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BUILDING NEXT GENERATION LEADERS OF TOMORROW,
RIGHT HERE IN THE HEART OF CALIFORNIA...

Developing Service Science

Naples Forum on Service
Doctoral Consortium

Paul P. Maglio

Chair, Department of Management of Complex Systems
Director, Division of Management and Information
School of Engineering

University of California, Merced
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MASTER OF

ERNEST & JULIO

W) GALLO -

MANAGEMENT PROGRAM

The MM curriculum has been carefully crafted in
consultation with academic and business leaders to
provide students earning degrees in humanities, social
science, science, or engineering with complementary
knowledge and skills to navigate the challenges of
aligning people, organizations, information,

technology, and the natural world.
—
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Tool Usage Topics Discussed

Instant
Messenger . Web . Command . State Error

. Face-to-face Ei?-lr;‘lmand . Collaboration Strategy Documentation

. Email Phone . Administrative Personal . Configuration
. Tools . Log

Haber, E., Kandogan, E. & Maglio, P. P (2011). Collaboration in
system administration. Communications of the ACM, 54(1), 46-53.




TAMING
INFORMATION
TECHNOLOGY

Lessons from Studies of
System Administrators

ESER KANDOGAN
PAUL P. MAGLIO
EBEN M. HABER
JOHN BAILEY

System Administrators
Depend on Collaboration

System Administrators Create
and Adapt Tools and Practice

Organizations Orchestrate
Information Flow and Work

System Administrators
Depend on their

Communities

Automation Cannot Replace
System Administrators
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Harvard Business Reviews | A failing grade for the
o innovation academy IBM Research

'SERVICES SCIENCE: A NEW ACADEMIC DISCIPLINE?

SECTION ONE: OVERVIEW

THE HBR LisT Seraces Somnate eCONOmC vy 1. Introduction

i developed economeesy, and yet —

ammmmmeicss Breakthrough Ideas for | st momcnn - e

considers the downside of ths saCt0f remas very limwted

On May 17 and 18, 2004, IBM Research and Business Consulting Services (BCS)
‘brought together academic participants from the fields of business, operations

7 - research and techmology to examine the changing business environment and
reliability and the upside of _()()3 = ~ | explore the case for the development of “services science,” a new academic
Sip-flops; mew directions for - n discipline capable of defining the skills needed by the 21* century workforce.
evolving tecknologies; and the Some of the elements of the changing business envi noted were:
Parsistont grecstions of who we
are and what we foar. 14 Io:udams«meod

My W Ootra
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ooy than prodecn 40 S0 ookt B
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BY HENRY CHESBROUGH AND JIM SPOHRER

A RESEARCH MANIFESTO FOR
SERVICES SCIENCE

The services vector has grown over the last 50 years to dominate economic activity
in most advanced industrial economies, yet scientific understanding of modern

vervices ts rudimentary. Here, we argue for a services science discipline to T S—

integrate across academic silos and advance service innovation more rapidly. .

century ago, most people in the U.S. and around the world
worked on farms. During good times, food was plentiful. How-
ever, hard times meant starvation or dislocation as during the
Irish potato famine. Today, agricultural employment is less than
5% in advanced economies. Despite these low percentages,
there is plenty of food: mass starvation is a distant historical
event in advanced economies. Why? The difference lies in the

incredible productivity increases we have enjoyed in agriculture

Service Science,

" and more recently, in manufacturing. We are living longer and

Management
and Engineering

Education for the 21* Century

healthier lives at a higher standard of living because of these increases.

Let’s be clear why most of us live in a “post agricultural” world today, while

Q_Search Bloomberg

Business

The New Discipline of Services Science

It's a melding of technology with an understanding of business processes and
organization -- and it's crucial to the economy's next wave

January 20, 2005, 9:00 PM PST @ Speinger

By Paul Horn

If the film The Graduate were remade today, the word of
career advice whispered in Dustin Hoffman's ear might well
be "services" instead of "plastics."




