Sluzby — nova specializace v praxi a vé

SSME - Service — Science, Management
Engineering = sluzby —veéda, rizeni a realizace

Jaroslav Zeleny, IBM CR, © 2009 IBM Corporation
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Osnova

= Co je SSME, pri¢iny vzniku
= Soucasné aktivity

— v USA

— Vv Evrope

- vCR

= Studijni program pro univerzity
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IT — typicky priklad oboru se zvysenym
charakterem sluzeb

= IT prestava byt specifickym prostredkem, stava se
univerzalnim nastrojem, sluzbou, ktera realizuje stale
Sirsi Skalu potreb lidské spolec¢nosti, jak jednotlivcu,
tak organizaci.

= Uzivatel jiz vetsinou ani nevi, nebo jen tusi, ze sluzbu
realizuje IT (ITC)

= Vysledkem je, ze stale vice IT specialistll pracuje v
této oblasti, klesaji pozadavky na existujici
specializace, ale vznikaji pozadavky na zcela
nove,souvisejici s charakterem sluzby
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* Probléemem ale je, ze potrebna specializace dosud
neexistovala !!!!

Snahy po jejim zavedeni vedly k vytvoreni SSME —
Service — Science, Management and Engineering (and
Design — SSMED)

Definice: ?1?

SSME je multidisciplinarni pouziti vedy, managementu a
inzenyrskych disciplin se zamérenim na sluzby.

Ulohou SSME je studium servisnich systémd, jejich
navrhu, struktury, procesu a realnych dat s cilem zvysit
produktivitu sluzeb, jejich kvalitu, snizit existujici
rizika, zajistit inovaci a uplatnéni v ekonomice.
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Kdo by se mél na této aktivité podilet:

» Univerzity — vyzkum, vyuka
« Uzivatelé sluzeb - zadani, kontrola, zpetna vazba

- Poskytovatelé sluzeb — racionalizace procesu,
pochopeni pozadavku uzivatelu, nabidka od
produktu ke sluzbam

Konkrétni vystupy:
- UCebni osnovy
* Vyzkum a jeho zavery
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Multidisciplinarni prostredi

Management,

procesy, modely

kulturni prostredi
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= Specialisté na sluzby musi byt kopkrétni realizaci znamych
pohadkovych osobnosti Dlouhy, Siroky a Bystrozraky — Siroké
znalosti z mnoha disciplin, hluboké v minimalné v jedné a kvalitni.

= V anglické terminologii tzv. T- shaped people

Ekonomika
Management Sociologie

Pravo
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A. General

Service Science Education
Research in Service Science
Service Science Folicy
History of Services

Case Studies

Miscellaneous

D=

Service Foundations

1. Service Theary

2. Service Philosophy

3. Economics of Services

4. Theoretical Models of Services

5. Mathematical Models of Services
6. Service Complexity Theory

7. Service Innovation Theory

8. Service Foundations Education

Service Engineering

1. Service Engineering Theory

2. Service Operations

3. Service Standards

4. Service Optimization

5. Service Systems Engineering

6. Service Supply Chains

7. Service Engineering Management
8. Service Systems Performance

. Service Quality Engineering

10. New Services Engineering

11. Computer Services

12. Information Technology Services
13. Service Engineering Education

:D )

Jaroslav Zeleny, IBM Ceska republika

Service Science
Discipline Classification System

D. Service Management
Service Marketing

Service Operations

Service Management

Service Lifecycle

Service Innovation Management
Service Quality

Human Resources Management
Customer Relationship Management
. Services Sourcing

10. Services Law

11. Globalization of Services

12. Service Business Education

e e N e

E. Human Aspects of Services

Service Systems Evolution

Behavioral Models of Services

Decision Making in Services

People in Service Systems
Organizational Change in Services
Social Aspects of Services

Cognitive Aspects of Services

Customer Psychology

Education in Human Aspects of Services

Lo NmM A Wb =

Service Design

1. Service Design Theory

2. Service Design Methodology
3. Service Representation

4. Aesthetics of Services

5. Service Design Education

G.Service Arts

1.
2.
3
4
5

H

Se
1
2
3
4
5
B
7
8

9

10.
11.
12.
13.
14.
15.
16.
17.

