, book chapters, 
popular science, etcetera) 

2022 51 28 127 
2021 52 30 100 
2020 46 25 76 
2019 47 28 135 
2018 56 34 139 
2017 42 24 128 

 
In Table 5, below, we present a selection of publications that have appeared in highly ranked 
journals during the last two years.  
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Table 5. Selection of articles in various highly ranked journals.  
 

Journal Author (-s) and title 
British Journal of Management  Otterbring, T., Arsenovic, J., Samuelsson, P., Malodia, S., & 

Dhir, A. (2023). Going the Extra Mile, Now or After a While: 
The Impact of Employee Proactivity in Retail Service 
Encounters on Customers’ Shopping Responses. 

Journal of Business Research  Becker, L., Karpen, I.O., Kleinaltenkamp, M., Jaakkola, E., 
Helkkula, A., Nuutinen, M. (2023). Actor Experience: 
Bridging Individual and Collective-level Theorizing.  

Journal of Sleep Research Jakobsson Støre, S., Tillfors, M., Wästlund, E., Angelhoff, C., 
Andersson, G., Norell-Clarke, A. (2023). The effects of a 
sleep robot intervention on sleep, depression and anxiety in 
adults with insomnia — A randomized waitlist-controlled 
trial.   

Journal of Service Research  Koskela-Huotari, K., Svärd, K., Williams, H., Trischler, J. & 
Wikström F. (2023). Drivers and Hinderers of 
(Un)Sustainable Service: A Systems View  

Organization Studies  Varman, R., Al-Amoudi, I., & Skålén, P. (2023). Workplace 
humiliation and the organization of domestic work  

Journal of the Academy of 
Marketing Science 

Bolton, R. N., Gustafsson, A., Tarasi, C. O., & Witell, L. 
(2022). Designing satisfying service encounters: website 
versus store touchpoints  

Journal of Retailing  Bolton, R. N., Gustafsson, A., Tarasi, C. O., & Witell, L. 
(2022). Managing A Global Retail Brand in Different 
Markets: Meta-Analyses of Customer Responses to Service 
Encounters  

Industrial Marketing Management  Kleinaltenkamp, M., Karpen, I.O., & Kleinaltenkamp, M.J. 
(2022). A sense-based perspective on market shaping: 
Theorizing strategies for the origination and propagation of 
new resource linkages 

Journal of Business Ethics  Petros Sebhatu, S. & Enquist. B. (2022). Values and Multi-
stakeholder dialog for business transformation in light of the 
UN Sustainable Development Goals  

Journal of Product Innovation 
Management 

Klenner, N., Gemser, G. & Karpen, I.O. (2022). 
Entrepreneurial ways of designing and designerly ways of 
entrepreneuring: Exploring the relationship between design 
thinking and effectuation theory.  

 
In terms of scientific thought-leadership it is also worth to mention that CTF has been asked 
by publishers to lead no less than to edited books, one is the Palgrave Handbook of Service 
Management, and the other is the Edward Elgar Handbook on Service Experience. In these 
books, scholars from all over the world contribute with research that builds up these books. 
In addition, CTF scholars also engage in Special Issues, for instance Lars Witell led a Special 
Issue in Journal of Business Research on the topic of B2B industrial services and Per 
Kristensson led another Special Issue in the same journal on new perspectives on adoption 
and innovation resistance. Relevant in this situation is also that several CTF researchers (Lars 
Witell, Ingo Karpen, Per Skålén) have been taking on editorships in journals such as Journal 
of Business Research, Journal of Services Marketing and Marketing Theory.  
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In addition to pure scientific publication measurements, there are some other indications of 
scientific quality. For example, in an external evaluation conducted by the Knowledge 
Foundation in 2012, CTF ranked among the top five service research centers in the world. 
From 2014 to 2019 CTF was appointed ‘excellent research center’. During 2006 to 2017 we 
ran a Vinnova Excellence Center (Samot) at CTF, our largest research project to this date.  

Ambitions for CTF 

As has been mentioned elsewhere in this assessment, CTF has had difficulties increasing its 
number of PhD students over the last three years. This mostly has to do with the situation 
whereby many external grants are limited to three years, with the consequence that it is 
difficult to make them eligible for PhD studies at our university. We firmly believe that PhD 
students contribute to the lively culture and atmosphere characterizing us; therefore, we 
want to increase the number of PhD students in the future.  
 
There is always a trade-off when it comes to scientific publications. The more time that is 
spent on writing articles, the less time will be spent on bidding for external grants. Writing 
articles also affects the amount of time being spent on disseminating research results with 
external parties (that is, improving value creation for individuals, organizations, and 
societies). CTF currently handles this tradeoff by discussing it at planning days and in 
seminars, but there is no clear-cut answer as to how to act and each researcher handles this 
in the way that they personally think is most optimal. The more intense the calls are 
becoming for increased or improved scientific publications, the more the risk of getting close 
to the adage of the isolated researcher in its ivory tower increases. Therefore, at CTF we 
need to continuously discuss and reflect on how our research is providing value for external 
individuals, organizations, and societies.   

 
Areas where we need support from other parts of Kau 

Our university strategy is somewhat wide and not as focused as CTF is. This situation brings 
many advantages with it; for example, several departments at Kau were able to participate 
in the creation of the strategy, thereby creating feelings of dedication and of employees 
being committed. Another advantage is that everyone can identify their unique sweet spot 
and thereby feel they contribute to strengthening our university.  
 
However, while several positive things can be said about our university strategy, it is 
somewhat vague when it comes to envisioning scientific quality. We believe that the 
university might have an advantage in copying the scientific measurement that CTF 
embraces (Sci-Val) or employing the three goals we outline in our vision (scientific leadership 
and external funding, societal impact) as indications of research success for the university. 
Therefore, all departments at Kau have an opportunity to sharpen their understanding of 
how academic performance can be portrayed by using a field-weighted citation measure 
(which is a unique measure in the sense that it gives a fair indication of each academic 
subject). Likewise, the amount of external funding received and how many internationally 
co-authored papers each unit at the university produces could also be measured, likely with 
a heightened performance culture and research orientation as a result. It is worth 
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considering that the eventual absence of performance orientation in an organization might 
etch itself into the walls and, in the long run, lead to feelings of helplessness and/or stress 
among employees. Therefore, reflecting on performance orientation is important and needs 
to be done continuously. A university, or an academic center, can never be viewed as 
finalized or complete, but needs to be repeatedly improved and changed, and actions that 
were previously correct need to be re-tested and viewed from new angles.   
 
Another area where we need more help regards the need to increase our funding 
percentage from the EU. We have had successes in Horizon over the years (Marie Curie, 
Horizon, and some additional). EU-funded research is expensive (and not properly paid for) 
and is not particularly research focused, but for the sake of internationalization and 
networking, CTF should still strive to increase its share of financing from EU sources.  
 
Regarding our visiting professor's program, it should be noted that CTF has managed to 
receive external grants for this every time it has been given. One question that can be raised 
is to what extent it could be co-supported by Kau.  
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5. Co-production and collaboration with the surrounding society   
 
CTF’s vision is to contribute to the development of individuals, organizations, and society by 
conducting research on value creation through service. Guided by its vision, the overall aim 
of CTF is to conduct excellent service research and service education in close collaboration 
with external partners, such as business firms, public service providers, governmental 
organizations, consultants, and research foundations. As a result, CTF currently has a well-
established reputation for high-quality research, conducted in close collaboration with both 
small and large firms, and public and governmental organizations. One advantage of CTF’s 
research is that it is tightly connected to business challenges in organizations. As a result, in 
some projects employees from business organizations have been co-authors on papers 
together with CTF researchers. Moreover, CTF attracts interest from the general public by 
communicating interesting research results through the media. For extensive examples of 
the above, please visit CTF’s webpage or see our annual reports.  
 
