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Here are the facts...

All national economies are shifting to services
— major industrialized nations are >75% services, developing nations are close behind

To better study, manage, and engineer service systems, new skills are needed
— combination of business, organization, technology skills — soft skills enhance hard skills

Educational system is slowly shifting toward services
— service management, operations, marketing, and engineering courses and programs exist

At national level, governments can draw investment toward service innovation by
— bootstrapping investment in research and education through targeted programs
— focusing attention on intellectual property protection for service innovation
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Put differently...

= “Services account for more than 80 percent of the U.S. gross domestic product,
employ a large and growing share of the science and engineering workforce, and
are the primary users of information technology. In most manufacturing industries,
service functions (such as logistics, distribution, and customer service) are now
leading areas of competitive advantage. Innovation and increased productivity in
the services infrastructure (e.g., finance, transportation, communication, health
care) have an enormous impact on productivity and performance in all other
segments of the economy. Nevertheless, the academic research enterprise has not
focused on or been organized to meet the needs of service businesses. Major
challenges to services industries that could be taken up by universities include: (1)
the adaptation and application of systems and industrial engineering concepts,
methodologies, and quality-control processes to service functions and businesses;
(2) the integration of technological research and social science, management, and
policy research; and the (3) the education and training of engineering and science
graduates prepared to deal with management, policy, and social issues.”

— National Academy of Engineering (2003). "The Impact of Academic Research on Industrial
Performance”
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Put more crisply...

“... modern economies are both service economies and economies
of innovation. Paradoxically, they are not regarded as economies
of innovation in services, that is as economies in which service
firms' innovation efforts are proportional to their contribution from
the major economic aggregates. It is as if service and innovation
were two parallel universes that coexist in blissful ignorance of

each other.”

— Gallouj, F. (2002). Innovation in the Service Economy: The New Wealth of Nations.
Cheltenham UK: Edward Elgar.
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The Rise of the Service Economy ]
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Projected US Service Employment Growth, 2004 - 2014

' Numeric wage-and-salary
employment by industry type,
2004 and projected 2014
Millions) | Service-providing
150 industries are projected
to account for most
Jjob growth, generating
1335 almost 19 million new
jobs between 2004 and
2014. This is due, in
part, (o increased de-
mand for services and
the difficulty of auto-
mating service 1asks.

24 Projeced 01
| Service providing
1 Goodsproducing

US Bureau of Labor Statistics.
http://mwww.bls.gov/opub/ooq/2005/winter/art03.pdf
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Employment change
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Healthcare and soclal assistance

Retall and wholesale trade

State and local government,

Employment in professional and business services is projected 1o increase by nearly
4.6 million jobs. Growth in this sector is led by providers of administrative support
services and consulting services.
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So what are Services?

In economics and marketing, a service is the non-material equivalent of a
good. Service provision has been defined as an economic activity that does
not result in ownership, and this is what differentiates it from providing
physical goods. It is claimed to be a process that creates benefits by
facilitating either a change in customers, a change in their physical
possessions, or a change in their intangible assets.

By supplying some level of skill, ingenuity, and experience, providers of a
service participate in an economy without the restrictions of carrying stock
(inventory) or the need to concern themselves with bulky raw materials. On
the other hand, their investment in expertise does require marketing and
upgrading in the face of competition which has equally few physical
restrictions.

= from Wikipedia, see http://en.wikipedia.org/wiki/Services
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What really defines Services?

Deed, act, or performance

— Berry (1980)

An activity or series of activities... provided as solution to customer problems

—  Gronroos (1990)

All economic activity whose output is not physical product or construction

— Brian et al (1987)

A time-perishable, intangible experience performed for a customer acting as co-producer

—  Fitzsimmons & Fitzsimmons (2001)

A change in condition or state of an economic entity (or thing) caused by another
—  Hill 1977)

Deeds, processes, performances

—  Zeithaml & Bitner (1996)

Application of specialized competences through deeds, processes, and performances to benefit another

— Vargo & Lusch (2004)
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Another definition of Services... as systems of relationships

Forms of
Service Relationship

(A & B co-create value)

Forms of

Forms of Service Interventions Forms of
Responsibility Relationship (Aon C, B on C) Ownership Relationship
(A on C) ’ (B on C)

- based on Gadrey (2002)
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IBM Revenue Growth is Now Led by Services...
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From Computer Science to Service Science...
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PhDs in IBM’s Global Services Division (US)

O Engineering and Natural Sciences
B Social Sciences

[0 Business and Management

O Liberal Arts

B Other
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PhDs in IBM’s Research Division (US)

E Engineering and Natural Sciences
B Social Sciences

O Business and Management

O Liberal Arts

B Other
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What is SSME, really?