Service Arts Theory
Traditional Service Arts
Performance Arts
History of Service Arts
Service Arts Education

rvice Industries™
The Service Industry
Utilities
Wholesale Trade
Retail Trade
Transportation and Warehousing
Information Services
Finance and Insurance
Real Estate and Rental
Professional and Technical Services
Management Services
Administrative and Support Services
Educational Services
Health Care and Social Assistance
Arts, Entertainment, and Recreation
Accommeodation and Food Services
Public Administration Services
Other Service Industries

* senvice industries based on NAICS 07

Claudio Pinhanez, Paul Kontogiorgis, IBM
Presented at 2008 Frontiers in Services,
October 5-7, 2008.
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Konkrétni aktivity:

= Zejména v oblasti IT. Duvod — nejvétsi narust v
oblasti sluzeb.

= Ale nejen v IT — hlavné v oblasti managementu

= Vice jak 250 univerzit v 50 zemich svéta nabizi
kurzy SSME

= Je vyhlaseno 102 studijnich programu, 88
magisterskych, 14 bakalarskych

= Bylo zalozeno 24 vyzkumnych center SSME

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation
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Vice jak 230 univerzit ve svéte nabizi kurzy a u¢ebni obory

SSME

Jaroslav Zeleny, IBM Ceska republika
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Open SSME Website — ibm.com/university/ssme

rms of use

Products & technologies

Downloads & CDs

Training
Curriculum &

Skills for the 21st
century

= Sarvicas Science,
Management &
Engineering

» Globalization
- Accessibility
Forums & community
Certification
Library
Support
News & events
Membership
Site map
Feedback

Related links
« Student Portal

* develaperWarks

Services & solutions | Support & downloads

My account

- Services Science, Management. and

Search

Engineering

Podklady pro kurzy

Services Science, Management and Engineering (SSME) is a new multi-
disciplinary research and academic effort that integrates aspects of
established fields such as computer science, operations research,
engineering, management sciences, business strategy, social and cognitive
sciences, and legal sciences.

Global markets are shifting from agriculture and manufacturing te service-
based economies and the U.5. Bureau of Labor Statistics employment
projections forecast that employment growth will continue to be
concentrated in the service-providing sectar of the economy. With major
industrialized nations now maore than 75% services and developing nations
close behind, governments and industry need talent and skills in the
services arena.

Services design, development, marketing and delivery all require
methodologies and technigues to make services businesses more efficient
and scalable. Both depth and breadth 15 needed in technology, business,
and organizational studies, even at the undergraduate level.

The goal of the SSME discipline is to make productivity, quality,
sustainability, learning rates and innovation rates more predictable across
the service sector. We hope the resources on this site help you to better

Jaroslav Zeleny, IBM Ceska republika
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USA

= univerzity:

— Bakalarské studium

— Magisterskeé studium

— Doktorandské studium

UC Berkeley, North Carolina State University, Michigan
Technological University

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




SSME at UC Berkeley, School of Information
http://isd.ischool.berkeley.edu/ (htip.//ssme.berkeley.edu/)

@}nformation

& Service Design

Aboul People Areas Publications Courses Parlners Projeclts Evenls MNews

Information and Service Design

The informatan and Servics Desiga (1S0) program was established at UC Berkeley's Schoal of Infarmatian
in 2007 ta provide 8 focus for teaching and research on tha skils and concapts required by 8 senvice-lad
and information-powered economy. Our major activities include:

o The 15D program runs a Clinc where sludems gain hands on experience in informstion semice
design and consultant practice

0 The IS0 program has research initiatives in mabile and lacation-based senvices, and systems that
faciliiate cellaboration and knewledge sharing among professional communities.

o The program works to advance senvice research by hosting a lecture senes, organizing an
annual syrpesium, and by hosting vsiting Scholars. The IS0 program also encourapss colfaboration
with other academic, nonprafil, and commercial partners

<it- Flia Foaren, via

- Course: Information System and Service Design: Strategy,
Models, and Methods http://courses.ischool.berkeley.edu/i290-

1/f08/1SD-Fall2008-Syllabus.htm|

= Paper: Designing a service science discipline with discipline,
R.J. Glushko

http://www.research.ibm.com/journal/si/471/glushko.pdf
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SSME 2 s gws

SSME at North Carolina State University
http://www.ssme.ncsu.edu/

15

Basic (Level 1)

Start by taking these 4
COUrses. .