Invention of Service Science

The idea that there ought to be a new scientific
discipline called service science had its genesis in a
phone conversation in September of 2004. Jim
Spohrer, who was starting up the IBM ® Research
Service Research department, was on the line with
Henry Chesbrough, a professor of business and
innovation at the University of California at Berkeley.
Spohrer complained to Chesbrough that he was
having trouble finding job candidates who had the
right mix of knowledge, including computer science,
engineering, management and social science.

http://www.technologyreview.com/printer_friendly_article.aspx?id=14403
http://www.almaden.ibm.com/asr/resources/facsummit.pdf
http://www.businessweek.com/technology/content/jan2005/tc20050121_8020.htm



ON GOODS AND SERVICES

1]

BY T. P. HiLL
University of East Anglia, England

The paper is concerned with the concept, definition and measurement of a service. Although services

‘are often dismissed as immaterial goods, they are not special kinds of goods and belong in a quite
different logical category from goods. The scarch for appropriate units of quantity in which to
measure services is not an idle metaphysical pursuit. Without quantity units there can be no prices,
and most economic theory becomes irrelevant. Indeed, large parts of economic theory may be
irrelevant to the analys:s of services anyway, prccise!y because they are not goods which can be
exchanged among economic units, Services arc as tmportant as goods in modern developed
economiecs and they need to be identified and quantified properly if the measurement of economic
- prowth and inflation is to have any meaning for the economy as a whole. The concept of a service is
explained in some detail in the paper, and various ways in which services can be classified for
purposes of economic analysis are elaborated. The distincticn between private and public goods. or
rather between private and collective services, is re-examined in the light of the general concept of a
service proposed in the paper. Externalities are shown to be simply special kinds of services.

Hill, T. P. (1977). On Goods and Services. Review of Income and Wealth. 23(4), 314-339.






Stephen L. Vargo & Robert F. Lusch

Evolving to a New Dominant Logic
for Marketing

Marketing inherited a model of exchange from economics, which had a dominant logic based on the exchange of
“goods,” which usually are manufactured output. The dominant logic focused on tangible resources, embedded
value, and transactions. Over the past several decades, new perspectives have emerged that have a revised logic
focused on intangible resources, the cocreation of value, and relationships. The authors believe that the new per-
spectives are converging to form a new dominant logic for marketing, one in which service provision rather than
goods is fundamental to economic exchange. The authors explore this evolving logic and the corresponding shift
in perspective for marketing scholars, marketing practitioners, and marketing educators.

Vargo, S. L., & Lusch, R. F. (2004). Evolving to a new dominant
logic for marketing. Journal of Marketing, 1-17.



Services are things (or goods)
Value is put into goods and services by firms

Service is action (or interaction)
Value emerges from interactions of agents




Language is a thing
Psychological reality of linguistic structures

Language is action
How people use language to take action




Usinglanguage

Herbert H.Clark

Joint activities advance mostly
through joint actions. In buying items
at a drugstore, a customer joins a
server in opening the transaction,
settling on the items wanted,
establishing the price, exchanging
money, and closing.



Paul B Maglio

Cheryl A. Kieliszews!
James C Spoteer

Eclirors
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Handbook of
Service Science

) S';‘.'m):cr

Service is value cocreation — useful
change that results from communication,
planning, or other purposeful interactions
between distinct entities.

Service science is the systematic search
for principles and methods that can help
us understand and improve all kinds of
value cocreation.

Maglio, P. P. Kieliszewski, C. A. & Spohrer, J. C. (2010). Why a handbook?. In P. P. Maglio, C.
A. Kieliszewski & J. C. Spohrer (Eds.), Handbook of Service Science. New York: Springer.



Value can be defined as system
improvement in an environment.

Value depends on capabilities a
system has to survive and
accomplish other goals.

Taking advantage of another
system improves capabilities.