External collaboration, to co-create research together with one or several external actors, 
has been one of the hallmarks of CTF since its establishment in 1986. If there is anything that 
should be pointed out as strategically important to CTF’s growth, it is our collaboration with 
external organizations. External collaboration, co-production in research, leads to external 
grants and gives researchers real data, which is in stark contrast to data from the US, where 
much consumer research is the result of involuntary student participation in university labs. 
It also leads to internationalization, as these companies are either represented outside 
Sweden or have their customers in other countries. It also makes CTF attractive when it 
comes to talent and recruitment, as the companies we collaborate with often have an 
outstanding reputation. In short, the co-production of research with external organizations is 
the backbone of a successful academic center.  
 
Volvo, Ericsson, Ikea, ICA, Löfbergs, Valmet, Telia, Google, Billerud-Korsnäs, Combined-X, 
NWT, regional counties, municipalities all over Sweden, and the Swedish Government 
Offices are all examples of organizations that are presently undertaking research together 
with CTF. The number of organizations that CTF has carried out research with is extensive 
and the outcomes and learnings have been instrumental in strengthening the CTF brand and 
have been used to support various research applications, thereby giving access to external 
funding. For example, in 2022 CTF received 12 msek in external funding, 8 msek in 2021, and 
in 2020, which was a record year, CTF received 39 msek from external grants. In all of those 
grants, several external organizations participate in conducting research.  
 

“We believe that the collaboration between industry and academia is 
important. We want to learn more from research while also helping society 

to progress.” 

Agnes Lindell, business owner, Elvenite 

 
Many of CTF’s external partners have been collaborating for a long time. Volvo Group and 
Telia, to name two examples, have been partners more or less for 15 to 20 years. The fact 
that many organizations have long-term partnerships with CTF also indicates that our 



 32 

collaborative activities are carried out in meaningful and value-creating ways that facilitate 
their learning and knowledge creation. As such, CTF partnerships can contribute to more 
successful operations of businesses and organizations. We regularly meet with organizations 
and discuss how our research and education can be tailored to their needs and be of the 
best value to them. We emphasize developing and doing research and education with our 
partners, rather than for them. At the same time, our research is independent of the 
interests of individual organizations and industries, and we do not hesitate to take a critical 
stance to our research results. 

Societal impact 

As noted elsewhere in this self-assessment, creating societal impact is important for CTF. 
Societal impact – whereby knowledge created in our research can be of relevance for other 
external parties – is one of three important goals of CTF.  
 

“Focus is to increase awareness about services and creating complete 
customer solutions, and to get a better understanding of the key factors to 

succeed.”  

Peter Santén, senior innovation manager, Volvo Group 

 
The KK Foundation, a major funder of our research, assessed our research by commissioning 
an international scholar whose conclusion was that the research carried out at CTF led to the 
development of new customer processes, overall process support, publicity, and future 
manpower (by way of student recruitment).  
 
Furthermore, as examples of what CTF has accomplished in terms of societal impact, the 
following impacts for key partners were noted:  
 
• In our research with Telia we created a new method and approach for customer 

involvement in the development of new services; especially in the early phases, where 
customers contribute with innovative, producible, and valuable new ideas (most times 
better than the in-house R&D department).  

• In collaboration with Swedbank, a new framework for business models based on the 
service-dominant logic and with a CSR focus was created.  

• At Uddeholm Tooling the establishment of “service development” as a new area of 
competence in a global company was enabled through CTF’s research and knowledge.  

• At Antiphon (a sound reduction solution provider), participation in a series of workshops 
at CTF, and several site visits by researchers contributed to the development and 
introduction of a new service. Activities that were previously performed for customers 
free of charge are now the backbone of profitable service. 

• Within the research profile SAMOT (CTF’s largest project that ran between 2006 and 
2017), researchers investigated the interaction between the personnel and their 
customers at trains, which led to several customer-oriented innovations.  

• The coffee company Löfbergs based the design of its most exclusive product series on 
studies conducted at CTF.  
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• CTF have well-established connections and engages to a great extent with our regional 
organizations, for instance when it comes to digital welfare services, the health care 
sector, the paper and pulp sector, authorities such as Trafikverket, and others. In these 
collaborations, the external parties require practical effects and advice, along with 
academic results.  

• CTF research have influenced sustainability strategies regarding food waste and 
packaging on global level, for example in UN-reports, see United Nations Environment 
Programme (2022). Single-use supermarket food packaging and its alternatives: 
Recommendations from life cycle Assessments. UNEP Nairobi. 

  
In terms of impact, CTF can help companies improve their management and operational 
activities; for instance, in terms of getting new ideas for service innovations or suggesting 
new ways of running a certain organizational process. It is sometimes difficult for executives 
or employees in companies to find time to reflect on everyday procedures, routines, and 
processes; there might be a lack of time, or as is commonly noted in the innovation 
literature, they are stuck in a legacy culture. In several cases, having researchers involved has 
enabled companies to think outside the box boost the level of innovativeness or manage a 
certain type of needed transformation. Fortunately, the beneficial outcomes of collaboration 
are not one-sided. When engaging in collaborative and co-produced research, scholars gain 
access to information and learn about phenomena that other scholars does not have the 
opportunity to get hold of. This means that the research carried out at CTF will be perceived 
as important, both by academia and society, and that the research results will be published 
in high-quality journals.  
 
For beneficial co-production, both parties need to benefit from the cooperation and 
understand that the “value in-use” is very different; for the company’s business excellence 
and for CTF’s scientific excellence. A researcher might have a top article as the main goal, 
while a manager may want to develop the knowledge about customer needs. The 
advantages of co-production from a business point of view are described above. However, it 
is also important to recognize the positive consequences of co-production research for 
scholars at CTF. For example, by conducting research in a co-productive way, CTF believes 
that challenges and problems identified in partnerships with business and society will be 
more relevant and interesting. Through a more traditional scholarly role of conducting 
research (such as, within a laboratory), discoveries of relevant processes and worthwhile 
phenomena are less likely to be made.  

Research freedom and integrity  

Given the strong focus on collaborative and co-produced research, how are research 
freedom and integrity maintained at CTF?  
 
When co-creating a competitive bid for external grants, it is the researchers who are 
responsible for writing up the application. If the grant that the researcher is bidding for is 
large, CTF allocates specific financial support for the researcher who is engaged in that 
process, typically around 30–40 percent of the time during the application writing process.  
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What makes the process both more complex and more engaging is that employees from 
public and private organizations typically participate in setting up the application. Their 
responsibility is typically to point toward the challenge, the mission, that will define the area 
worth doing research on. It is important that the research questions identified are both of 
academic interest (that is, contribute to the research frontier in some way) and highly 
relevant for the participating organizations (that is, contribute to making them better). The 
projects CTF manages span a wide range of theoretical areas, as well as organizational 
sectors and societal challenges. The researcher defines and decides the theories to be used 
and the methods to be applied. The participating organizations point toward the challenge 
and the purpose of why they are interested in partnering up with an academic center. In this 
way, we believe that research integrity and freedom are, if not guaranteed, at least taken 
into serious consideration and action.  
 
Collaboration in the form of co-created or co-produced research (in Swedish: samverkan) 
with external organizations means that interactions lead to exchanges between researchers 
and external actors in which knowledge is produced and valued that is both scientifically 
robust and socially relevant (Ozanne et al., 2017). Such interactions deviate from a 
traditional linear model of knowledge dissemination where a researcher collects, analyzes, 
and then submits results to any actor being interested. Instead, in co-produced research it is 
assumed that knowledge arises in complex networks that are dynamic and 
multidirectional. This means that researchers must take a more active role together with 
external actors where both parties benefit from the research while it is taking place. At a 
minimum, this relationship is a partnership, and the researcher engages with relevant 
stakeholders/actors building on their everyday understandings, interests, and expertise. The 
participating actors are then able to act on the knowledge created immediately, compared 
to the contrasting model where knowledge is packaged and disseminated after the research 
has been carried out.  
 