Services
Management

Market Analysis

Business Process
Analysis and Design

Organization Culture

Jaroslav Zeleny, IBM Ceska republika

Advanced (Level 2)

Proceed by taking 2 courses
in a specialization

Relationship Mgment
Client Relationships

Solution Selling

Services Innovation
New Service
Development

Services
Platforms

Services Fulfillment

Service Operations
Planning & Delivery

Service Operations
Analytics

Experienced (Level 3)

Finish by taking 2 elective
courses

Virtual Teams

Market Intelligence

Services Modeling

Digital Services

Architecture & Design

And the review course

Certification Exam
Preparation

© 2009 IBM Corporation



Michigan Technological University, College of Engineering

Service Systems Engineering - http://www.sse.mtu.edu/

* NSF funding to develop new undergraduate curriculum
— aimed at satisfying the engineering needs of the service economy

= Eight new courses
— World of Service Systems Engineering
— Service System Design and Dynamics
— Analysis and Design of Web-based Services
— Human Influences on Service Systems
— Service System Operations
— Optimization and Adaptive Decision Making
— Project Planning and Management for Engineers
— Managing Risk

16 Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




SRII - Service Research and Innovation Initiative -
SRIC - Service Research and Innovation Community

http://forums.thesrii.orqg/

* SRIl announced March 2007

= Consortium of technology companies, government agencies and
universities dedicated to fostering advancements in service
research

= SRIC - Interest areas
— Customers & Markets
— Service Operations and Excellence
— Service Business Strategy and Governance
— Government and University Programs

Founding partners = SSPA T ORACLE'
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=
-_

Podpora ze strany statu .

The U.S. National Innovation Investment Act

= US House and Senate voted to approve on August 2"?- 2007; President has signed.

= SEC. 1106. STUDY OF SERVICE SCIENCE.

— (a) Sense of Congress- It is the sense of Congress that, in order to strengthen the
competitiveness of United States enterprises and institutions and to prepare the eapi.?daf
better undgr_tar_}d and respond n_';;tgiq:a y to the emerging management and
learning discipline known as service science.

= (0] SIay- TI0L [atel han 270 Uays aner e gaie or enacunent or nns Ace, me onecor of the
Office of Science and Technology Policy, through the National Academy of Sciences, shall
conduct a study and report to Congress regarding how the Federal Government should
support, through research, education, and training, the emerging management and leaming
discipline known as service science.

— {’{’:) Outside Resources- In conducting the study under subsection (b), the National Academy
of Sciences shall consult with leaders from 2- and 4-year institutions of higher education, as
defined in section 101(a) of the Higher Education Act of 1965 (20 U.S.C. 1001(a)), leaders
from corporations, and other relevant parties.

— | (d) Service Science Defined- In this section, the term "service sclence’ means curricula,
training, and research programs that are designed to teach individuals to apply scientific,
engineenng, and management disciplines that integrate elements of computer science,
operations research, industrial engineering, business strategy, management sciences, and
social and legal sciences, in order to enr:oura%le innovation in how organizations create value
a_'or_m:rst;:_:mers and shareholders that could not be achieved through such disciplines working
in isolation.

Jaroslav Zeleny, IBM Ceska republika




Evropa

Univerzity — rozsahla podpora, snahy o
multidisciplinarni program mezi fakultami nebo i
skolami

Priamysl — snahy po inovaci sluzeb, spoluprace s
univerzitami, zaméreni od produktu ke sluzbam

Statni podpora — granty na kurzy a studijni obory, na
vyzkum

EU Framework Program FP7 — sluzby jako vyzkumny
program

Snaha po zalozeni evropskeé verze SRI

Jaroslav Zeleny, IBM Ceska republika
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Univerzity — program se intenzivne rozbiha

= Portugalsko — Porto, Lisabon
= Italie , Francie, Finsko,Nizozemi, Belgie, Spané&lsko
= Nemecko - Karlsruhe

= VB — SSMEnetUK www.ssmenetuk.org 5 ¢lenu,
Manchester - Warwick, Sussex, Leeds

= Mad’arsko — University of West Hungary

= Rumunsko, Turecko, Rusko

20 Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation



http://www.ssmenetuk.org/

Konsorcia, vladni podpory

= NESSI- Networked European Software and Services Initiative

— konzorcium, iniciativa EPT - European Technology
Platform, sponzorované European Commission

— pres 300 ¢lenu, SAP, Siemens,IBM, HP, Nokia, Telecom,
Telefonica atd.