All ways that systems work
together to improve or enhance
capabilities can be seen as being
value creating.
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On value and value co-creation: A service systems
and service logic perspective

Stephen L. Vargo®, Paul P. Maglio”*, Melissa Archpru Akaka*
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Vargo, S. L., Maglio, P. P., and Akaka, M. A. (2008). On value and value co-creation: A service
systems and service logic perspective. European Management Journal, 26(3), 145-152.




value: Enhanced capabilities that E PALGRAVE ENCYCLOPEDIA Ol
STRATEGIC MANAGEMENT

result from interactions among
multiple economic actors. These

Edited by Mie Augier and David J. Teece

» Advanced Search

Search The Palgrave Encyclopedia of Strategic Management e Keyword . B  Search Tips

enhanced capabilities benefit all
actors by making them better fit
or better able to survive and Yalue .

incorporating shareholder value
thrive in their particular Paul P. Maglio

Home Search Search Results Entry Details

. . Online date: 19 December 2014
e n VI ro n m e nts . CO n Ve nt I O n a | Iy Classification: Economics and strateqy Marketing and strateqy Resources, competencies and capabilities
’ DOI: 10.1057/9781137294678.0716
Pages: 4

Va | u e i S m e a S u re d by eXC h a n ge ﬁ rh subscribed (; trial access ﬂ restricted to subscribing institutions
( p ri Ce ) i n a m a rket R FO r St rateg i C Definition: Value represents enhanced capabilities that result from interactions among multiple economic actors. These

enhanced capabilities benefit all actors by making them better fit, or better able to survive and thrive, in their particular
environments. Conventionally, value is measured by exchange (price) in a market. For strategic management, the key

m a n a ge m e nt th e ke iS to is to understand and create processes for effective value creation among multiple actors.
, Y

Abstract: There are two main senses of value relevant to strategic management: exchange-value and use-value. The
traditional economic view relies on exchange-value, which refers to the utilities embedded in goods and services during
u n d e rsta n d a n d C re ate p roce Sses production by a firm and which is measured by exchange (price) in a market. By contrast, use-value refers to the
benefits gained through interactions of multiple stakeholders during the creation and use of goods and services,
including stakeholders in the supply chain, producers, providers, customers and others. For strategic management,

fo r. effe Ct ive Va I u e C r.e ati O n a m O n g Z(lzr:;r;gsi—i;:I:ﬁgo;tizzla;;ir;tfi;n on products and transactions, whereas use-value focuses attention on processes,

multiple actors.

Maglio, P. P. (2014). value. In Augier, M. & Teece, D. J. (Eds.)
The Palgrave Encyclopedia of Strategic Management.



Forms of

A. Service Provider Service Relationship B. Service Client
(A & B co-create value)

* Individual ﬁ * Individual

* Organization » Organization

* Public or Private * Public or Private

Forms of
Service Interventions
(Aon C, Bon C)

Forms of orms of
Responsibility Relationship Ownership Relationship
(AonC) (B on C)

C. Service Target: The reality to be
transformed or operated on by A,
for the sake of B

* People, dimensions of

* Business, dimensions of

* Products, goods and material systems
* Information, codified knowledge

Spohrer, J., Maglio, P. P., Bailey, J. & Gruhl, D. (2007). Steps
toward a science of service systems. Computer, 40, 71-77.



/D /" Resource Resource []
E ) Integrator/ Integrator/
] Beneficiary Beneficiary /
I:/ \\ (“ Firm ”) (“Customer”) lI I:I

Vargo, S. L. & Lusch, R. F. (2004). Evolving to a new dominant
logic for marketing. Journal of Marketing, 68, 1 —17.
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Service system entities dynamically
configure four types of resources

Service system entities compute value
from multiple stakeholder perspectives

The access rights associated with entity
resources are reconfigured by mutually
agreed to value propositions

Service system entities compute and
coordinate actions with others through
symbolic processes of valuing and
symbolic processes of communicating.

Rights No-Rights
. 1. People 2. Technology
Physical
3. Organizations 4.- Shared
Not-Physical ' Information
Stakeholder Measure Pricing Questions Reasoning
Perspective Impacted
1.Customer Quality Value Should we? Model of customer:
Based Do customers want
it?
2.Provider Productivity Cost Can we? Model of self: Does
Plus it play to our
strengths?
3.Authority Compliance Regulated May we? Model of authority:
Is it legal?
4.Competitor Sustainable Strategic Will we? Model of
Innovation competitor: Does it
put us ahead?
€ i (A
/' L7
e
4
I
\
A
~
K .
[

Maglio, P. P. & Spohrer, J. (2013). A service science perspective on business
model innovation. Industrial Marketing Management, 42, 655-670.