Researchers have commonly suggested co-created or co-produced research as an alternative 
to traditional ways of knowledge creation, which often takes place within a single academic 
discipline and is sometimes classified as ground research. Co-produced knowledge, on the 
contrary, is best cultivated in environments that focus on interdisciplinary research and have 
a transformative mission to some extent. Proponents of co-produced research have 
forwarded it as a means to address common limitations of theories that are streamlined 
through its development within a single academic discipline. This means that such 
streamlined academic development leads to an overly specialized body of knowledge that is 
often displayed in such a way that it is difficult for people outside of the discipline to absorb 
or put it into use. Co-produced research has also been highlighted as a means of breaking 
the academic ivory tower, where there is a monopoly on research expertise and a 
detachment from those who might need this type of knowledge.  
 
However, there are not only proponents of co-produced research. Opponents of this type of 
research claim that universities that engage in this type of research support capitalistic ideas 
of economic growth, instead of taking responsibility and critically evaluating the plethora of 
malicious processes that occur in a society. Economic growth, increased competitiveness, 
and continuous development are things that private and public organizations can deal with 
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themselves, and researchers should devote time to crucially assessing undergoing processes, 
according to opponents.     
 
How does CTF respond to such university politics as those described above? The short 
answer is that we do not take any explicit position in this debate; both views are accepted, 
but only as long as researchers can find reasonable financial support for their position and 
the research they conduct. Karlstad University is a regional university with much less 
financial support from the government than the larger and more established universities in 
Sweden. Co-produced research where competitive bids are placed at financial bodies is a 
means of handling this situation. Externally funded research can pave the way for further 
funding, at other funding agencies, not demanding coproduced research. Critical research 
typically has fewer funding opportunities to choose between.  

Ambition areas for CTF 

There is research (cf. Williams et al., 2020) revealing that academic research conducted in 
joint collaboration with industry (that is, external organizations) is more difficult to publish 
and that researchers who spend time doing collaborative research are less effective in terms 
of publishing than researchers who can spend all their time composing academic articles. 
This is a challenge for researchers at CTF only funded in industry co-produced research 
projects. Since these kinds of projects often provide good opportunities for empirical data 
collection, funding writing research articles after the co-produced projects would probably 
prove highly effective in terms of research output.    
 
Bringing research to practice by leveraging our partnerships with businesses and public 
organizations is an area where CTF has been quite successful over the years. However, given 
the difficulties that academia sometimes has in terms of connecting with the external 
society, we are convinced that this could be improved even further in the future. Perhaps 
this could be done by organizing more workshops, opening up our facilities for business 
people to visit and spend a workday, or having CTF researchers spend time at external 
organizations, and so on.   

Areas where we need support from other parts of Kau 

If Karlstad University wants to increase its external funding, and thereby play a more 
important role in the surrounding society, it might be worth considering tying its internal 
funding to received external funding, as this likely would enhance the focus on external 
grants.  
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6. The bridge between research and education  
 
Overall, CTF strives to ensure its role as an excellent research center and conduct and 
develop various ambitions that are tied to education, management advice, and external 
relationships within its ecosystem – all in ways that feed back to its research excellence. The 
most important way of disseminating research results is through education at the graduate, 
postgraduate, and executive levels.  
 
The most distinct way that research comes into education is through all members of CTF also 
being employed at a mother subject, where their actual employment is situated. This means 
that a researcher in marketing is employed at, for example, the business administration 
subject where they also are assigned to do their teaching. In their teaching, researchers can 
share examples from research collaborations, and case studies from business partners, and 
integrate research articles into students’ course literature lists. Researchers also participate 
in planning sessions, course development, and various meetings forums, where their 
research can function as input that later is disseminated in education programs, course 
syllabuses, or single lectures.  
 
Most senior researchers at CTF have leading roles in a variety of education programs at the 
bachelor and advanced levels; for example, the Master of Science in Business and Economics 
program, the International Business program, and the Master Program in Innovation and 
Service Development (a result of AVANS, an educational program where CTF applied and 
received external funding). Partner organizations are invited and participate in the education 
given at Karlstad University. CTF’s external partners have a high interest in contributing to 
teaching and do so by providing real-world cases for students to work on or through 
master’s thesis projects. Collaboration in education between CTF and external companies 
not only gives research direction that highlights current challenges that companies and 
societies face, but it also generates the opportunity to build relationships with students, 
which can be a key benefit for finding and recruiting new talents in an increasingly 
competitive job market.  
 
CTF is an active partner within several research schools. For instance, MIT (management of 
IT) is a school that draws PhD students from several universities in Sweden. CTF also took an 
active role in VIPP (value in paper processes), which was a highly interdisciplinary research 
school. We were also partners in SDIN, a Marie Curie Initial Training Network program, 
where we contributed with our research knowledge on service design. We have also had 
some experiences in other industrial research schools (e.g. WASP and SQMA).  
 
During 2020, CTF was granted another large research application (<31 msek), where support 
was given to conduct professional graduate development courses in the form of a large 
program, called ISE (‘Improving value creation through Service Education’, financed by the KK 
Foundation. The ISE program represents a distinct example of how Karlstad University drives 
engagement in life-long learning initiatives and constitutes a flagship for our university. 
Within the ISE program, research experiences from previous externally funded projects form 
a platform and provide important input in courses that are offered to professionals in 
business firms. In these courses, research results can have a direct impact on organizational 
practices since the main target group is professionals working in different industry sectors. 
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The ISE program consists of approximately 20 courses that are offered twice during the 
program period. Courses within the ISE program is developed by means of a method that has 
been validated in our research. It is a two-way communication process where companies 
state their future education needs and researchers pitch their best ideas on how to meet 
these needs. The program, which is now in its third year, also has the unique benefit of 
informing researchers at CTF about challenges and questions that can later serve as input for 
research applications and research articles.  
 
In addition to the expert competence courses within ISE, CTF also participates in tailor-made 
courses for the industry, commissioned by means of Karlstads Universitets Uppdrags AB.  
 
As mentioned in the introduction, Karlstad Business School (KBS) is accredited by AACSB 
(www.aascb.edu). The accreditation serves the purpose of strengthening the ties between 
CTF and KBS in a two-fold way. First, CTF researchers manages to publish scholarly work and 
engage with the surrounding society, which meets the accreditation standards and 
requirements set up by AACSB. This will help KBS to keep its accreditation. Secondly, KBS 
supports CTF research-wise, which enables CTF to keep up with its research. Thus, KBS 
supports CTF back with allocation of research time and dynamic and agile cooperation when 
it comes to teaching and research duties.     

Ambitions for CTF 

Service research needs to take place in more academic subjects than just business 
administration. While CTF as a research program is organized in a matrix, its teaching is not. 
The nursing program, several engineering programs, and the clinical psychology program, 
are all examples of educational programs that result in important services for our society. 
While often being asked to participate in teaching service at other universities, in a variety of 
programs, we only teach service in the traditional service management program at our own 
university. Using the research as a foundation, we would like to contribute to several more 
programs to educate the students with a mindset that will be of great help in their future 
workplaces. Here, CTF researchers need to take on a more active role as teachers and show 
how their educational offer can serve other programs and subjects at the university. After 
all, as Sweden has turned into to a service economy, most academic programs today educate 
students into the service economy. This is why a 7.5 hp flagship crash course in service 
management, service innovation, and customer value creation should be attractive. CTF 
should offer its teaching to other academic subjects and their programs, where the outcome 
is not service but where service management knowledge would play a value-adding role to 
the final exam.  
 
CTF currently offers its service management knowledge in a siloed form only for those who 
may apply for jobs in the classic service sector, but we could equally well offer our 
knowledge platform to those in other sectors, as we know from research that many more 
sectors now view themselves as service-oriented. Thus, while CTF research is organized in a 
matrix, drawing competencies from several research fields in an interdisciplinary way, the 
opposite is true for service education which mostly is offered through a singular academic 
subject.  
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CTF should engage more in research schools, particularly international ones.  

