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Services dominate the lives of consumers all over the world and constitute about

70% of the world economy and are an integral part of consumers’ day-to-day

experiences. However, transformative consumer research (Mick 2006) has

provided limited research attention to the role of services in affecting consumer

well-being. Transformative service research (hereafter TSR) is proposed as a “new

area” in consumer and service research (Rosenbaum et al. 2011). TSR emphasizes

the role of services and service systems in affecting the individual and collective

well-being (Ostrom et al. 2015). TSR is the all-encompassing term for service

research the central emphasis of which is to investigate the well-being implications

of service for consumers and for the broader society.

Anderson et al. (2011: 3) is defined as “the integration of the integration of

consumer and service research that centers on creating uplifting changes and

improvements in the well-being of consumer entities: individuals (consumers and

employees), communities and the ecosystem.” TSR is conceptualised as the

research domain at the intersection of transformative consumer research and service

research (Anderson et al. 2013). Although the prime focus of TSR research is on

consumer well-being, quality of life, and health outcomes service researchers have

also examined the more managerially relevant outcomes, such as customer satis-

faction, loyalty, repurchase intentions, and intentions to spread word-of-mouth

(Rosenbaum 2015). In their TSR framework Anderson et al. (2013) proposed four

different dimensions such as service entities, consumer entities, the macro-

environment, and well-being outcomes for conducting more research in this

domain.

This section presents four very unique cases that encompass transformative

service research.
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The Prince Court Medical Centre (PCMC) case study examines healthcare

service delivery with the ultimate aim of patient and family well-being. The service

delivery also emphasizes the well-being of other important service entities like

employees and community.

The Operation Megh Rahat case study is a very unique case which examines the

service provided by Indian defence services in disaster management situations.

Indian armed forces and especially the Indian army has a rich history in service to

the nation whenever they have been called upon to do disaster management work.

This case elucidates the transformative role of government services for the societal

well-being.

The next case on ‘well-being through travel’ emphasizes the role of TSR in

creating well-being in the travel and tourism services. The case underscores the

numerous benefits of well-being through travel such as physical health, transcen-

dence, self-esteem benefits, novelty and escape.

Finally the RIL case study delves into the social responsibility of private firm

which has sustainability objectives. It emphasizes the role of firms to create

stakeholder engagement via strategies which enable stakeholder well-being.
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