Physical

Value proposition design is service system design,

rearrangements of resources that change how 'pYovidéts and

Rights

No-Rights

1. People

2. Technology

3. Organizations

4.. Shared
Information

customers realize value together

Value proposition design is a search by provid

existing offerings, create new offerings, and re

This search may involve looking for advantage

resources (technology, people, organizati

stakeholders (provider, customer, authority, competltor)
access rights (to resources and related capa*gllltlesii \ )
symbolic processes (for modeling value, for commumcatlon) ‘

Business model evolution results from reconflguratlons of mfei'nal .

operations and customer and supplier interactions

Maglio, P. P. & Spohrer, J. (2013). A service science perspective on business

model innovation. Industrial Marketing Management, 42, 655-670.
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Commentary

Toward a Research Agenda for
Human-Centered Service System Innovation

Paul P. Maglio
School of Engineering, University of California, Merced, Merced, California 95343, pmaglio@ucmerced.edu

Stephen K. Kwan
Lucas Graduate School of Business, San José State University, San Jose, California 95192, stephen kaan@ sjsu.edu

Jim Spohrer
IEM Almaden Research Center, San Jose, California 95120, spohrer@us ibm.com

Sulving service problems has emormous practical consequences for the economy and society because (a) more than 80%
of jobs im the United States are in the service secior, with most science, echnology, engineering, and mathematics
(STEM) gradustes working in the service sector; (b) many complex service problems resist traditional optimization solutions;
{c) private investments in platform technologies that undedie basiness and societal service npovations |smart service systems)
are on the rise; and (d) the United 5States lags in public investment in service research behind countries such as Japan, China,
Finland, and Germany. The search for service innovation requires new theonies and new methods to address problems unigue
io services, and what litke students are being taught about the service sector has not kept up with the rapid growth of STEM
jobs in service or with modern entreprenearial opportunities. We think that effective understanding of complex heman-centered
service sysiems requires a mew approach that combines maltiple methods, perhaps drawing from industrial engineering and
operations research, social and behavioral sciences, information systems. and computer science and computational modeling.
In this commentary, we outline a series of broad considerations and concerns, fundamental and applied questions, and specific
research agenda items for service system innovation.

Keywords: service modeling: service theory and principles; service transformation and innovation
History: Received November 30, 2014; Accepted January 9, 2015 by Robin Qi former editor-in-chief.

Maglio, P. P., Kwan, S. J. & Spohrer, J. (2015). Toward a research agenda for human-
centered service system innovation. (Commentary) Service Science, 7(1), 1-10.
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Frei, F. X. (2006). Breaking the trade-off between efficiency
and service. Harvard Business Review, 84, 93 — 101.
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Seasonal Tax-Preparation Jobs

Dona DeZube, Monster Finance Careers Expert

Interested in keeping money out of the government's hands? Consider a
seasonal job as a tax-preparation professional. Each year, large tax-
preparation firms such as H&R Block and Jackson Hewitt train and employ
thousands of people to prepare tax returns in their storefront offices.

H&R Block hires 80,000 tax professionals to work from January until the
end of April. Ninety percent of them have taken the company's income tax
course, which is offered every September and is available in both English
and Spanish, says Kathy Burlison, director of tax implementation for H&R
Block. The cost varies by location, and many offices offer early-bird
registration specials and weekend classes. Although the course typically
runs 11 weeks, an accelerated version can be completed in less time. The
entire course is 69 hours.

Seasonal Tax-Preparation Jobs




Are you leaving money on the
table? H&R Block with Watson
can help.
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Frei, F. X. (2006). Breaking the trade-off between efficiency
and service. Harvard Business Review, 84, 93 — 101.