Areas where we need support from other parts of Kau 

Several of the faculty at CTF are originally from other countries than Sweden. In addition, the 
five visiting professors are established researchers at well-respected academic institutions 
worldwide. If Karlstad University want to internationalize its educational offering, these 
persons can be viewed as resources as teaching is to become more internationalized.  
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Periodic Research Review of the Service Research Center (CTF)

INTRODUCTION
Background data covers a three year period (2020-2022) and contains information about staff, third cycle 
studies, financial resources and publishing output.

Data was collected from university administrative systems to provide an overview and illustrate conditions 
for research at the Service Research Center (CTF). 

STAFF

Figure 1.1 Workforce by staff category 

Workforce (full-time equivalents*) engaged in research at the evaluation unit over a three-year period. Staff 
categories included are professor, senior lecturer, career-development position, lecturer, doctoral student, 
other teaching and research staff, and administrative staff. See table 1.2 for individuals in each category.

Source: KULI

* Full-time equivalent (FTE) is a unit of measurement to illustrate the number of full-time hours spent on research engagement 
for employees at Karlstad University connected to the evaluation unit. Research engagement includes recorded time covered 
by internal funding, external research funding and commissioned research funding.

Table 1.2 Staff at the evaluation unit 

Staff connected to CTF. The table shows position and research subject for staff engaged in research at 
CTF in 2022. 

First name Surname Position Research subject

Peter Magnusson Professor Business Administration

Mia Larson Professor Business Administration

Fredrik Wikström Professor Energy Systems

Ingo Karpen Professor Business Administration

Martin Grimberg Löfgren Professor Business Administration

Lars Witell Professor Business Administration

Bård Tronvoll Professor Business Administration

Christina Öberg Professor Business Administration

Lars Olsson Professor Psychology

Per Skålén Professor Business Administration

13

14

15

16

9

10

11

12

2

1

3

5

4

7

6

8

0

Professor Senior lecturer Career-development 
position

Lecturer Doctoral student Other teaching and 
research staff

Administrative and 
technical staff

2020 2021 2022
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First name Surname Position Research subject

Anders Gustafsson Professor Business Administration

Bo Enquist Professor Business Administration

Margareta Friman Professor Psychology

Per Kristensson Professor Psychology

Per Pettersson Professor Sociology

Bo Edvardsson Professor Business Administration

Maria Åkesson Senior lecturer Business Administration

Helen Williams Senior lecturer Other Civil Engineering

Erik Wästlund Senior lecturer Psychology

Samuel Petros Sebhatu Senior lecturer Business Administration

Markus Fellesson Senior lecturer Business Administration

Per Echeverri Senior lecturer Business Administration

Sara Davoudi Senior lecturer Business Administration

Peter Samuelsson Senior lecturer Business Administration

Charlotte Bäccman Senior lecturer Psychology

Alexandre Sukhov Senior lecturer Business Administration

Carolina Camén Senior lecturer Business Administration

Poja Shams Senior lecturer Business Administration

Jessica Westman-Trischler Senior lecturer Psychology

Johan Quist Senior lecturer Business Administration

Johan Netz Senior lecturer Business Administration

Anna Fyrberg-Yngfalk Senior lecturer Business Administration

Jakob Trischler Senior lecturer Business Administration

Martin Fransson Senior lecturer Business Administration

Linda Bergkvist Senior lecturer Information Systems

Jenny Karlsson Senior lecturer Business Administration

Kaisa Koskela-Huotari Senior lecturer Business Administration

Federico Artusi Senior lecturer Business Administration

Mikael Johnson Senior lecturer Business Administration

Patrik Gottfridsson Senior lecturer Business Administration

Nina Löfberg Senior lecturer Business Administration

Pernille K Andersson Senior lecturer Social Work

Mehran Javaneh Career-development position Business Administration

Ahlin Karin Career-development position Human Aspects of ICT

Agnieszka Kitkowska Career-development position Computer Sciences

JanErik Odhe Lecturer Other Mechanical Engineering

Bodil Sandén Lecturer Business Administration

Sture Nöjd Lecturer Psychology

Hans Björkman Lecturer Business Administration

Petter Falk Lecturer Political Science

Muhammad Murtaza Ali Doctoral student Business Administration

Kristin Svärd Doctoral student Business Administration

Kotaiba Aal Doctoral student Business Administration

Andrey Abadzhiev Doctoral student Business Administration

Anna Nilstomt Doctoral student Psychology

Henrik Johansson Rehn Doctoral student Psychology

Sebastian Dehling Doctoral student Business Administration

Jonas Hjalmar Blom Doctoral student Psychology
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First name Surname Position Research subject

Pahdi Pritam Doctoral student Business Administration

Frida Skarin Doctoral student Psychology

Jana Huck Doctoral student Business Administration

Janna Dervisic Doctoral student Business Administration

Amie Gustafsson Doctoral student Business Administration

Anne-Charlotte Paas Doctoral student Business Administration

Nicklas Salomonson Other teaching and research staff Business Administration

Hannah Snyder Other teaching and research staff Business Administration

Charlotta Andersson Administrative staff Administration

Linda Fridberg Administrative staff Administration

Madeleine Montiadis Administrative staff Administration

Britt-Marie Shandrew Administrative staff Administration

Jörg Pareigis Administrative staff Business Administration

Source: Primula

Table 1.2.1 Researchers engaged in research at CTF, but not employed at Karlstad University

First name Surname Position University

Helen Perks Visiting professor (Ander Foundation) University of Nottingham, United Kingdom 

Satoshi Fujii Visiting professor (Ander Foundation) Kyoto University, Japan

Joann Peck Visiting professor (Ander Foundation) University of Wisconsin, USA

Johanna Gummerus Visiting professor (Ander Foundation) Hanken Helsingfors, Finland

Martin Schreier Visiting professor (Ander Foundation) University of Vienna, Austria

Stephen L. Vargo Visiting professor (Ander Foundation) Oklahoma State University, USA

Qusay Hamdan Visiting PhD student Vleric Business School, Belgium

Jasper van Kuijk Affiliated researcher TU Delft University, Netherlands

Chatarina von Koskull Affiliated researcher University of Vaasa, Finland

Source: CTF annual report 2022.

THIRD-CYCLE STUDIES

Table 2.1 Doctoral students engaged in research at CTF.

Doctoral students by discipline, year of admission and degree of activity during year 2022. 
Industry/collaboration/external doctoral students are marked with (I).

Name Admission Subject Degree of 
activity 2022

Year of 
admission

Industry/Collaboration/
External  (I)

Amie Gustavsson Business Administration 80 2020  

Andrey Abadzhiev Business Administration 35 2018  

Anna Ragén Business Administration 50 2021 (I)

Jana Huck Business Administration 64,5 2018  

Janet Rasaei Business Administration 80 2021  

Janna Dervisic Business Administration 40 2020  

John-Erik Hassel Business Administration 95 2021 (I)

Kristin Svärd Business Administration 80 2019  

Murtaza Ali Business Administration 77,5 2019  

Per Karlsson Business Administration 65 2021  

Pritam Kumar Padhi Business Administration 80 2021  
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Name Admission Subject Degree of 
activity 2022

Year of 
admission

Industry/Collaboration/
External  (I)

Sander Svaeri Business Administration 50 2005 (I)

Sylvia Anne-Charlotte Paas Business Administration 80 2019  

Petter Falk Political Science 14 2019  

Anna Nilstomt Psychology 50 2020  

Frida Skarin Psychology 13 2014  

Henrik Johansson Rehn Psychology 84 2021  

Jonas Blom Psychology 38 2019  

Lars Magnell Psychology 42 2022  

Sture Nöjd Psychology 70 2017  

Source: Ladok

Table 2.2 Graduate licentiate and doctoral students engaged in research at CTF

Number of students who have completed a Degree of Licentiate or Doctor over the past three years.