— WWW.Nnessi-europe.com

= UK EPSRC - Engineering and Physical Sciences Research
Council — vladni grantova agentura SSME v UK

— SSMEnet UK — www.ssmenetuk.org

— www.ssmenetuk.org/netactivity.asp

21 Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation
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Services research programs in Germany

= Programs funded by the German Federal Ministry of Education and Research
(BMBF)

— Services for the 21t Century initiative - http://www.dI2100.de/

— Innovation through Services research program announced in March 2006
(70M EUR over 4 years)

— Workshop series “Innovative Dienstleistungen auf dem Weg zur
Weltspitze™- 8 themes covering different service sectors (Sept. 2007 — Feb. 2008)

= Service research at Fraunhofer Institute for Industrial Engineering
(Fraunhofer-Institut fur Arbeitswirtschaft und Organisation |AQ)

— Service Competence, Service Performance, Service Engineering
— http://www.dienstleistung.iao.fhg.de/english/profile.htm

= Service curricula and research programs at many German universities

= First International Symposium on Services Science being organized by
Leipzig University, March 23-25, 2009 - htip://isss.uni-leipzig.de/
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SSME in Finland

Serve - Innovative Services Programme 2006-2010 funded by Tekes
(Finish Funding Agency for Technology and Innovation)
http://akseli.tekes.fi/opencms/opencms/OhjelmaPortaali/ohjelmat/Serv
e/en/etusivu.html

Innovation University announced in May 2008

— Brings together the Helsinki University of Technology (HUT), Helsinki School
of Economics (HSE) and the Helsinki University of Arts and Design

— Three ‘factories’ defined to carry multidisciplinary program leveraging the
skills of the three original universities — Design Factory, Media Factory and

— Service Factory with Living Labs service paradigm

Helsinki School of Economics, Master’'s program in Information and
Service Management -
http://www.hse.fi/lEN/education/programs/p _21/ismi/

BestServ Forum — an innovation forum for industry and research for
facilitating profitable growth through services - http://www.bestserv.fi/

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




University of Porto, Portugal - Faculty of Engineering (FEUP)

= Master in Engineering of Services and Management

— approved by the Portuguese Ministry of Education in early 2007, started
in September 2007 - http://www.fe.up.pt/mesg

1st Year 2nd Year

1st Semester 1st Semester

Management New Service Development and Design
Business Process Modeling Information Systems Architecture
Information Systems Capital Budgeting
Organizational Behavior Enterprise Management Architecture
Decision Support Systems Corporate Strategy
Human-Computer Interaction Customer Relationship Management
Data Base Systems and Information Management Project Management Laboratory
Creativity E-Business Technologies

Introduction to Research Project I1
2nd Semester 2nd Semester
Service Operations Management and Logistics Dissertation - Research or Internship Project

Services Marketing

Accounting and Financial Management
Requirements Engineering for Services
Multimedia and New Services

Human Resources Management
Cognitive Psychology

Introduction to Research Project 1

Study plan from http.//gnomo.fe.up.pt/~mesqg/studyplan.html
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U nas

= Prednasky na univerzitach — MUNI FI, VUT Brno
FIT, VSE, Technicka univerzita Liberec

= Podpora od IBM

= FI MUNI, studijni obor, prvni mezinarodni pracovni
seminar, http://kirlab.fi.muni.cz/en:ssme

= Jednotlivé aktivity , nekoordinované navzajem, jen
pres IBM

= Odborna sekce pii CSSI (webova stranka http://ssme-
cz.blogspot.com/ ale neni aktualizovana)

Celosvetove konference a pracovni seminare

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation
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Prilezitost pro univerzity a pro studenty

= Perspektivni obor
= Vychozi znalosti

= Pfechod na moderni formy spoluprace mezi
katedrami, fakultami

* Rozsahlé moznosti mezinarodni spoluprace

= Podpora IBM — spoluprace, grant pro
zavedeni vyuky

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




DODATKY
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Example References

UNIVERSITY OF % .. .
® MARVLAND ™ [ig0ee
%4 DE MONTERREY.