= An urgent “call to action”
— To become more systematic about innovation in services
— Complements product and process innovation methods
— To develop “a science of services”

= A proposed academic discipline
— Draws on many existing disciplines
— Aims to integrate them into a new specialty

= A proposed research area
— Service systems are designed (computer systems)
— Service systems evolve (linguistic and social systems)
— Service systems have scale-emergent properties (economic systems)
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Can there really be a science of services?

“Wherever there are phenomena, there can be a science to
describe and explain those phenomena. Thus, the simplest (and
correct) answer to “What is botany?” is, “Botany is the study of
plants.” And zoology is the study of animals, astronomy the
study of stars, and so on. Phenomena breed sciences.”

- Newell, A., Perlis, A. & Simon, H. A. (1967).
Computer Science, Science, 157, 1373-1374.
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Possible Objections... to Computer Science

= Only natural phenomena breed sciences

= The term “computer” is not well defined

= Computer Science is the study of algorithms, not computers
= Computers are instruments, not phenomena

= Computer Science is a branch of another science

= Computers belong to engineering, not science

- Newell, Perlis, & Simon (1967)
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Possible Objections... to Service Science

= Only natural phenomena breed sciences

=  The term “service” is not well defined

= Service Science is the study of work, not services
= Services are performances, not phenomena

= Service Science is a branch of another science

= Services belong to engineering (or management), not science

- with apologies to Newell, Perlis, & Simon (1967)
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What | see...

= Services depend critically on people, technology, and co-creation of value
= People work together and with technology to provide value for clients
= Soaservice system is a complex socio-techno-economic system

= Growth requires innovation that combines people, technology, value, clients

Science & _ Business &
Engineering Technology Busme_ss Management
Innovation Innovation
) . Economics
Social & Cognitive Social Demand & Markets

Sciences Innovation

Innovation
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Some SSME Research Areas

= Measuring work, service intensity, and service complexity
— What are the limits to self-service? How much work can we shift to end-users?

= Representing and cataloging skills

— How do we organize and breakdown the human skills needed to do work? How can we take this
into account in composing and optimizing teams?

= Global communication tools

— What are the barriers to highly productive human-human coordination? Distance, trust,
communication, common ground, culture, technology?

= Service workforce management
— Application of supply chain methods to service supply chains, which are people-centered

= Effective service automation
— Understanding tradeoffs in human vs computer effort in creating customized business services
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Some More SSME Research Areas

= Service scale effects

— Take advantage of IBM-scale service data through semantic analysis. Are there scale laws of services?

= Computational theory and modeling of service systems

— Need computational theories to generate models that help us understand and guide how services
associating humans and information and communication technologies (ICT) emerge and how they help
organizational structures emerge, interact, evolve and adapt to better meet the needs and aspirations of

people, business, and society

« problems of data (human behavior, distribution, privacy-transparency-accessibility, trust, quality)
» problems of comprehension (e.g. generic problems of modeling, simulation and visualization)

« problems of engineering (e.g. computational problems)

= Globalization of services

— With globalization of services, are there shifts in business models? What will be done differently? What
does it take to adopt and benefit from globalization? At some point, everyone will be leveraging global
resources and labor arbitrage will be table stakes. Who wins then and why? How does one build and
manage this global labor supply chain?
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.Bunrlcn Science

Serving the Services

The emerging science of service management apens
apportunities for cperations research and management science.

By Brenda Dietrich and Terry Harrison

The services industry contmuss to be a rapidly growmg segment of many
developed economes, mcheding the 1.5, economy [1, 2] Although a
signaficant porbion of the seraces mdustry 1z focused on pronding seraces ko
mdindeals {(medical, msurance, legal, fmancial), the busmess senaces sector, m
whuch ong company prowvides sernce to another company, i also a rapidly
growing segment [3, 4], Examples mehude tradmenal consulimg, design,
techrdcal support (typically for products), call center operations, IT
wmplementation and IT outsourcing. New busmess models, bazed on
mproving efficiency through automation, aggregation of sk, econonues of
scale or reduction of capatal assets, lead comparues to cutsource and m some
cases off-shore busmess processes that do net prowde differentiateon m the
marketplace, Transportaton and warehousing, procurement, manfachmng,
benefits managernent and back-office processes such as accounting are all
now being provided as serwices. Business services are complex, and are
typically purchased and managed by separate crgamrations within an
eterprize.