Name Subject Degree 2020 2021 2022

Andrey Abadzhiev Business Administration Degree of Doctor 1   

Alexandre Sukhov Business Administration Degree of Licentiate   1

Jasenko Flodin Arsenovic Business Administration Degree of Doctor 1   

Peter Samuelsson Business Administration Degree of Doctor  1  

Sara Davoudi Business Administration Degree of Doctor  1  

Sofia Molander Business Administration Degree of Doctor  1  

Agnieszka Kitkowska Computer Science Degree of Doctor  1  

Total   2 4 1

Source: Ladok

FINANCIAL RESOURCES

Table 3.1 Research funding

The table shows research funds spent at CTF for the period of 2020–2022. Amounts in SEK 1000.

Funding 2020 2021 2022

Faculty funding (governmental funding) 18 858 17 132 20 447

External funding1 19 394 24 888 24 338

Internal income2 -346 501 319

Total 37 906 42 522 45 103

Percentage external funding 51% 59% 54%

Source: KULI/Raindance

1 Includes revenue from fees, other reimbursements and funding which can include grants from Councils, other public research 
funding agencies, municipalities, regions and research foundations.

2 Internal income includes, for example, grants and/or compensations from other parts of the university.
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Table 3.2 External research funding

Distribution of external research funds spent during the period of 2020–2022. Amounts in SEK 1000.

Funding source 2020 2021 2022

Research Councils1 1 986 1 334 409

Swedish Foundations2 14 624 19 583 21 086

Direct external funding from business and industry 489 510 843

EU and foreign organizations 929 1 183 1 728

Other public bodies3 1 366 2 278 272

Total 19 394 24 888 24 338

Source: KULI/Raindance

1 Research Councils include the Swedish Research Council, Forte and Formas.
2 Swedish Foundations include The Knowledge Foundation, Vinnova, The Swedish Energy Agency etc.
3 Other public organisations include Country Councils, municipalities etc.

Table 3.3 External research funding statistics

Number of grant applications submitted to external funding bodies, number of granted applications, 
amount applied for and granted, and success rate.

Amount applied for and granted refers to Karlstad University´s share. Amounts in SEK 1000.

Funding source 2020 2021 2022

Number of grant applications 24 21 40

Number of granted applications 8 9 14

Amount applied 91 422 32 614 79 018

Amount granted 39 182 9 676 16 109

Success rate* 33% 43% 35%

Source: Raindance

* Success rate is calculated on the number of granted applications in relation to those submitted.

BIBLIOMETRIC ANALYSIS AND REFERENCE LIST

Summary
The evaluation unit CTF, shows that the 90 people connected to the unit, have published 197 publications 
between 2020–2022 (see Publication list at page 9). 

To get a complete coverage of what is published within the unit, the following tables are based on 
registered publications in DiVA (Digital Scientific Archive), the local publication repository where 
researchers, teachers and students register their research publications and essays. It covers all subject 
areas and publication types.

Publication extraction for the years 2020-2022 has been based on the researchers individual Kau: 
ID, which links them with their respective publications. The list of researchers that are included in the 
analyses was provided by CTF and includes also researchers that are no longer part of the unit but were 
employed during 2020-2022. 

The analysis includes all publications where at least one of the authors is affiliated with Karlstad 
University. The publication subcategories presentation, poster, abstracts and “other” have been omitted 
from the analysis because these entries are registered to a very varying extent by the researchers. 
Doctoral dissertations and licentiate theses are reported in detail in other parts of the evaluation and 
have therefore also been omitted here.
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PUBLISHING OUTPUT

Figure 5.1 The annual total number of publications from CTF during 2020–2022

Figure 5.2 Refereed/peer reviewed publications per year 

Number of peer-reviewed publications per year for the unit (bars). Percentage of peer-reviewed 
publications of the total annual number of publications (line).

Table 5.2.2 Number of publications for each publication type

The unit’s publications sorted by publication and content type for the years 2020–2022.

Peer-reviewed Scientific but not peer-reviewed Other (popular scientific, debate)

Article in journal 129 6 1

Article, review/survey 2

Book 11 26 2

Chapter in book 12

Collection (Editor) 2

Report 1 4 1
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Figure 5.3 Percentage of peer-reviewed articles that are open access vs. articles behind paywalls

Figure 6.1 National and international co-authorship 2020–2022 

Proportion of CTF publications with an international profile and publications where all authors were affiliated to 
Swedish organizations. 
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Brief summary 

Centrum För Tjänsteforskning’s (CTF) self-assessment report, background data, and the digital site 

visit depict a picture of a research centre with a unique profile and many strengths. The centre 

demonstrates that they are a world-class international centre in their field. With a 37-year long history 

and 80+ co-workers they have a respected position within service research. Additionally, building on a 

tradition of collaboration with external organizations they have a good foundation for attracting 

external funding and creating societal impact. As a unit within KAU the centre seems well appreciated. 

The current position is very strong. 

CTF emphasizes their unique organizational culture, entrepreneurial spirit, and curiosity as elements  

of their identity. Consequently, their strategy for developing new research themes and topics has 

emergent features driven by external funding and project opportunities. Their overall research theme 

(value-creation through service) seems relevant for the future. CTF has a strong international 

collaboration profile and is experienced in applying for funding. 

The self-assessment report focuses current, near future, and local issues. It is limited in discussing 

internal and external changes, how current strengths can be preserved, and what would be significant 

risks. Additionally, it is less clear what kind of processes are employed to support the development of 

the centre and its co-workers. There might be challenges in inclusivity, equal opportunities, and making 

informed decisions about the future without monitoring, and continuous strategic discussions. IIn 

general, the report does not examine how CTF strategically evaluate their future, considering that 

different disruptions may influence the opportunities and challenges. 
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1. Research and scientific development 

When evaluating CTF’s research and scientific development the stated vision, mission, and strategies of 

CTF should be recognized. CTF's long-term vision is to be a world-recognized international research 

centre that will contribute to positive development of individuals, organizations, and societies by 

conducting research and education on value creation through service. It is further specified that the  

field of research is service management. The theme and field of research is quite broad, but still gives 

the research centre a modern focus in terms of the concept of value creation through service. CTF can 

be portrayed as world-recognized in its field now. This current position is in the report attributed to 

some strong characteristics of the research centre considered pillars of success: the CTF culture, 

collaboration with the external community, and internationalization. This is validated by the 

information in the self-assessment report, background data and discussions with co-workers during 

the digital site visit. 

CTF has grown and prospered over nearly four decades, in a research field that has changed 

considerably and continues to evolve. Therefore, it could be worthwhile to do a deeper analysis of 

factors potentially affecting future success. As management scholars it should be easy for CTF to apply 

perspectives, frameworks, methods, models, and concepts from their own field to analyse themselves in 

the same way they strive to give advice to external organizations. Given a good understanding of 

environmental changes as well as internal challenges, CTF would be well equipped to create and 

modify relevant research and publication strategies. The centre has in fact a unique opportunity 

compared to most other research centres to have the tools to elaborate on how a research centre can 

create value through its service. 

The three core goals for CTF are specified as: to be a scientific thought leader, to attract external 

funding, and to have societal impact. Means to achieve research quality are specified as: CTF’s values, a 

systemic view on value creation as the centre’s identity, and the CTF culture. When CTF elaborate on 

continuing as a renowned thought leader in the field they refer to their current position and strengths. 

Balancing the three strategic goals might be different for a large and growing research centre 

compared to the history of CTF as a startup, especially considering environmental changes and other 

disruptions. Ideally, the three strategic goals can be combined and built-in into all activities. Change 

requires identification and creation of dynamic capabilities in the organization. In practice this means 

that attention should be paid to change and transformation. As CTF states in their self-assessment  

report that their research is focused on such issues, this knowledge could be applied to their own 

situation. 