Carnegie Mellon ' ARIZONA STATE
= UNIVERSITY sTabDla

Mlchlgan e NC STATE UNIVERSITY

It SANTA G | Berkeley

Universitat Karlsruhe (TH)

Forschungsuniversitat - gegrindet 1825

,' '§. BHARATIVA VIDYA BHAVAN'S

%57 §, P Jain Insttute of Management & Research

VYSOKE UCENI TECHNICKE V BRNE
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http://www.asu.edu/

SSME Press
BusinessWeek

THE WALL STREET JOURNAL.

AP Associated Press

NORROIBINIAY oA NCIAL TIMES

Ehe New Hork Cimes 4. i REUTERS

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




University Response

= More than 230 Universities in 42
countries are teaching SSME
courses

= There are 102 degree programs
in SSME worldwide

— 88 Masters degrees, 14 Bachelors

» 39 Technical degrees
- 38 Business degrees
« 25 MIS-type degrees

Jaroslav Zeleny, IBM Ceska republika
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Government Response

= Germany - Funded Innovation with Service

= European Union - Networked European Software and Services Initiative (NESSI)
= China - Five Year Plan in Modern Services

= Japan - Funded Service Productivity

= US NSF Service Enterprise Engineering (SEE)

= US — America COMPETES Act

= National Innovation Roadmaps - Australia, Netherlands, Korea STEP1.
= Finland’s Serve Programme

= InSG Infocomm Singapore

= Thailand — National Science and Technology Department

= Malaysia - Innovation-led economy, IBM and 11 higher ed institutions

= Philippines - Commission on Information and Communications Technology
= Vietnam — MOU

= Egypt- MOU

= NYSTAR - NY State

= North Carolina Legislature 4/29

= Senator Richard Burr 5/19

= US Senate Committee on Commerce, Science & Transportation - Senator Inouye staff 1/7

31 Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




Industry Response:

SRIIl - Service Research & Innovation Initiative

SSPA

service ! support
fapninmain #

prafe snpilatien

AFSM

Institut
Arbeitswirtschaft und
Organisation

invent

Jaroslav Zeleny, IBM Ceska republika
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ORACLE

CISCO  unisys

imagine it. done.

Industrial Technology
Research Institube

EMC’

wrhere information lives®
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http://www.emc.com/
http://www.xerox.com/go/xrx/template/013.jsp?Xcntry=USA&Xlang=en_US
http://www.unisys.com/

Service Research Centers - New in 2008

Bahcesehir and Northeastern (Turkey) Universities

Innovation University: Helsinki University of Technology (HUT)=Design
Factory, Helsinki School of Economics HSE)= Service Factory and Helsinki
University of Arts and Design (UAD)=Media

India SP Jain Institute for Management SSME Center
Karlsruhe Service Research Center

Shanghai Research Center (Charles King, Pund-IT)
National Tsinghua Institute for Service Science

University of Amsterdam and the VU University Amsterdam will launch one
of the first European university centers for service innovation

University Federal de Rio de Janeiro SSME Research Group

33 Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




External Ecosystem Beyond Universities 15}
= SRII — Established SRIC, Grew Membership, AN E|Ef
New Conferences Yorg ¥ ot

= Center for Innovation Management Studies

(CIMS) — Service Science Focus @IEEE

= Conference Board — Service Innovation Interest

= American Society of Engineering Education —
National Conference

= NESSI - SSME Workgroup
= Kauffman — Services Skills Initiative
= |EEE — SSME Skills Certification Workshop