Creer the past several decades mathematical models of radiional
marifachurmg and lomsthcs systems have been developed and used for
strategme plannung. More recently surdar models have been used to support
operational decision-making, Significant gans m eficeency within the
marnfacturng and logestics industries have been attnbuted to the use of such
models, together with a supporting mformation technology mfrastruchure [see
5, 6.7, % for examples]. Mamfacturing Resource Planming (MEP), which
automated the calculatons of matenal requirernents withm manufacturmg,
evolved in to Enterprise Besource Planmang (ERF), wheeh mormtors all
marnfachunng enterprise processes, and formed the formation base for
advanced planmng and e-commerce,
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Trends in Services Sciences in Japan and Abroad

1 [ Introduction

A rican asd Curopcan aniversitios are taking
a new apgarorch to services. By regarding services
a5 part of scence ind spplving scientific methods
1 solve problems serined wilh services, they
Eatend to incroase productivity asd bBring sbost
EanoTaticnn in serviony, hcrchy isvigorating the
economy. This cmerging academic discipline
i called “Sryvices Sconces, Manageonont asd
Engincenng.” of smply Services SCeenoms” The
services here refer 1o e nleriCtive process of
crcaling ccenombc vilues Boiweea the service
provider and the user. anad incbade not only the
seivics idmiry @ a bortiary industry bid also
the sorvice business in ik manufacbwring soctor,
This articlke explilog how semniioes soenoes huve
deveboped (Chapter Ih, wha services sclences
are {Chager 33, services sciences in Baropean
and Amseveian uaiversiics (Chapler 43, s the
curroed status of this ficld of rescarch in Japan
{Chapter %5, folkrwrd by o conchesion {Chapior &5,

2 | Background

2.1 LS fewies Iand in sendcn resaarch
as 4 national sirategy

The U5 Couscill an Compeotitivencss publiskscd
a ropowt (copemonty knowa as ihe “Palmisano
Report ™) in Decembsor 5004 that casphasizes
the imporience of nacional iEMovMion sITALEEY
Foown the theee peripoctives of nigken fesousccs,
investment and infrastructure. Based on an
analysin of the current position of the LL5. the
Feport cibon, an ik roavons dhat Ehe coustry noods
inmovation, threats from other countrics as a
resal of globalization, § skowdows in research
b sche e wnd technology, and delnys b sawooth

Earvvosin Hipaks

Affibatad Follow

techmeogy Irasler o the MsuicIUring secio.
I sl pobils oill Bhe seivice scciods lick of
rescarch investmant in innovative busiscss
procos design, ovganisiion aesd muonsgomont.
desplie services” mapor contribuwion to the
economy. To put i simply, o fecter behind this
PEPHNE 5 & peroeplion that research investment
i sorvices should be addreuscd as pary of U5
national srategy, The ropart triggered § move
torward inbograting many recent approsches ba
services im academia into the term “sorvices
SCRCTROEE.”

22 Divelopment of D Sanvice aoonamy

What kiad of rale afc scevices gives in
the globdl ceogomy? Nowadav, wfvice afc
increusingly imporiant to ihe cconcmy. This i
evident from mwe a0 the servioe industry his
grown sgnalcandy, and even compandes that Ll
outskds of the service i sty Sic move Al more
reliant o Seivice-hised isisss.”