Although the self-assessment report and the digital site visit revealed a common appreciation of the 

current mission and umbrella theme it is unclear how this results in a research strategy and publication 

strategy for CTF. The entrepreneurial spirit, the internal strong culture and networking, combined with 

emerging project opportunities were seen as strong generators of research themes and directions and 

cherished by most co-workers. To the extent that there is a lack of deliberate strategy making, more 

formal and communicated research and publication strategies can be recommended. These can be 

dynamic and need not hinder the entrepreneurial spirit, but rather become a manifestation of CTF’s 

approach. 

The report is vague regarding the areas in which CTF is active. It is mentioned though that areas such 

as innovation, servitization, sustainability, systems research, and transformation have been covered in 

research. Further it is, however, asserted that specific areas of research are likely to change over time, 

and that CTF is open to new areas when a demand in society arises. Given that CTF has a long history 

as a leading research centre within service research it could be informative and helpful for the
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development of the research centre to communicate internally and externally how they see the 

development of the field and their position in it. For example, it is stated that the system’s view on 

service is a foundational pillar of CTF’s research and that much of the research concerns 

transformation, but it remains unclear how these characteristics play out to CTF’s advantage in 

practice. 

The output of publications appears to be quite stable, resulting in good results. According to CTF policy in 

line with the CoARA agreement, the research centre monitors research output in terms of number of 

articles and citations on an aggregate level using SciVal with a focus on comparison with other 

research centres. It could still be useful for the research centre's management to understand how the 

output of articles and citations are related to projects and individual researchers without using the 

information for individual evaluation. Furthermore, if a key performance indicator, for example, is 

citations, tactics and strategies for increasing that KPI could be developed. 

2. Academic qualifications and ensuring competence 
maintenance in the short and long term 

CTF has established a strong reputation as a research centre in the field of service research. It is 

recognized by companies, organizations, and academia both regionally and internationally. Research 

quality has been essential in building CTF's brand and reputation, contributing to its extensive network. 

Enabling research quality is a priority at CTF. While individual skills, cultural factors and effective 

research processes are recognized as enablers, and some processes and activities in this regard are 

identified, an implementation plan for how this can be carried out in practice seems to be missing. 

Esteemed researchers and collaborations with companies and organizations are integral to CTF's 

identity. Senior faculty members, the entrepreneurial culture, and a dedication to research quality 

have played key roles in achieving this recognition. To be able to maintain and further develop this 

significant role as a research centre, attention to academic qualifications and ensuring competence 

maintenance in the short and long term is essential. 

The composition of the faculty/employees is crucial for maintaining competence in the short and long 

terms at CTF. However, CTF seems to rely on a smaller number of senior faculty who play a significant 

role in publishing in higher-ranked journals and applying for grants. Many of these senior faculty 

members are in adjunct or visiting positions, and there have been instances of turnover due to 

retirements or moves to management roles. This can pose challenges for research quality, as it leads  

to limited continuity in the organization and less availability of mentors for junior and mid-career 

faculty on a daily basis. It can also potentially negatively affect the "Fika culture" and reduces 

opportunities for daily interaction between junior and senior faculty, fundamental for the exchange of 

ideas and knowledge sharing. 

Overall, the strong culture at CTF seems to be a unique enabler with regard to the CTF ‘s 

accomplishments over the years. However, it might be that the strong culture at CTF also creates some 

confusions for faculty. Do they belong to CTF or to the university? Where do they have their identity? 

This can be confusing when it comes to assignments, career development and what priorities to make 

between teaching, educational roles and pursuing research. There seems to be discrepancies regarding 

the perception of career development programs across management and more junior faculty. 

Therefore, it appears that more could be done to promote career programs for mid-career, junior, and 

upcoming researchers. For PhD students, planning the next career step when the PhD project is 

complete, might reduce the stress and insecurity, that some of the candidates indicate. 
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Both mid-career and junior faculty at CTF report being very happy with the work environment, it is 

characterized by trust, and described as friendly and supportive, with an atmosphere that encourages 

asking questions. However, still there seems to be variation in the extent to which individual faculty 

members feel included in research projects and grant applications. This could potentially inhibit future 

career development for some mid-career faculty, lead to unfortunate division into ingroups and 

outgroups and leave CTF in a vulnerable position in the near future. 

To ensure and maintain competence in both the short and long term, hiring the right employees is 

critical. It seems that Karlstad University on the one hand has some requirements, i.e. to fulfil teaching 

requirements while CTF is looking for the best researchers. A plan to address this potential inhibitor of 

research quality, might be helpful to prioritize. 

CTF has had difficulties increasing its number of PhD students over the last three years. This has 

mostly to do with external grants being limited to three years. This makes it difficult to make them 

eligible for PhD studies at the university. This challenge can affect both recruitment of researchers  

for the future, maintain CTF’s role within the field, and affect the productivity of the researchers e.g. 

senior lecturers and professors in particular, that work with PhD students. A plan to address  

this issue seems necessary. 

3. Organisation, leadership and management 

The CTF culture is identified and claimed to be a key factor enabling CTFs success. At the digital site 

visit much of the positive views of the culture and the social inclusivity is confirmed and even praised. 

However, indications of less inclusivity in terms of being invited to established research and project 

constellations are also raised. Thus, the overall impression raises questions that are not answered in 

the report but would be useful for continued development: 1. How has this culture evolved, and which  

are critical factors and elements in the culture? 2. How resilient is the culture to changes and 

disruptions? (How do for example, internationalization, growth, the composition of researchers, 

administrative changes, etc. affect the culture), and 3. In what way is the culture different in a positive 

way compared to other research centres and how can it be preserved and strengthened? 

In the self-assessment, there is a profound emphasis on fostering a supportive and open working 

climate at CTF, dedicated to facilitating collaboration, testing novel ideas, stimulating thought, and 

ensuring an enjoyable work atmosphere. A positive example is the practice of allocating financial 

support during the writing process for larger grants, amounting to 30–40 percent of the researcher's 

time. The appreciation of this support initiative was confirmed during the digital site visit. While 

deemed as a positive aspect, a deeper exploration of the mechanisms in place to ensure the 

effectiveness and fairness of this allocation would be beneficial, as concerns are raised during the 

digital site visit about how to get involved in larger grant applications qualified for this support. 

How new research projects and themes arise and are adopted is described in the report as related to 

internal and international collaboration, individual researchers’ engagements, and opportunistic 

responses to calls for external funding. Although such agility is a strength it raises the question to which  

extent there are strategies for theme selection and concerted efforts to focus on driving the market 

rather than being driven by the market. The report does, however, not elaborate on how research 

themes come about, how constellations of researchers are formed and deliberately -or indirectly - 

create the direction of the development of CTF. 

One notable point of discussion revolves around the organizational placement of CTF. Currently 

positioned as an independent research centre under the HS faculty, there is a suggestion regarding a  
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potential repositioning. The report posits that such a realignment could potentially attract more 

departments, fostering increased external funding opportunities, and facilitating a broader spectrum of 

research activities. There are challenges associated with matrix organizations, where individuals are 

employed by various departments but associated to CTF. Difficulties arise e.g. in attributing individual 

performance (particularly regarding ownership of publications), planning of teaching, and distribution 

of educational roles. This dynamic necessitates a more thorough examination to understand the 

complexities and in a structured way assess and document challenges, as well as benefits of the current  

organisational position. 

Attention is drawn to management’s role in steering towards a more equal gender distribution on all 

academic levels, not only encouraging female faculty to concentrate more on research but also in 

motivating male faculty to expand their roles, particularly to education. The report raises the crucial 

question of creating an environment where stress, particularly related to funding concerns, does not 

disproportionately drive young faculty, perhaps especially females, towards educational or 

administrative roles. The report lacks details on management’s strategies in place to balance these 

dynamics and foster an equitable, stress-free environment. 

