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Services Everywhere
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export  import  balance | expart import balance export  import  balance
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Tronsportation w032 879 153 1003 98.2 na nQ.2 103.7 5.5
Trovel 657 84.8 -9 723 877 5.4 756 04.2 8.6
Other Services 234.4 165 5740 2655 027 72.8 301.4 214.4 870
Communication 73 7.9 -0.6 85 9.6 1.9 10.0 10.4 -0.4
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Inswronce 6a 83 -2a n.6 7.6 4.0 4.9 8o 6.9
Financial 35.0 4.2 209 4.9 737 242 515 208 30.8
Computer and o . . .
information 173 838 X 222 10.2 12.0 25.6 na 14.5
Royolties and . ar - N
licences fees 235 320 8.6 237 307 70 260 34.4 83
Other business 20 86 - » o8
services 1204 7 337 1309 057 35 443 1089 355
Personal, cltwrol & . - s 6.0 R
« recreational 449 3 1.4 47 7.2 2. 4. X 1.2
Government _ -
services, m.ie. 7.6 6.4 1.5 83 6.8 15 83 71 1.2
Servicesnat
allocoted oa oa 0.0 0.0 0.0 0.0 23 2.2 0 Source: eurostatl sbs
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What's a Service Anyway?

- In economics and marketing, a
service is the non-material PRODUCTIO!

SYSTEM

equivalent of a good (Wikipedia, procecs | XCNaNGE

2006) Preparations +[3—{3{3— Outcome Value feigfg'ggga’
. . . Qutput

- Particularly, services are defined as Infrastructure

being IHIP! (Intangible,
Heterogeneous, Inseparable,

Goods-dominant logic view

Perishable)

- More recently, a new theory has Process _Co-production

emerged named Service Dominant Preparations X"} L7, & Outcome
Logic, defining a service as: “a type Interactions

of action, promise or performance Contract

that can be exchanged for

value” [Spohrer2007] Service-dominant logic view

Paul Lillrank, “An event-based approach to services,”
Presented at Frontiers in Service Conference, October 2008




Service Innovation is inherently Multi-Discplina

e Services depend critically on people, technology, & co-production of value

e People work together with technology & with organisations to provide/
create value for clients

e A service system is a complex socio-techno-economic system

Science & Technology IB:: ; ':/ Zst?on Business &
Engineering Innovation Management
i‘gcﬁ;tg‘/e Social Demand Economics

9 Innovation Innovation & Markets

Sciences

Courtesy of Jim Spohrer, Director, Aimaden Service Research
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Service as a System of Relationships

e The changing landscape of business can be described, for the purpose of
Increasing service innovation, as a very large global service system. Made
up of:

¢ Many smaller service systems (individuals, enterprises, government agencies)

interacting via value propositions to exchange service for service & to co-create
value during the process.

A. Service Provider B. Service Client

Forms of
Service Relationship .
Individual < » - Individual
Organisation (A & B co-create value) - Organisation
- Public or Private
Forms of Forms of
Responsibility Ownership
Relationship Forms of Relationship
(Aon C) Service (Bon C)
Interventions

(AonC,Bon 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 & technology artifacts
-Information, codified knowledge

Grapfiics based on J. Gadrey 2002 The misuse of productivity concepts in services: lessons from a comparison between France and the United States. Productivity, Innovation and Knowledge in
esiNew Economic and Socio-Economic Approaches.
e - SN C—




Service Science is an emerging to capture momentum
related to service economy growth, the global need
for service innovation, & the demands for service
research and education.

It fuses together disciplines such as ICT, business &
management, business strategy, management
sciences, industrial engineering, social & legal
sciences, and economics in order to encourage
innovation in how organisations create value for
customers & shareholders that could not be
achieved through such disciplines working in
Isolation.




Towards a Digital Service Economy

“Today investment in intangible assets is of equal importance
to investment in machinery and real estate. In recent years,
various policies have been integrated into broader strategies
to use ICTs (information and communication technologies) to
achieve growth, employment and wider socio-economic
objectives. It is evident that the ICT services revolution has
only begun.” - Teppo Tauriainen (Swedish Minister of Foreign
Affairs, Swedish Presidency, October 2009)

99% DSL coverage

83% are regular internet users

46% downloads movies, books, music

75% of companies uses eGovernment appls
72% of companies uses E-Business

Source: EU Oct. 2009




International Master in Service Engineering (IMSE)

Join in and stand out!

IMSE, a multi-disciplinary Erasmus Mundus Master’s programme:

IMSE key characteristics:

adermic quality
national orientation
nerous internship openings and fast trac
ysure to cutting ecge research

et 15 with




The demand for T-Shaped Service Engineers

cross-domain knowledge

Business & T Socio-
Management Economic

Across cultures

Across disciplines

Across functional verticals
+

Specialized knowledge on
BPM, service design &
development, and, service
management and governance

Bunjuiyy padxa

T-Shaped Service Engineers




The Consortium

DAIMLER g sofhuarems

forthnet

Associated Academic partners
Associated Industry Parters

TILBURG

THE UNIVERSITY OF
NEW SOUTH WALES

UNIVERSITY




International Master in Service Engineering (IMSE)

Smart Service Networks: \
KPls, Simulations, Optimization, ...

Business Process Management:
Process modeling, process design principles, ...

Service Compositions:
Design Orchestrations/Choreographies,
Construction, Adaptation, ...

Middleware:
Cloud computing, Enterprise Service Bus, ...

IMSE Program




The IMSE Curriculum at a Glance

Stuttgart, Germany Heraklion, Crete Tilburg, The Netherlands

Semester 1 Semester 2 Semester 3

- Introduction SSME - Service Oriented
- Workflow Management - Process Management

: Architectures
- Webservices Systems

: . - IT Governance
Messaging Infrastructure Technologies

. / - Business Process
- Datawarehousing for Large — Scale Service — Integration

- Service Management based Systems - Enterprise Architecture

and Clouds - Digital Economics - Elective
- Summer School

Semester 4

EU-students: associated
members
Non-EU: internships




IMSE Fact Sheet

- Start of programme: September 2010

- Cohort 1: 15 Students enrolled (2 self-paying)
- Scholar Scholarships: 3

- Recruitment Cohort 2: ongoing

- Degree: Joint Degree of Service Science




Joint degrees programmes as such have only been very recently
endorsed by the Dutch Ministry of Education ((July 2010)

The generic EU protocol for accrediting IMSE (or other) EM
programme has been stipulated by the European Consortium for
Accreditation involving bi-lateral recognition agreements (

)

Basically, IMSE will be accredited in a light-weight manner since:
« IMSE is a special track in an pre-existing program of
Tilburg University
« The same applies to the partner institutions in Crete
(Greece) and Stuttgart (Germany)




T e

. Legitimacy check

Principles for the accreditation

. Assessment of all partner

programs

4. Campus Visit by Accreditation
Committee ' 2!

5. Use of Foreign Visitation Reports |
(mutual recognition -

Agreements)




The Road Ahead
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