11} Development of dhee servioe [ndusiry
Treneds in the working population By indumsry
demenstrite that the workforce o the service
imsdumary hus increased sharply workiwide. Fgure
| shows ihe chinge & the working populitios
in the world's top 10 coumtrics by workiferos
uinr over e past fwo conteiod=, In devdoped
counirkcy, madnhy bn Burope and Mosih Amerkca,
the working populstion in the sccendary
(mamfcrurieg) indusery incressed shurply over
the pevicds of the Farst ladusirial Revolaion,
which wis ushered in by the improvement of
spinaing suchines in England in the latc 18k
coplury, asd ibe Socond ladustrial RevoluBios,
which ok place ax a result of e incroased use
of oil and elecinicity in the Lite Kb cennary.
However, by the middle of the 20th cemtury,

August 10, 2006

© 2006 IBM Corporation




Almaden Services Research

Service Science at ASU

' . - A . ﬁ
SCHOOL of BUSINESS

ARIZONA STATE UNIVERSITY

HOME  IRFC

Add Me to Your Mai

. . CENTER FOR SERVICES LEADERSHIP
or Information

HIGHLIGHTS:

®* The 20th &nnoal Serdces Leadership
Institute Aharch 27-29, 2005 Tempe,
frizona [more

®* The 17th &nnoal Compete Through Service
Svmpozium Movember 1-3, 2008 Phoenix,
frizona [more

* Knowledge@, P, Carey Special Section
on the 2005 Compete through Service
Svmpozium [more

Science - We are in the business of the science of services - we base our understanding of
effective services on research and objective criteria, not just platitudes

Fhone: J80-7a5-020T
Fax: 480-965-2180
Email: csli@asu.edu

CONTACT INFORMATION:

COTTrrTanTTy ang e gI004T aTaOerTiTs COmranT Ty,
what makes us different from other university centers and consulting organizations?

Science - We are in the business of the science of services - we base our understanding of
effective services on research and objective criteria, not just platitudes

Significance - We arz in the bucine<s nf develnning and sharing what works in the real
business world, not just pure theory

Symbiosis - We are in the business of building a cross-industry and cross-functional networlk
of companies and academics who can help each other discover fresh ways to compete
through service - not just business as usual

http://wpcarey.asu.edu/csl/
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Berkeley SSME Certificate Program

Services Science, Management & Engineering at UC Berkeley

Find out more: Curriculum & Certificate  Research & Publications People
‘, ——— The New Science of Services Ravl Nemasia Named
Se R U I CES Services Science, Management and Executive Director
Sclence, Monogement, ond Engineenng  Engineering (SSME) at UC Berkeley is a (10 April 2006). Ravi Nemana is
multi-disciplinary effort to conduct research named the first Exacutive

and teaching in the emerging discipline of services science, The theoretical foundations  Director of the Services Science,

of SSME come from the disciplines of economics, computer science, engineering, law,  Management & Engineering program at UC
and organizational sociology, each of which provides important perspectives an the Berkeley,

evolution of the infor mation and services economy, But SSME would be merely

theoretical without the pragmatics provided by business strategy and operations, "academia Dissects the Service

infor mation technology, accounting and finance, and user-centered design, each of Sector, but Is It a Science?”

which contributes insight about the services lifecycle from design to implementation 0 (18 april 2008). NY Times article by Steve
deployment. Lahr.

Or his Aslan trip last month, President Bush
oed Amercas o fear o rie oward
prosperity of emerging economies like
“ About ¥ Research and Publications India. Education, Mr, Bush said, was the

best response to globalization, climbing

¥ Curriculum and vp

e teopl further up the ladder of skills to *fill the jobs
i L}

SSME Certificate, Core Courses, ¥ Partners of the 21st century.

http://ssme.berkeley.edu/
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NCSU SSME Curriculum for MBA

M ANAGEMENT

NC STATE

ARDUT NIWE & IVENTS arnviNg DIRECTORIES SITE MAF NCEL MAIN SITE
T EREL L W L £ LA

MBA SERVICES SCIENCE CONCENTRATION ANMNMOUNCED AS
PART OF IBM-=-MNC STATE S5ME CURRICULUM INITIATIVI

Jan. V6, 2006 - HC Siate’s MEA prograen will be offenng u new oncenir ahon i pervices scienceln pal of
B Neee CURRCuE Ddisliee N Serecss SCences, Managemert e Enpresning (SSME] armounced by M2
Stabe sred b oabay Then Fevvy Gac oebermed bl i3 e LaQresd 10 (o G & OF S eale THGerls 1ol Coreer B 0 ihe
AN s iy Taedil O S VACE T M d [See sekated story in infomston Yeesk |