Finally, in terms of funding, grants from the KK Foundation and Vinnova have aided greatly with 

research funding, as well as to incentivising relationships and connections with business and society. 

As outlined in the report other types of funding streams, e.g. EU grants would be beneficial in creating 

financial stability. Responding to such calls is likely aided by a more formal and structured approach to 

planning for future research areas to target, as elaborated on earlier. 

4. Collaboration, utilization and impact of research 

CTF has established itself as an international research centre, boasting a strong brand and robust 

infrastructure that can bring significant advantages to other departments within Karlstad University. 

Although the specific mechanisms for collaboration are not outlined, it is valuable to explore and 

establish concrete plans for future growth and development for both the university and CTF. Taking 

proactive steps in this regard will foster mutually beneficial outcomes for all parties involved. 

CTF appears to possess a broad network comprising of both international academic partners and 

international and domestic companies. The value of this network and the collaborative efforts 

between its members have undoubtedly played a crucial role in the development and expansion of 

CTF. Moreover, it is highly likely that this network will continue to be significant for the future of CTF. 

Given the lack of extensive elaboration, conducting an analysis on the role of this network with the 

various partners involved, and how the network and collaborations are maintained in response to the 

continuous changes in the environment would likely offer valuable insights for CTF. 

Over the years, CTF has successfully attracted esteemed scholars, solidifying its prominent position in 

the international arena of its discipline. These visiting researchers actively contribute to collaborative 

research projects, co-authored publications, shared supervision of PhD students, and secured research  

grants, demonstrating the mutual advantages derived. However, it is worth contemplating whether 

an excessive reliance on external resources renders CTF overly dependent and vulnerable. Conducting 

an analysis to determine the pros and cons, and how to continue and optimize this collaboration and 

network, is likely to provide valuable insights for the future success as well as international endeavours  

of CTF. 

A longstanding tradition of collaborating with organizations and companies, both small and large, 

engaging in shared research projects and co-creating value, is established at CTF. However, it is not  
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explicitly mentioned whether this particular mode of collaboration has any potentially adverse 

implications for CTF future success when it comes to generating novel insights and contributing to the 

research field. An analysis of these activities may be necessary for CTF’s ability to continue the success 

under continuous environmental changes. 

CTF seems to actively contribute to five out of six goals set by Karlstad University's strategy. It plays a 

crucial role in creating an excellent research environment, fostering strong connections with 

businesses and society, promoting internationalization, facilitating sustainable economic and 

environmental development, and intends to increase the number of doctoral candidates and 

programs. However, the specific sixth goal that CTF does not contribute to remains undisclosed. 

Consequently, the significance of this particular goal for the collaboration between CTF and the 

university is currently unknown. 

Since its establishment, CTF has made noteworthy contributions to the advancement of the research 

field, influencing global perspectives and attaining a reputable international standing. These 

achievements have been driven by the commitment to scientific excellence, evidenced by high-quality 

publications and scholarly impact. The evaluation of CTF's research impact adheres to the CoARA 

agreement. To fulfil this objective, Sci-Val is employed to measure performance relative to other 

institutions and centres over time. Applying these measures, CTF is performing very well compared to 

other institutions/ centres. If other KPI’s or measures would provide the same results is unknown. An 

assessment of CTF along other rankings and KPIs might be worthwhile, particularly this might become 

more critical due to the accreditation bodies' requirements, e.g. AACSB that Karlstad University 

actively works towards complying with. 

The report highlights the importance of societal impact for CTF and mentions several examples of how 

their research has already made a difference. Collaborations with organizations and sectors, as well as 

contributions to UN reports on sustainability, demonstrate CTF's commitment to societal impact. 

However, the report does not provide details on how CTF plans to enhance its impact in the future. 

The interviews conducted suggest that there is some uncertainty at CTF regarding the definition of 

societal impact and which activities to prioritize. It appears that CTF aims to align its understanding of 

societal impact with that of Karlstad University, which the panel learned is still a work in progress. In 

order to clarify these issues and better operationalize societal impact, it would be beneficial for CTF to 

engage in a discussion with the university. By discussing what societal impact means for the university 

and how CTF can contribute in this regard, in different domains and activities, CTF can establish a 

clearer direction and focus their efforts for greater societal impact. 

5. Internationalisation, gender equality, research integrity and 
multidisciplinary collaboration 

CTF’s current internationally established position and a strong image within service research 

represents a valuable asset for the future. It has been built through international networking, 

collaborative initiatives, and influential individuals over a long period of time. CTF has clearly focused 

on internationalization on one hand but has on the other hand been successful in creating relationships  

with the regional business community. The visiting professor program atracts global experts, fosters 

diverse perspectives, and likely enriches the academic environment. There are frequent shorter visits 

and exchanges with international, well-established researchers, facilitating knowledge transfer and 

establishing international connections. Active participation in scientific conferences demonstrates the 

institution's commitment to an international discourse. Internally, CTF's international workforce is also  

contributing to a dynamic and inclusive academic atmosphere. This emphasis on internationalization  
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positions CTF as a hub for global collaboration. More examples are needed of how international 

possibilities, including international visits are made available for junior faculty and PhD students, 

especially as concerns are raised about economic constraints on participation in international 

conferences from junior staff at the digital site visit. 

Assuming that a critical issue in academia generally is that of an increased number of female senior 

researchers, it is important to clarify what CTF sees as a balanced gender distribution (argued in the 

report to have been the case in 2022). The self-assessment report acknowledges the critical issue of 

an increased number of female senior researchers and mentions mentorship programs to support 

emerging female scholars. However, there is a need to clarify the implementation of these activities as  

they in practice were reported to be consisting of few and general meetings. 

Given that many senior staff members at CTF actively participate in highly successful research 

collaborations nationally and internationally, it is crucial that mentorship is strategically designed to 

include concrete opportunities for emerging scholars to be invited to such collaborations (e.g. opening 

up for co-authorship), rather than offering general mentorship. This raises concerns about the 

inclusivity of author constellations and whether improvements in this aspect could contribute to long- 

term efforts for enhanced gender equality at the associate professor and professor levels. Moreover, 

a fact-based discussion about gender distribution across academic levels, teaching, educational roles, 

and roles related to academic citizenship is encouraged. We acknowledge that CTF is not the employing  

organization, but CTF does constitute the research environment to which many staff identify and thus 

could still benefit from doing a gender distribution mapping for its connected faculty. 

Research integrity and ethics are described as being discussed both within projects and at CTF during 

CTF’s yearly Planning days. Entering, as stated in the report, into more projects in the healthcare area 

ethics questions will be more prominent and needs to be more formalized by applications to the 

governmental ethical board. 

The importance of interdisciplinary collaboration in CTF's research is evident as it currently comprises 

employees from various disciplines, with business administration and psychology being the majority. 

However, to further diversify their team, CTF aims to attract employees from other disciplines like 

nursing and engineering. This goal necessitates a concrete plan and an analysis of how broadening the 

perspective would impact the various enabling factors for research quality. 

6. Connection between education and research 

Most of the researchers at CTF have their home base in business administration or psychology, 

although also some other subjects are represented. CTF is based on a matrix organization principle 

where researchers representing different subjects have teaching duties within their subject. 

Consequently, according to the report, most senior researchers at CTF have leading roles in the 

education programs in their subject. In these activities they can draw on research in their teaching as 

well as use connections to CTF’s business partners. Collaboration between CTF and external 

companies creates a bridge between companies and students potentially benefiting both parties. This 

kind of collaboration appears to have long and successful traditions at CTF. Although it is obvious that 

individual researchers excel in teaching when they get the opportunity to focus on their own topics 

the challenge may be how the collective knowledge of CTF is utilized in teaching. 