Customer Variability

Autonomous
Accommodation Low-cost
Without Reduction Accommodation
=
.é” Classic Accommodation
Uncompromised Reduction
z : .
3 Classic Reduction
Low High

Labor Cost to Serve

Maglio, P. P. & Lim, C. (2018). On the impact of autonomous technologies on
human-centered service systems. In S. Vargo & R. Lusch (Eds). The Handbook
of Service Dominant Logic. Sage.



Evidence That Robots Are Winning the Race for American Jobs

@ Claire Cain Miller @clairecm MARCH 28, 2017 o o @ o u @

RELATED COVERAGE

AUTOMATION NATION
How to Beat the Robots MARCH 7, 2017

ROBOT REVOLUTION
The Long-Term Jobs Killer Is Not China. It’s

Automation. DEC. 21, 2016

ROBOT REVOLUTION
‘Why Are We Doing This to Ourselves?’
Readers Respond to the Threat of

Automation DEC. 28, 2

SONNE e A AL

—

Robot arms weld a vehicle at the General Motors plant in Lansing, Mich. Automakers are the biggest
users of industrial robots, which have decreased employment and wages in local economies. Smarter l.iving
Bill Pugliano/Getty Images Stori 0

What to Cook, Watch, Listen To and More This APR 28

Who is winning the race for jobs between robots and humans? Last year, Weekend

two leading economists described a future in which humans come out

. . Learn How to Have a Learning Vacation
ahead. But now they’ve declared a different winner: the robots.

Where to Celebrate the Solar Eclipse This

Summer
The industry most affected by automation is manufacturing. For every robot
. .. Margaret’s 6 TV Programs to Watch This Week APR 24
per thousand workers, up to six workers lost their jobs and wages fell by as
What Should [ Watch While Working Out? APR 24

much as three-fourths of a percent, according to a new paper by the
economists, Daron Acemoglu of M.I.T. and Pascual Restrepo of Boston See More »
University. It appears to be the first study to quantify large, direct, negative

effects of robots.
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Levy, F, & Murnane, R. J. (2004). The New Division of Labor: How
Computers Are Creating the Next Job Market. Princeton University Press.
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N E\/\/ Service Goods
Tightly 4% 10% Call center,
Constrained Fast food
bl'(l Unrationalized 26% 15% Maid, child
| Labor care

nnnnnm‘ Intensive
' , Semi- 30% 35% Admin.,
Autonomous Manager

[mmm W . High-skill 40% 40% Executive,
m WM Autonomous

Engineer

Herzenberg, S., & Alic, J. A., & Wial, H. (1998). Reorganizing work: Using knowledge
and skill to improve economic performance. New rules for a new economy:
Employment and opportunity in postindustrial America (pp. 83-106). Ithaca: ILR Press.



As more 21°t century companies
come to specialize in core
activities and outsource the rest,
they have greater need for
workers who can interact with
other companies, their
customers, and their suppliers.

Raising the productivity of
employees whose jobs can’ t be
automated is the next great
performance challenge — and the
stakes are high.

Companies that get that right will
build complex talent-based
competitive advantages that
competitors won’ t be able to
duplicate easily —if at all.

Total US employment, CAGR’
number of eenployees in
millions,? % %

100% = 125 128 05
Transactional i I

19 2004

Annual wage per employee CAGR’
in United States (nominal), 1998-2004,
$ thousands %
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Value creation necessarily involves people H a n d bOOk

Service science has evolved as the result
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Copyright: © 2018 The Author(s) including text from the scientific literature and news articles. By analyzing 5,378 scien-
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on the analytics results. Furthermore, we discuss the theoretical and methodological
implications of our work, such as the 5Cs (connection, collection, computation, and com-
munications for co-creation) of smart service systems and the text mining approach to
understand service research topics. We believe this work, which aims to establish com-
mon ground for understanding these systems across multiple disciplinary perspectives,
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The 5C’s of Smart Service Systems

