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Unit objectives

= After completing this unit, you should be able to

— View services as a system and discuss what that means

Articulate key differentiators in a services system
— ldentify and articulate co-production membership

— Understand how value is defined for a service system
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What is a system?

» Premise of General Systems Theory
“there exist models, principles, and laws that apply to generalized sytems
or their subclasses, irrespective of their particular kind, the nature of their
component elements, and the relations or ‘forces’ between them” (von
Bertalanffy)

= A way of looking at and understanding the world
— Perception or understanding of a phenomena
— Construct to simplify complexity
— Simplification results in assumption that only certain objects, attributes, or
interactions are important
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System characteristics

= The goal is to find the hidden pattern in apparent chaos

= A system is any set of available variables selected by an
observer to identify fundamental objects, the influential attributes
of the objects, and the relationships of these objects that result in
a phenomena.

= Basic assuptions
— Objects can be tangible or intangible
— Objects have attributes
— There are relationships amongst the objects
— There are relationships amongst the object attributes
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System examples
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Type Description Key Characteristic Examples
Natural Biological, geological, or Constitutionally organic Animal
Systems climatological Earthquake

phenomena that occur in Weather
the natural world
Manufacture | Designed creations or Having designed Automobile
d Systems artifacts of living beings subsystems defined as Computer
components, parts, or House
assemblies
Socio- Combination of natural Interaction elements Business
technological and manufactured between sociological and | Government
Systems systems mechanical aspects Services
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Service System

Socio-technological System
Any number of elements, interconnections, attributes,

and stakeholders interacting to satisfy the request of a
known client and create value

Combination of natural and manufactured systems

Humans, Processes, and Goods

Interaction elements between sociological and mechanical aspects

Customization activity

Co-productive interaction between the provider and
client

Economic transaction and creation of value
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Model of Unified Services Theory
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Open-Systems View of Service Operations
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Service process Consumer Evaluation
Consumer arrivals 2 departures S
| Conzumer participant #| Criteria
(input) e {output)
Consum er-provider interface M easurement
Control Monitor

Service operatfiors manager

+ Production fundtion: Service personnel
Cons umer demands

Alter M onitor and control process Schedule E mpowerment
Perceived needs N 5
; demand * Marketing function: supply Training
Location .
Interact with consumers Aftitudes
Control demand 1
M odify as necessary
Define standard
r
Service package
Supporting fadlity
Communicating Facilitating goods Basis of
by advertizing Information =selection
Explicit zervices
Im plicit 2ervicez

(Fitzsimmons & Fitzsimmons, 2006, p. 30)
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Service-Profit Triangle
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Product and process formulation

High-quality internal services
and good internal
management

Revenue growth and
profitability

Relationship

—

Value of service provided

Frontline
employee

Customer

Low turnover Loyalty
Productivity

(Teboul, 2005, p. 33).



How is value created?
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Gaining a Customer Value Creation Keeping the Customer

Pre-Production Services Production Process Post-Production Services
© Good and Service Design © Create the Good or Service © Servicing Loans/Financing
© Supplier Services ® Process Type and Capability ¢ Installation, Maintenance, and
® Purchasing Services ® Good and Service AR REpElT SEriees
o c - Characteristics/Features © Transportation Services
ontract Negotiations
O = . ® Price/Cost, Quality, Time, ® Warranty/Claims Services
Financing o !
Safety, Flexibility, Innovation O Tl STl
® Good and Service Guarantees and Learning, market and 9
O ) ; Financial Performance © Postsale Visits and Services
Consulting Services
® Value and Productivity ® Consulting and Technical Services

© Education/Training Services

L]
© Sales/Marketing Services FESEEE AT

® Warehouse/Inventory Management
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Characteristics of emerging services

Service Systems Engineering Characteristics
Example Emeraing Services Information- | Customer- E- Productivity-
P ging Driven Centric Oriented Focused

Wholesale & Retail:
Mass Customization X X X X
Business & Professional: X X
“Early Warning” System
Education:
Internet-Based Distance Learning X X X X
Government: X X
Crime “Hot Spots”
Health Care:
Medical Triaging X X X X
Finance, Insurance & Real Estate:
Internet-Based Auctions X X X X
Transportation:
Airline Passenger Screening X X X
Communications:
Real-Time Routing X X X
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Typology of services
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Addendum: System Images
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Living system
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Viable Systems Model

management model

organization
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VSM
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Cognitive System Architecture
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Cognitive architecture

Retina and preprocessors

Afferent field constrict op

A

Retinoid System

Phasic short-term memory, 2-D, 3-D representation Executive Processes
Centroid capture, Object parsing, Translation self
locus, Selective attention, Scene assembly, Scene
analysis, Hypothetical scenes, Schema generation, 3-
to 2-D projection, Size constancy

Central Hedonic System

Learning, Long-term memory, Appetitive

set-points, Secular set-points, Goal
setting, Cognitive homeostasis,

4 Motivational biasing of attention,
Resolution of conflicting goals
v 3 v
| Size transformer [~ Synaptic Matrix (Level - 1) Registers for Plans and Actions
n I: Learning, Long-term memory, Visual-analog to token | g Learning, Long-term memory,
Rotation transformer‘ conversion, Object token to image conversion, Patterr Encoding of magnitude, Binding ||
Novelty detector |~ recognition, Synaptic matrices (higher levels ) consequences to actions, Encoding || |
A * f plans, Composing plans of action,
[ — - - - Storage and selective recall of plans,
Clock Rings I _ Synaptic Matrix (Higher Levels) . Selective gating of covert cognitive
Sequenced priming for P! Learning, Long-term memory, Multilevel concepts, Lexical routines and overt motor routines

episodic learning and recal assignment, Object token to lexical token conversion - -

control of place coding of + f
magnitude sequencing

plans of action » Semantic Network
Learning, Long-term memory, Semantic pro ing, (¢
A Lexical token to semantically related token, Logical (¢ Lexicon Mot.or
inference, Sentence comprehension, Narrative N routines
comprehension, Self query

Trehub
Version 1.0 18



Socio-technical model
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