Eruaralisery i Aot

O Shale, widss Mol B Wiedevalon n oAChIn will e e frel resescch universly i e LS fo isuncin
okl birenl Shhes I SSME, v colabeod alion with B84 v ough B2 Academic intislive progesm. i the 1050,
B0 ke & pimdar offort Lo Feip esiabinih Compaiior SCMNCn &1 & ey SCRGSTE deoplirs

Tre services secion devolsps and mploment s tecihnoiagcsl appicationg thal fweip butinetses, govertenment s
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Minor in Service Science at UC Merced

HOME Minor in Services Science
Ehmary The economies of most developed countnes are domimated by services, as more than 75% of
Educational employmant, gross domestc product, and many other macrosconomic maaswres attmbutable to the
Philosaoply seckor, Even tradional manufadtunng companias such as GE (70% services revanus) and [BM
BV reavenus) are adding high-values services to grow their businesses. Information services
Faoulty ard busir services aro two of tho fastest growing segmonts of the service economy. The rise of wab
Majors services, service-oriented architectures, and self-service systems suggest a strong relationship bebween
the emerging disaplines related to services and the more established disdpline of computer saonoe
Improving productivity in services often reqguires combining technical, soc and business innovations
x::’"-'::" and effectivie combinations of these often develop naturally together, Cr cligciplmary knowledge and
Ak skills relevant to services now seam necessary for most collgge graduates. The mingr in Service =
Sagnitive aims to provide thete skills by drawing togethor cross-disoplnary courtos to understand services from

Scimnoa rr|.1r|-'|7|nn|ﬂ-r|r. FCONOMICE, @NgINEanng, @l o l'l'li;ll'll"lrl-“ sCenoe parspeactives, Tha rmir COmMprises 4

Ecornarmics & takeon outside the studant

SpEC fic Course in Servic wardl serviog-rélatod cours major arngs, and a

Hizkary
Philosophy praject courge i owhieh 5 £ t@ame eonduct ressarch 1 aspects of the serice Lactor
Feychology
wryl Requirements®:
HFpanidh e & e = 54
Writing MGMT 150 (Services Soance and Management)
Programs One upper division MEMT-project course,
Aadvising
Three additional courses, one from sach of the fellowing arvas {at least tweo must be upper division )
Contact Us COGS, ECOMN, CSE
WA
Pall snqueiremants sre for inform stionsl purposes only. Plesss consult the ourrent UE Merced cataleg. or your sdwizar far
UE Merced official regquiramants
HormiE

UNIVERSITY ©F CALIFORNIA, MERCID | PO BOX J0XP. MERCED, €A 92344 | (209} 724-4400 | & J00& UC AEQENTE PRIVACY/LEGAL HOTICE

http://ssha.ucmerced.edu/2.asp?uc=1&IvI2=77&IvI3=77&IvlI4=87&contentid=124

Service Science August 10, 2006 © 2006 IBM Corporation




Almaden Services Research

Some Other University Courses and Curricula

= Tsinghua University and Beijing University
— Service Science courses offered Spring 2006

= UC Santa Cruz
— Technology and Innovation Management program started Fall 2005

= EPFL - Switzerland
— Computer Science Master’s for SSME in Fall 2006

= Carnegie Mellon University
— Master’s course “Managing Service Organizations”, eSourcing

= RPI
— Service Engineering Masters offered (for 5-10 years)

= Penn State
— |E undergraduate degree adding services focus (past 3 years)

Service Science August 10, 2006
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IBM’s SSME Course Materials

s SLalpck a countbry

e = 1IBEM Almaden Research Center
- B Barsicas Reasarch  Sdmaden Seraces Research

Alinadain Saraces

in Digenand inndwation = Slobul GEME Page
Serices (ODIE)