As we become more connected,

Connection . S
opportunities for value co-creation increase

Collection As we collect and compute more data, the

informational or intellectual

: resources for value co-creation increase
Computation

As we communicate more efficiently, the
Communication frequency and intensity of value co-creation
increase

Value results from interactions of agents,

Co-creation :
computation, and data

Lim, C. & Maglio, P. P. (2018). Data-driven understanding of smart service
systems through text mining. Service Science, 10(2), 154-180.
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Smart home service systems facilitate value co-creation activities among
residents and related stakeholders by connecting devices in and around the

home, collecting living-related data, computing for context-awareness, and
communicating in or through a technology-equipped house



Smart energy service systems facilitate value co-creation activities among
energy users, producers, and other stakeholders by connecting and collecting
energy operations data, computing for energy usage optimization, and
communicating among machines, facilities, and more




Smart building service systems facilitate value co-creation activities among
building occupants, managers, and other stakeholders by the connecting and
collecting work-related and building operations data, computing for comfort
and performance optimization, and communicating in or through a
technology-equipped building.



Smart transportation service systems facilitate value co-creation activities
among drivers, riders, and other stakeholders by connecting vehicles, roads,
and other infrastructure, collecting vehicle operations and health data,

computing for safety and efficiency, and communicating among vehicles,
people, and more



-

Smart logistics service systems facilitate value co-creation activities among
manufacturers, distributors, and other stakeholders by connecting facilities,
vehicles, and goods, collecting production and logistics data, computing for
optimal operations management, and communicating between facilities,
vehicles, people, and more.
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The farm generates vast quantities
of rich and varied data. This is stored
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grant or
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send texts to alert farmers when o2 GPS controlled steering and
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Smart farming service systems facilitate value co-creation activities among
farmers, agriculture companies, and other stakeholders by connecting
farming equipment, collecting condition and environment data, computing
for optimal management, and communicating in or through a technology-
equipped farm.



Smart health service systems facilitate value co-creation activities among
patients, healthy people, health care providers, and other stakeholders by
connecting people, devices and the health care environment, collecting health-
related data, computing for diagnosis and prognosis, and communicating in or
through technology-equipped people, living, and care environment
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Smart city and government service systems facilitate value co-creation
activities among citizens, public infrastructure, government agencies, and
other stakeholders by connecting people and organizations, collecting public-
purpose data, computing for optimal administration and citizen life, and
communicating among stakeholders.
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Info
Smart self-services require Smart interactive services require
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smart service systems
Data
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Data
Things Providers

Data

Smart super services require
significant provider-to-thing
interactions for value creation

Maglio, P. P. & Lim, C. (2018). On the impact of autonomous technologies on
human-centered service systems. In S. Vargo & R. Lusch (Eds). The Handbook
of Service Dominant Logic. Sage.



6€C's
The}Z{of Smart Service Systems

CO

nls o\

As we become more connected,

Connection . S
opportunities for value co-creation increase

Collection As we collect and compute more data, the

informational or intellectual

: resources for value co-creation increase
Computation

As we communicate more efficiently, the
Communication frequency and intensity of value co-creation
increase

Value results from interactions of agents,

Co-creation :
computation, and data

Maglio, P. P. & Lim, C. (2018). On the impact of autonomous technologies on
human-centered service systems. In S. Vargo & R. Lusch (Eds). The Handbook
of Service Dominant Logic. Sage.




dﬂf@?ﬂ( SERVICE SCIENCE
Sn Vol. 9, No. 1, March 2017, pp. 1-2

http:/pubsonline.informs.org/journal/serv/ ISSN 2164-3962 (print), ISSN 2164-3970 (online)

Editorial Column

New Directions in Service Science: Value Cocreation in the Age

of Autonomous Service Systems

Paul P. Maglio®2

aSchool of Engineering, University of California, Merced, Merced, California 95340
Contact: pmaglio@ucmerced.edu (PPM)

Published Online: February 23, 2017
http://dx.doi.org/10.1287/serv.2017.0175

Copyright: © 2017 INFORMS

I recently found myself in a conversation on the nature of service, what makes service different, and what makes
studying service difficult. Actually, I often find myself in these kinds of conversations. It can be hard to understand
why there might be need for a discipline focused exclusively on service. It can be hard to understand what makes
service unique. It can be hard to understand when tried-and-true methods may not apply to certain service settings.
I have been at this for nearly 15 years, and I am sometimes weary of having these conversations. Yet this particular
conversation opened up my thinking about service, particularly in the context of technologies that act autonomously
and without human control.

