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Service	  Science,	  the	  official	  journal	  
of	  the	  INFORMS	  Sec;on	  on	  Service	  
Science,	  publishes	  innova;ve	  and	  
original	  papers	  on	  all	  topics	  related	  
to	  service,	  with	  an	  emphasis	  on	  
work	  that	  crosses	  tradi;onal	  
disciplinary	  boundaries.	  It	  is	  the	  
primary	  forum	  for	  presen;ng	  new	  
theories	  and	  new	  empirical	  results	  
in	  the	  emerging,	  interdisciplinary	  
science	  of	  service,	  incorpora;ng	  
research,	  educa;on,	  and	  prac;ce.	  
Service	  Science	  documents	  
empirical,	  modeling,	  and	  
theore;cal	  studies	  of	  service	  and	  
service	  systems.	  

	  
h<p://pubsonline.informs.org/journal/serv	  



Hot	  Off	  the	  Presses	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Human-‐Centered	  Service	  Systems	  (HCSSs),	  configura;ons	  of	  
people,	  informa;on,	  organiza;ons,	  and	  technologies	  that	  
operate	  together	  for	  mutual	  benefit.	  	  

•  HCSS	  modeling	  is	  key,	  but	  system	  boundaries	  are	  fluid,	  and	  
human	  roles	  are	  oQen	  hard	  to	  model.	  

•  Performance	  of	  HCSSs	  depend	  on	  interac;ons	  and	  
independent	  behaviors,	  which	  together	  have	  emergent	  
proper;es.	  	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Resilience	  in	  ciIes,	  infrastructure	  

•  Complex	  system	  of	  popula;on	  health	  

•  Manufacturing	  and	  servi;za;on	  

•  InformaIon	  and	  communicaIon	  technology	  and	  smart	  services	  

•  Poten;al	  service	  system	  revolu;on	  in	  educaIon	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

Theory	  
Are	  there	  new	  principles	  or	  laws	  to	  
be	  discovered	  about	  the	  operaIon	  
of	  human-‐centered	  service	  
systems?	  
	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

Data	  
Key	  to	  understanding	  and	  
improving	  service	  systems	  is	  
gathering	  data	  about	  them	  	  	  
	  
But	  exactly	  what	  data,	  and	  how	  
can	  we	  manage	  it?	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

Modeling	  
Simplifying	  assumpIons	  may	  make	  
behavioral	  and	  cogniIve	  modeling	  
possible	  
	  
But	  modeling	  complexity	  explodes	  
when	  nested	  networks	  for	  
coordinaIon,	  cultural	  factors,	  and	  
individual	  preferences	  are	  taken	  
into	  account.	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

Design	  
Need	  a	  mulI-‐disciplinary	  approach	  
to	  designing	  HCSSs	  that	  takes	  into	  
account	  human,	  technical,	  and	  
business	  consideraIons	  
	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  Educa;on	  

Measurement	  
Key	  to	  measuring	  HCSS	  
performance	  is	  measuring	  value	  
	  
What	  are	  the	  methods	  and	  metrics	  
for	  designing	  a	  human-‐centered	  
service	  system	  that	  effecIvely	  
integrates	  “smart”	  technologies	  
and	  systems	  engineering?	  

	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  



Workshop	  to	  Develop	  a	  Research	  Agenda	  for	  
Service	  InnovaIon	  

•  Research	  Agenda	  	  
–  Theory	  
–  Data	  
– Modeling	  
–  Design	  
– Measurement	  
–  EducaIon	  

EducaIon	  
How	  can	  the	  kind	  of	  
mulIdisciplinary	  knowledge	  and	  
skills	  required	  for	  HCSSs	  be	  
effecIvely	  disseminated?	  
	  

hRp://ccss.ucmerced.edu/wp-‐content/uploads/2014/10/NSF-‐Report.final_.pdf	  
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