= Extensive Government Involvement

. THE CEMNTER FOR INNOVATIOM
S IAANAGEMENT STUDILES

e
S al
S ﬂ
Silvlce fesearch & Innovation Initiative
tpsa:= SSPA IBM oRACLE
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Service-oriented ufility infrastructure
411 Service abstraction and virtualisation
412 Inherently Stab'e and Safe Architectures
432 Service and System Engineering
421 Service-centric systems buldng environments
422 Autonomic and adaptive properies of senvces.
43 Adaptive interactions
431 Advanced human imteraction with services
432 Definticn and composition of user interfaces by end users
£33 Hurnan computer-mediated interaction and collzboration
4.4 Openness
441 Wew generation of Open Siandards for imteroperabilfty
2432 Core standards leverage
45 Business process collaboration
451 Collaborative business process management
453 Wirtualisation of enterprises, new working emironments
46 Trust, security and dependability
4061 Widespread and large-scale deployment of Privacy Enhancing Technologes (PETs)
46.2 Sireng identiy managemeni
4T Linking technology to society
471 Lega framework for Servces
472 Understanding SME nesds
4.8 Building NES5I
481 Poles of expettise and refersnce implementations
482 Requirsments Gathering
483 Coordination with vertica's (Powerad by MESSIT)
35 Jaroslav Zeleny, IBM Ceska republika

SSI| - Topics and Working Groups

NESSI Working Groups

Business Process Management
Semantic Technologies

Service Engineering

Services Sciences

Service Oriented Infrastructure

Software Engineering

Trust, Security & Dependability

User-Service Interaction

© 2009 IBM Corporation



Six New Service Science Books

Service Science, Management and Engineering: Education
for the 21st Century; Hefley, Bill; Murphy, Wendy (Eds.) 2008
www.springer.com/business/book/978-0-387-76577-8

Services Science: Fundamentals, Challenges and Future
Developments; Stauss, B.; Engelmann, K.; Kremer, A.; Luhn,
¢4 A(Egs(.)) 2008, www.springer.com/business/book/978-3-540-

Advances in Services Innovations; Spath, Dieter; Fahnrich,
Klaus-Peter (Eds.); 2007,
www.springer.com/engineering/production+eng/book/978-3-
540-29858-8

Competing in a Service Economy: How to Create a
Competitive Advantage Through Service Development and
Innovation, Michael D. Johnson, Anders Gustafsson

New Service Development and Innovation in the New
Economy Bo Edvardsson, Anders Gustafsson, Michael D.
Johnson, Bodil Sanden

Product Development for the Service Sector: Lessons from
Market Leaders by Robert G. Cooper, Scott J. Edgett

Jaroslav Zeleny, IBM Ceska republika
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http://www.springer.com/business/book/978-0-387-76577-8
http://www.springer.com/business/book/978-3-540-74487-0
http://www.springer.com/business/book/978-3-540-74487-0
http://www.springer.com/engineering/production+eng/book/978-3-540-29858-8
http://www.springer.com/engineering/production+eng/book/978-3-540-29858-8
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Bo%20Edvardsson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_2?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Anders%20Gustafsson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_3?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Michael%20D.%20Johnson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_3?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Michael%20D.%20Johnson
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_4?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Bodil%20Sanden
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_1?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Robert%20G.%20Cooper
http://www.amazon.com/exec/obidos/search-handle-url/ref=ntt_athr_dp_sr_2?%5Fencoding=UTF8&search-type=ss&index=books&field-author=Scott%20J.%20Edgett
http://www.amazon.com/Service-Science-Management-Engineering-Innovations/dp/0387765778/ref=pd_bbs_sr_1?ie=UTF8&s=books&qid=1226926548&sr=8-1
http://www.amazon.com/Services-Science-Fundamentals-Challenges-Developments/dp/3540744878/ref=pd_bbs_sr_1?ie=UTF8&s=books&qid=1218489167&sr=1-1
http://www.amazon.com/Advances-Services-Innovations-Dieter-Spath/dp/3540298584/ref=pd_bbs_3?ie=UTF8&s=books&qid=1218489167&sr=1-3
http://www.amazon.com/gp/product/images/9144015593/ref=dp_image_0?ie=UTF8&n=283155&s=books
http://www.amazon.com/gp/reader/0738201057/ref=sib_dp_pt#reader-link
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SSME Roadmap for University Faculty

1.

Learn about Services as a Science

Assess what your school is doing now in SSME-related studies and share with IBM and
other universities. Identify gaps in curriculum and build SSME curriculum.