* Autonomous service systems are service systems in which technologies can fully
accommodate variability of people and environments by connecting, collecting,
computing, and communicating for value co-creation

* Autonomous service systems are human-centered service systems, as autonomy
aims to enhance efficiency and richness of human experience, shifting the roles
and responsibilities of people, but not eliminating them.

e But how does value co-creation work in autonomous service systems?
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Service Science publishes
innovative and original papers
on all topics related to service,
including work that crosses
disciplinary boundaries. The field
is emerging as the study of
complex service systems, and
involves methods and theories
from many disciplines
(operations, industrial
enginewerineg,
marketing, computer science,
psychology, information
systems, design, and more).
Effective understanding of
service and service systems
often requires combining
multiple methods to consider
how interactions of people,
technology, organizations, and
information create value under
various conditions.
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This column marks my 10th and last editorial as editor-in-chief of Service Science. My six years serving the
INFORMS and service science communities in this role are nearly done. Looking over those prior editorials, I was
struck by the number of them that elaborate or touch on the definition of “service”—five of nine explicitly define
“service,” and three of these contain substantial discussion on the nature of service, for instance, “Service comprises
activities and technologies that create value through interaction of multiple stakeholders, often incorporating
information and technology to enhance or enable effective human action and interaction,” emphasizing that value
results out of interactions among people, organizations, and technology sharing capabilities with one another.
Service science is the interdisciplinary study of these kinds of value-creation activities.

Looking at it now, I am a little embarrassed to say that I have neglected another sense of service: the one that
refers simply to doing good for others. It is not inconsistent with my definition, but this idea of the greater good is not
emphasized either. One can serve in the army, in congress, on the INFORMS board of directors, and so on. In these
roles, individuals share their capabilities and skills, interact with others, and aim ultimately to create mutual value
in their particular settings. But there is also something selfless about many of these types of service; it is more about
benefitting others or benefitting the community than benefitting oneself. This aspect of service—as public service,
community service—has not been emphasized in the journal. Yet service science, the field, and Service Science, the
journal, both depend on the service of many people and organizations; the journal could not function without the
dedicated service of reviewers, editors, and many others.

Maglio, P. P. (2018). Service (Editorial). Service Science, 10(4), v.







SERVICE SCIENCE MINITRACK

Service science deals with the design, development, and managerial issues concerning “service systems,” integrated, value-creating configurations of service providers, their
clients, their partners, and others. The best-performing service systems are IT-enabled, customer-centered, relationship-focused, and knowledge-intensive - yet span multiple
formal and informal organizations. Because of this multidisciplinary context, researchers and practitioners in management, social sciences, and computer sciences are all
working to increase service innovation. These multiple perspectives can be unified using the theoretical construct of the service system, in which entities (people, businesses,

government agencies, etc.) interact to co-create value via value propositions that describe dynamic re-configurations of resources.

This minitrack intends to bring together researchers and practitioners working in the field of service science, the interdisciplinary study of service that combines perspectives
from fields of science, management, engineering, and design to innovate service systems. It welcomes papers that connect rigorous disciplinary research with the emerging
interdisciplinary framework of value creation in service systems, focusing particularly on service design, innovation, and technology. It seeks submission of research papers from
a variety of disciplines and a variety of participating communities to address issues in service policies, service process modeling, service delivery management, innovated
service technologies, and the role of the Internet, the digital economy, and information technology. Submissions related to autonomous service systems, the use data and
information for value creation, and computational modeling of complex, human-centered service systems, particularly with applications for the digital economy are

encouraged.
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Fu-ren Lin . 66\
National Tsing Hua University, Taiwan (O\
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