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‘Living Services’ Are the Next  
Wave of Digitization

The digitization of everything allows us to understand consumers in a more comprehensive way 
than ever. Add to this the ubiquitous technologies of what is commonly referred to as the Internet 
of Things, and the result will be 'living services': services which are designed to tailor themselves 
in real time around individual shoppers, patients and citizens. By 2020, we can expect living ser-
vices to have a significant impact on our homes, bodies, money, shopping, cities, learning and 
transport. This third wave of digitization following the internet and the rise of mobile devices will 
unleash new competitive forces in business, requiring all organizations to rethink their business 
practices. What will these services look like? At a high level, they will blend our digital and physi-
cal worlds like never before. In practice, imagine your music playlists and movie library will travel 
with you from your home to any airplane and hotel. The service will simply know where you are 
and connect to your current environment. Regardless of their origin, living services will be fueled by 
data. Cisco projects that by 2019 the connection of people, processes and things will be generating 
amounts of data equivalent to nearly 600 trillion hours of streaming music – per month.

This has two major implications for companies. The first one is obvious: there are concerns for data privacy 
and the ethical use of data, especially in Germany. Businesses will need to recognize the 
limitations of what is acceptable and not to assume that just because a service can do 
something, it should. To further address this sensitive topic they should also consider in-
creasing data transparency, security, and user control over data – and boosting the tan-
gible benefit of services, so consumers are more willing to ‘pay’ with their data. 

Secondly, companies are more than ever required to increase their data savviness. 
This includes their ability to obtain actionable insights into the individual customer in 
real time from the data deluge. This, too, means they need to think about data when-
ever they are creating a service. It is about collecting data points that can be gathered 

while the service is live. Only if there is a flow of data out of the service, a company can understand the cus-
tomer context, feed it back into the service and change it in real time.

Do German companies have the capabilities to design living services, yet? Many are still manufacturing-
driven and focused on digitizing products and processes whereas US businesses are putting more emphasis 
on providing customers with digital experiences. Saying that, with its strong background in engineering – 
combined with their excellence in sensor technology and embedded software – German industry is well po-
sitioned in the race for adaptive services around smart products. We may not be first out of the blocks when 
it comes to building living services, but when we do, we’ll do it thoroughly.
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