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On his Asian trip last month, President Bush urged Americans not to fear the S FRINT
rise toward prospearity of emerging economisas like India. Education, Mr. Bush B sINGLE PAGE
gaid, was the best response to globalization, climbing further up the ladder of [® REPRINTS
skills to "fill the jobs of the zist century "
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Enlarge This image DUt aladder to where? That is, where are pE———
educated young Americans likely to find WATER
good jobs that will not be shipped off to Tndia

or China?

Thea answer, according to a growing number of universitias,
corporations and government agencies, is in what is baing
called "services science." The hybrid field secks to use

Heah Berger b The Hew ok e tachnology, management, mathamatics and enginasring
Furt Koester, a Befieley studant, is 3 i i F .
complementing his enginesring studies  ©@XPertise to improve the performance of service businesses like
i soUe i se s s sRle e, transportation, retailing and health care — as well as service
functions like marketing, design and customer service that are

also crucial in manufacturing industries.

& couple of dozen universitias — including the University of California, Berkelay; Arizona State;
Stanford; Morth Carclina State; Rensselasr Polytachnic Institute; and Gecrgia Tech — are

experimenting with courses or research programs in the fiald.

The push for services sciencea is partly a game of catch-up — a belated recognition that services
now employ more than 7g percent of American workers and that education, research and policy
should reflect the shift. "Sarvices is a drastically undearstudied fisld," said Matthew Realff, director
of a new program at the Maticnal Science Foundation to finance university research in the fisld.
"IWe naed a revolution in services."



Workshop Goals

highlight the importance of services in the US and other developed
economies and the role of service innovation in promoting
productivity and growth

identify and make explicit the knowledge and skills that industry has
empirically observed are important to service innovation, and the
gaps in existing curricula

outline and debate some initial curricula developments that address
the unique educational needs of careers in the service economy

identify how existing curricula can be enhanced to enable service
innovation knowledge and skills to be acquired

understand and define the areas for additional funding investments
in the development of service innovation research and education



Agenda

What do we need and what are we doing?

09:20 AM
09:40 AM
10:00 AM

10:20 AM
10:40 AM

11:00 AM
11:20 AM

Kannan Govindarahan (HP)
Doug Morse (Oracle)
Mary Ann Wangemann (EDS)

Break
Jim Tien (RPI)

Rick Koubek (PSU)
Bob Glushko (Berkeley)

Combining the Perspectives and Crystalizing the themes

11:40 AM

12:30 PM

01:00 PM
01:15 PM
01:45 PM

Panel - moderated by John Sargent (DoC)
morning speakers and workshop participants

Lunch
Taffy Kingscot (IBM) ~ Legislative Activity to support Service Innovation

Anatole Gershman (Accenture)
Jim Spohrer (IBM)

Defining and Prioritizing our Investment needs

02:15 PM

03:30 PM
04:00 PM

Panel - moderated by Matthew Realff (10 min/panelist plus discussion)
Mary Jo Bitner (ASU)

Roland Rust (Maryland)

John Zysman (Berkeley)

Wrap up discussion - moderated by Paul Maglio (IBM)
Close
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