* Edycaticen for Serdats Innivilion

e —— Services Sciences, Management, and Engineering (SSME) - Course = BM Acadomic inliatrve Frogram
Managemae ang Materials
Enginearing (S5ME}
Warking will ASR SSME This course is sboul Serdces Sciences, Management and Enginesring (EEWE) - & concepl for & multidisciplinary educational
ASR SSME Coul 58 | foundation for graduate and undergraduate students in science, Managemond, and enginsenng. SSME is the apglication of
Meulidas aEianlime, managamanl, ard enginearing disciplines i3 toks el ofe GEQRNIZEBON Bameficially pesTorma 1of and with anoiber
Fsendces™). SSME has the goal of making produciylly, qually, performance, compliancs, growdh, and ledganing improve menis
Wicrkahop Kor Senvices moew pradiclable in work-sharing and risk-sharing (co-producton relaBonships, SEME is e shidy of sanvice i‘ﬁb?ﬂﬂ- and i
Education aiens al impreving senite sysbems, particulady those imabed in omalie (T-gnabled, Busmsss-4o-buginess serdon s ks BW
Global Serdices provides.
Many varistios of semvces aducation exist today (see our Lot of related programes), and this sel of materials is cullod from a varkety
Of SOUCES (388 GUr 551 4 refprinz5). BWI W 808 by AD MEANS GXPEITE In SENCHE (ESRBrCH Brd SENCHS SAUCABoN, Wi present

thes & matarials in e hopes of fostering broad comversalions and work on developing mulBdisciplinany Serdce educalion.

Here we hiave a Tairly modest goal To provide materiats for an infoductony SSME course. W anwvision nine basic modules, and we already have deafts of fve of
e plus an overvies module available, These slides and oiher malarials ang posied with no resiiclons, You Can usd and cusbomize them as you see it For
your convenbenc e thi ndled Sré posiad separaledy a5 wall.

These modubes sre imended % rew maben s that can be used by Nstructons, who we imagine wil choose which of them might be appropriate 1o enhance
CLATRNE COUrsas, and consider curiculum updatas over ime. Ourinlention i5 1o make this an open course, & kind of COMMUNTY COUPS 8. S0 'We WRICOM e Your
OB nEE S COnribUSanE. I you ke I mabanials, hel us kndow. If G0 thinking Sboul using em, 1el us ko, ITyow dorT 18 e s whabiear reason, s us
vt [ you'd o 30 develop Same matensls 10 help cur oo or [fyou'd ke B contribiute something you'e aleady developed, b1 us know. Contact SEME

Mol name i‘:‘iﬁ"' ::‘E"::‘"d gwlc:.“mulhn

e — compumise  cammumzen

S mageee  smewsgee

- pmgetie oo,

Services Managenen %ﬂ%:‘;lm :::: :::::::::i ﬁa:?am Managng Srganizational Knowsedge

http://www.almaden.ibm.com/asr/'SSME/coursematerials/
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New 1lork Ei -
ok n i Business

TIOR LI .5, IT.Y. f REGIOLT EUTSIITESS TECHIMNOLOGT SCIEIMCE HEALLTH SFORTS OFIIONT

MED 1A & ADWERTISING WORLD BUSINESS WOUR MONE™ CEALBOORK MAaRKETS COMFANY RESEARCH ho

Academia Dissects the Service Sector, but Is It a Science?

By STEWE LOHR

Published: Aprl 13, 2006 E EhdalL

On his Asian trip last month, President Bush urged Americans not to fear the =1 PRINT
rizae toward prosperity of emerging economies like India. Education, Mr. Bush £ SINGLE PAGE
said, was the best responss to globalization, climbing further up the ladder of

B REPRINTS
skills to "fill the jobs of the =15t century.”

L3 58E
Enlarge This Image Dut a ladder to where? That is, where are _A'T':E'R_
aducatad young Americans likely to find WAL
good jobs that will not be shippad off to India
or China?

The answer, according to a growing number of universities,
corporations and government agencies, is in what is baing
callad "services sciance.” Tha hvbrid fisld sesks to usa

Hoak Bergerior Tie Hew vak Thes - tachpnology, managament, mathematics and sngineering

Kurt Koestar, a Betieley student, is q q q q q
complementing his engineering studies  SXPertize to improve the performance of service businssses like

ETid) S T T S SR, transportation, retailing and health care — as well as service

functicns like marketing, design and customer service that are
also crucial in manufacturing industriss.

& couple of dozen universities — including the University of California, Berkelesy; Arizona State;

Stanford; Morth Carclina State; Rensselaer Polytechnic Institute; and Georgia Tech — are
exparimeanting with coursas or research programs in the fiald.