Collaborate with other Universities who are leaders in SSME research

Participate in the SSME evolution:

>

YV V V V

Y

Go to the IBM SSME website www.ibm.com/university/ssme:

» Recommended reading list
» SSME-related conferences
» Course-related linkages

Berkley, CMU, Stanford, MIT, Oxford, Tsing Hua, NCSU, GA Tech, SJSU
. ,/%,1
Champion efforts to promote SSME / [4;.“--' )
Conduct research in various challenge areas
Apply for research and new curricula grants from Government and Foundations
Build new course curriculum for degree programs

Build case studies using IBM customer examples, industry studies and business issues
studies

Post SSME curricula and courseware on IBM Academic Initiative website for
collaboration

Engage in SSME conferences and events

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation




Michigan Tech,
Service Systems Engineering ~

Human Influence in Service Systems
Operation of Service Systems

Managing Risk

Accounting, finance
Math & statistics

Engineering

Michiganjlech

Undergrad

www.sse.mtu.edu/
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Singapore Management University
School of Information Systems, BS, ISM
Service Science & Systems concentration

Business Service science, management
science

Anthropology of Services

IT Project management, IT Outsourcing,
SOS

Buyer Behavior, Social Networking
Analysis

Service management

Projects

).« SMU

SI N(.M'UIRE MAMAGEMENT

Undergrad concentration www.sis.smu.edu.sg/programme/SSME/index.asp

© 2009 IBM Corporation
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http://www.smu.edu.sg/index.asp

North Carolina State University MBA
Services Management and
Consulting Concentration

Concentration among:
Ser\ﬁge Management
Procéss Analysis & Design
Org?nizational Culture
Design of IT Service Systems

Network Services and Systems

Relationship Management

JENKINS

GRADUATE SCHOOL OF MANAGEMENT
realeducation

Innovation Management

Graduate concentration

http://mgt.ncsu.edu/mba/future _students/full-time_mba/concentrations/services _about.php
Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation



http://mgt.ncsu.edu/jenkins/
http://mgt.ncsu.edu/jenkins/
http://mgt.ncsu.edu/jenkins/
http://mgt.ncsu.edu/
http://mgt.ncsu.edu/

NCSU Masters in Computer Networking

Concentration among:
Service Management
Process Analysis & Design

Organizational Culture

Design of IT Service Systems
Network Services and Systems
Management of Technology

Management of People in High-
Tech Organizations

. Compirter Networking

Graduate concentration http://networking.ncsu.edu/service.php

Jaroslav Zeleny, IBM Ceska republika © 2009 IBM Corporation
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Carnegie Mellon, School of Computer Science,
MSIT-ITSM, Master Of Science

in Information Technology

in IT Service Management

IT Service Management core
Intro to service science
Service strategies
Organizational behavior
Financial management
Quantitative methods

Managing service organizations

Process & capability models

Practicum

Carnegie Mellon

Graduate http://www.servicemanagement.cs.cmu.edu
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Helsinki Polytechnic Stadia

Master in Service Management

HELSINGIN AMMATTIKORKEAKOQULU

Principles of Business in services Economy
and Business Research Methods

Customers, Business models and
Innovations

Services in International Context

Service Leadership, Organizational
Development and Teamwork

Service Delivery and Technology
Architectures

Strategic Management,
Intra/Interpreuership, Alliance and Venturing

Graduate http://www.hse.fi/EN/education/programs/p_21/ismi/

43 Jaroslav Zeleny, IBM Ceska republika
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Rochester Institute of Technology

MS Service Management

Graduate

Jaroslav Zeleny, IBM Ceska republika

Critical service system thinking & service system
development

Service discovery, innovation and creativity
Service performance metrics

Learning to learn, changing our business
paradigms

Scenarios, strategic process and decision
making in service environment

Engineering service environments
Human capital development

Building customer experience and relationship
development to obtain and retain customers.

Service leadership

© 2009 IBM Corporation



Royal Melbourne Institute of Technology,
Master of Business Services Science

Business Service science, management
science

Anthropology of Services

IT Project management, IT Outsourcing,
SOS

Buyer Behavior, Social Networking
Analysis

Service management
® RMITUniversity Projects

Graduate www.rmit.edu.au/programs/mc166
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Stevens, Howe School
of Technology Management, Service
Management

Service segments
Consulting
Complex systems

Outsourcing

Business Process Management
Service specializations

Supply chain

Service development

SOA

HOWE Managing IT

School of Technology Management
Graduate

Knowledge Management & data mining

http://howe.stevens.edu/index.php?id=1420
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