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What we will do today… 

• Discussion of the elBulli case 

• B of A’s experimentation in service 
innovation 

• Business model innovation  

 

 

 

 



Final Project Grading Criteria 

• The novelty of the idea 
• Feasibility (marketability) – business 

model aspect 
• Robustness of the innovation process 
• Delivery of the presentation 

– communication, concept delivery, novelty 

• Peer review  
 



Case: elBulli – The Taste of Innovation 



Video: elBulli’s Innovation in Taste 



What elements of the elBulli experience  
create value for customers?  

 
(These are the reasons why elBulli was the best restaurant in the world) 



Constructing Experience 

Reservation Trip Tour Meal Service 

Scarcity Effort Access Innovation Exclusivity 



What are the most salient features of the creative 
process at elBulli? 



Innovation Process 



Catalog of Thought Generating Techniques 

• Deconstruction: Taking it apart, putting them back together 
in a new way 

• Six senses: Irony, humor, provocation, childhood memories 

• Adaptation: Revising recipes from traditional/classic 
cuisine 

• Minimalism 

• Haute cuisine version of mass-market items 

• Influence from other cuisine 

• Senses as the starting point to create 

• Symbios of sweet and salted world 

• New ways of serving food 

• Techniques & concepts applied to new products 

• … 

 



Progression of Economic Value 
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Frisholt Experience 



Facts about Frisholt  

• Built in: 1925 

• Established as guest residence in: 1967 

• Guests: Customers, partners, subsidiary 

employees, consultants 

• Dining guests: 4,500 per year 

• Overnight guests: 2,500 per year 

• Facilities: 24 rooms, 2 dinging rooms, 3 bars, 

karaoke, conference room, billiards, table tennis, 

multi-purpose chapel, golf course with putting 

green and driving range, pentaque, multi-purpose 

game room 

 



Frisholt Experience 



Why models of product innovation, especially the 
experimentation approach, doesn’t easily apply to 
the service innovation? 

• Service is intangible, and realized only at the moment of 
delivery to the customer 

– Not easily isolatable in a traditional laboratory 

• Many services are individually tailored at the point of 
purchase 

– Experiments not easily testable in a large sample 

 



Iterations Reveal New Information to Improve Upon 

Experimentation allows quick iterations in a controlled way, 
so that the iterations results in a more robust findings 
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Three different models 

• Express centers 

• quick, routine transactions 

• Financial centers 

• spacious, relaxed outlets with trained staff and advanced 

technologies for sophisticated services (stock trading and portfolio 

management) 

• Traditional centers 

• conventional banking services 

 



Service 
Innovation 
Process 
through 
Experimenta- 
tion 

 

Source: Thomke, 2003 



Business Model 

A conceptual framework for identifying how 
a company creates, delivers, and extracts 
value. 

• Inventing a entirely new business model 

• Continuously evolving your company’s 
existing business model 

Two distinct objectives of “Business 
Model Innovation” 



Holistic 
Examination of 
the Components 
of Business 
Model 
Innovation 

 

Source: Skarzynski and Gibson 



[yellow tail] 



Strategy Canvas of [yellow tail] 
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Source: Kim & Mauborgne (Blue Ocean Strategy) 



Southwest Airlines 



Strategy Canvas of Southwest 

Source: Kim & Mauborgne (Blue Ocean Strategy) 
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Alternative View of Business Model - Craigslist 



Alternative View of Business Model - Craigslist 

• Most successful “online classified advertising site” 

• 30 employees (vs. 15,000+ of Amazon and eBay) but more 
traffic than A and e. 

• A dotcom vs. community service (MetroVox vs. craigslist) 

• Assumption: “People are good and trustworthy and 
generally just concerned with getting through the day.” 

• Solution: build a minimal infrastructure allowing them to 
get together and work things out for themselves 

• Minimal structure for internal organization as well – no 
mkting, no HR, no sales  hence no meetings! 

• Killed innovations? (e.g. Listpic and Global search) Or not? 



Grassroots Innovation in India 



Video: Grassroots Innovation in India 

Grassroots Innovation in India 



Video: Grassroots Innovation in India 

Grassroots Innovation in India 