Tha push for services sciance is partly a game of catch-up — a balated recognition that services
now employ more than 75 percent of American workers and that education, research and policy
should reflact the shift. "Services is a drastically undarstudiad field," said Matthew Realff, director
of a new program at the National Science Foundation to finance university research in the field.
"IMe nead a revolution in sarvicas."

http://www.nytimes.com/2006/04/18/business/18services.html
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Recent Meeting on Education for Service Innovation

United States

1M Rurearch =If

Hame Products Services b solultions  Support & downloads My accownt

: & T = 3
= mlmdeEn JEmIio ‘
ALt Focaaeh i 1

e \Workshop on Education for Service Innovation "
Educaton for Service ‘M

Hosts: National Science Foundation, US Department of Commerce, and 184 Research
Aganda When: April 18, 2006
Where: National Academies Building, Washington DT

Essays
ASR S5ME [ourse
Materials
Workshop Goals: Relabed Links
1. To heghlight the importance of services in the US and other developed economies and the rofe of service mnovation in promoting produdtvity NSF Service Enteroriss Enginssring
and growith, ME rel i

2. Toidentify and make explict the knowledge and skills that mdustry has empncally observed are important to service nnowatcn, and the
Qaps in our existing curncula,

3. To outhre and debate some intial curniculs developments that address the unique sducational needs of careers in the service economy,

&, To idenkify how exishng eurnculs can be enhanced b ensble service innovation knowiledge and shills to be acquired,

5. To understand and define the areas for addtional funding investments in the development of service mnovaticn research and educabion,

Agenda and Pregentalions

]
S

Submitted Exsays

5||||1r|L.ﬂm HKB

I Tomes arbicle *Academia Disgects the Sarigs Sector - bot §5 It 4 Soence

About TEM Privacy Contact

http://www.almaden.ibm.com/asr/SSME/esi/
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Upcoming Summit on Service Education — October 2006

[Ty Preducts B ssrvices Suapgenrt B dosenlnads My sccount

+ Solect a counbry

et 1BM Almaden Research Center
,mmmm Alrmaden Servces Reseatch

- il SLME
O Cemand Innovation * (ilobal SEME Pagi

+ [B Aradamic InBalve Program

Fotond Call for Position Papers

Woding it ASFLSSME Semvices Sciences, Management and Engineering

Education for the 21st Century
Mﬁrw

Wit 1BM Global Bendces being the lagast IT senices organization in e warld, IBM has laken the lead in recognizing thal college
graduates need new sKils 10 addeess business and lecheical isswees in a senvice business environment Because serces depend
ceficaly on people warking together and with technology o peowide value for othars, these new skalls include the bty inlegrate acoss
traditional dscipinary areas fo obiain globally effecive soluions {rather than merely ocaby efechve sollions) Senices Sciences
Wanagement and Engmeering [SEME) 5 one appeoach b inlegrating a vasiely of distiplines, incladng areas in engindening, sodal
SCRnCEE and manBpamend 10 propay forus educalion End reseanch on senices

Kenaden Talks and
A i

Cander Opportunitios Mary unfrirsities anound the workd are developing rew sendces-onanted courses and cumcuta, others are expanding Pwir edsting Scus
Fesdhatk on services. But a sigrficant effor ks shE needed o develop @ uly cross-disciplinary approach 10 SSME

Wirichaie Lakr [BMwill harst @ cosdierence bo share informateon on the cument status of SEME and to fostes &5 advancemsnl and development Oclober 5 - T, 2006 in New York

Tangivie Culure Our goats ane n:

1 Demonstrabe substanive results in the femation of mul-grscipinasy Sendces Sclences, Management and Engineering
o Prepen ways SEME Bas Bben intndduced inlo cumicyla 10 dade
© Leam about senices research undenway of planmed

2 Qubiing & roadmag far ¢stablishing SSME as a bgitimata discipling within the academic communiy,

o Idintify how prachlionins can join with Boully and adeisisiralors 4o focus efiorts on crogs-Snchonal, Sente-orenisd courtes and reseanch
© Iganiify EConTmandd actions i ademia aed govinmisnis.

http://www.almaden.ibm.com/asr/SSME/summit/
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[

16t Annual AMA
Frontiers In Service Conference

2001
Detoherd - |

At San Francisco’s
Westin St Francis

TLL
-]

BRI -
s AVERICAN
ﬁ ROBERT H.SMITH
e #® SCHOOL OF BUSINESS SSOCIATIO

Leaders fer the Digital Economy MarketingPower.com
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Questions?

pmaglio@almaden.ibm.com
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