For the future CTF has ambitions to expand its educational sewrvices to other subjects within Karlstad 

University. They have identified immediate potential customers in certain subjects that could have 

factual use for a course/courses in service topics. As such this idea represents a good example of how  
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an existing resource and capability can be utilized to create a new market. Along the same lines of 

thinking similar opportunities might be available outside Karlstad University. Challenges and obstacles 

to implement these ideas are not, however, explicated and need to be scrutinized. For example, what 

teaching resources are available and how do these activities affect CTF’s research? 

Furthermore, CTF has created various forms of education programs for companies and individual 

professional development. In line with the focus of the research centre a large program called ISE 

(Improving value creation through service education) has been created financed by external funding. 

CTF provides courses offered to professionals in business firms, drawing on CTF’s research in 

previously conducted externally funded projects. This represents an innovative atempt to utilize 

external funding to further develop both the connection between CTF and companies as well as 

disseminating CTF’s research findings and expertise. If this pilot project turns out successful it 

represents an innovative platiorm to connect research and education. CTF also connects research and 

education in tailor-made courses for companies administered by Karlstad Universitets Uppdrags AB 

and in Karlstads Universitet Samhällsnyta AB. These initiatives indicate that CTF is actively engaged in 

transforming research into educational activities. 

It is obvious that research-based teaching and education can be linked to external funding and the 

task to create societal impact. One challenge is the allocation of researchers’ time and capabilities 

between research and teaching. Another challenge is the divergence in topic and level of knowledge 

that is required in scientific vs practical settings. Hence the most productive solutions probably are 

where research can be designed to simultaneously fulfil research requirements and practical interests. 

Disruptions in the business environment or society might naturally represent such areas. Although not 

brought forward in the self-evaluation report it might be something for CTF to explore for the future, 

and perhaps something that CTF is familiar with. 

7. Concluding assessment and recommendations for continued 
development 

Concluding assessment

CTF has an internationally established position and a strong image within its field of research: service 

management. This represents a valuable asset for the future. It has been built through international 

networking, collaborative initiatives, and influential individuals over a long period of time. The 

challenge for the future is to preserve this position which based on the documentation is recognized 

by the research centre, i.e. managing and developing a nowadays mature organization. This can 

provide a challenge as the culture is presented more as of a start-up nature. 

CTF has a clearly stated vision and mission as well as an articulated view on how research quality can 

be achieved. The core theme for CTF’s research “value creation through service” is broad but 

represents the core in current service research and a useful guide for future research. The challenge is 

to navigate in changing scientific and practical service environments and to translate the overall theme  

into research activities in practice. The task in this respect requires a balancing of CTF’s strategic goals, 

to be a scientific thought leader, to atract external funding and to create social impact. A risk is that 

the vision and direction of research is too much driven by funding calls, which might risk a lost focus 

on services and competition to other research environments with stronger track-record in these 

“new” areas e.g. circular economy. Therefore, it is important to anchor new themes strategically and 

intentionally in CTF’s focus “value creation through service”.  
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The environment is project-driven with an emergent and agile approach to development of projects 

e.g. new areas to position research in. Entrepreneurial and open, but a risk to be too reliant on 

network, personalities, and roles in the group. There needs to be an evaluation of the risks related to 

this approach e.g. exclusion of certain individuals or groups, or too much reliance on few individuals. 

The site visit confirmed some of these risks, but also pointed to a risk-reducing initiative in a recent 

large grant application where work package leadership was more deliberately assigned to mid-career 

scholars in need of such merits. Development of a more formalized, complementary process to balance  

the entrepreneurial project driven culture is advised for a more mature centre: as expressed by a 

senior faculty member at the digital site-visit “we need to be ambidextrous”. 

CTF as a research centre is, however, not only about position, image, culture, and strategies. There is 

a constant in-flow and out-flow of human resources, researchers, visitors, and other personnel, 

representing the competence and capabilities forming the future of the centre. The challenge is to 

constantly balance different restrictions and opportunities to achieve the goals set. CTF has in this 

respect specified their own current ambitions and identified areas where support from KAU is 

requested. An even broader and more long-term risk analysis could be informative. CTF has a strong 

internal culture that the research centre is aware of and proud of. The challenge is to identify key 

factors and mechanisms to maintain the culture in changing environments and conditions. This should 

be paid attention to, alongside the risks associated with a very informal culture. A lack of awareness 

regarding individuals' diverse interests in teaching and research can pose risks to career development. 

For instance, certain career milestones such as achieving the position of associate professor require 

scientific qualifications, and failing to acknowledge this may hinder progress in individual faculty’s 

career development. By prioritizing career development of mid-career faculty CTF decrease it’s future 

vulnerability by avoiding a situation where they potentially lack critical competence and experience 

when more senior faculty leaves. 

As much effort has been put into creating the self-assessment report, the text would benefit from an 

overall editing, for example, combining overlapping text segments and repetition from different 

sections, focusing on key arguments, streamlining the style in different parts of the document, and 

creating summaries to emphasize conclusions, towards a strategic plan for CTF for the future. 

Recommendations for continued development 

• In each section of this review remarks made by the panel can be taken as suggestions for 
further development. 

• CTF presents several ambitions and requests for support from KAU In each section of the self- 
assessment report. For a clearer total overview of ambitions and requests a structured 
summary list could be created to communicate these important aspects. This list could also be 
used to formulate strategic initiatives, “programmes” to engage in to achieve certain 
objectives. More emphasis could be placed on evaluating potential disruptive forces in the 
environment affecting the research centre. This also involves understanding more deeply the 
past, present and future of the field of research, but also the “business and markets” of CTF as 
a research centre. CTF has relevant conceptual and methodological tools that can be applied to 
understand how a research centre can create value through service. Furthermore, CTF could 
engage in a risk analysis identifying factors in the organization and operations as well as in the 
environment that may have a disproportionate large effect on the research centre. 

• Develop, or state in similar reports as the self-assessment, the publication strategy at the CTF 
level and how this is linked to KPIs being evaluated by the university. If publication strategy 
points to requirement on publications in top journals it needs to be ensured that senior 
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researchers publishing in these journals are present in the day-to-day work at CTF. Moreover, 
mid-career researchers could be deliberately assigned one of these as mentor based on a 
process of matching research interests, and perhaps the mid-career researcher can even get 
invited into some new author constellation. 

• There is a need for some more formalized processes to ensure future success, inclusiveness, 
and less reliance on few individuals; we suggest that Table 1 in the self-assessment report can 
function as a starting point where each of the items/rows could be linked to a new column of 
“how” this is supported and implemented. 

• Inequalities need to be explicitly assessed, gender-based as well as on other bases. The 
impression is that discussion on gender distribution and inequalities has been rather limited, 
and at the digital site-visit this is confirmed by both senior, mid-career, and junior employees. 
We advise a mapping of how roles in education, projects, teaching duties, and participation in 
author constellations look like today as a basis for fact-based discussions and workshops on 
what the situation looks like today and how to support a more equal environment in the 
future. Moreover, roles e.g. in education should be mapped and it needs to be ensured that 
roles rotate between individuals. There is a risk that individuals hang on to the roles not to be 
under-financed, perhaps extra funding for a limited period of time can be set aside for 
individuals leaving an educational role to be able to get back into research. 

• There is a need to develop career-development programs to support mid-career researchers, 

e.g. including hands-on and time-set goals. Such goals and requirements for different academic 
levels need to be clearly stated and documented. Key to ensure support for development of 
the skills needed to reach these goals. If mentorship programs are considered they should be 
designed so that mentors can provide hands-on support to acquire the skills needed. However, 
we acknowledge that the matrix organization adds to unclarity of the responsibility for 
employees’ career development. 

Ida Gremyr 

Gothenburg, February 19th, 2024 

Tore Strandvik 

Helsinki, February 19th, 2024 

Line Lervik-Olsen, 

Oslo, February 19th, 2024 
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