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1. Understand Service and The Service Economy
2. The General Theory of a Service System
3. The Service Science

1. The Service Dominant Logic
2. The Digitally Connected Scaling
3. The Unified Service Theory

4. The Service Management
5. The Service Engineering





 Service: Order generation process
 Service Innovation: Self service and 

customization service for ordering
 Service system: The eHonda web order entry 

system and the back end ordering and 
fulfillment system, customers/prospects



The case of business transformation to 
“Service”; the “Tires” company

 Goodyear and Bridgestone are changing the 
selling model to a charge for service model—
charge per mile of usage

 They use RFID/sensor technologies and GPS 
to track speed and weight of loading, etc. as 
the basis for charge calculation



 Service: Tires service process
 Service innovation: Transform from good 

based business to service based business
 Service system: The ICT based system with 

GPS and RFID/Sensor system, the billing 
system, truck owner and drivers



 Service economy can refer to one or both of 
two recent economic developments
◦ One is the increased importance of the service 

sector in industrialized economies
◦ It also is used to refer to the relative importance of 

service in a product offering. That is, products 
today have a higher service component; this is 
referred to as the servitization of products. 
Virtually every product today has a service 
component to it.

Source: W ikipedia



 The cocration of value between service 
systems (customers, providers, etc.), and 
service system resources (the dynamic 
configurations of people, technology, 
organizations, and shared information) 
connected internally and externally by value 
propositions



บร�การเป$นการร%วมสร'างผลประโยชน� และม�ลค%าระหว%าง
ระบบบร�การ (ประกอบด'วยผ�'ร�บบร�การ ผ�'ให'บร�การ และ
อ/�น ๆ) และทร�พยากรต%าง ๆ ของระบบบร�การ (เก�ดจาก
การจ�ดร�ปแบบให'ท6างานระหว%าง คน เทคโนโลย� หน%วย
งาน รวมท�7งข'อม�ลข%าวสารท��จ�ดมาใช'ร%วมก�น) ท�7งหมด
เช/�อมโยงก�น ท�7งภายในและภายนอกองค�กร ด'วยข'อเสนอ
ในผลประโยชน�ท��คาดว%าจะได'



◦ The Service System is a value coproduction 
configuration of people, technology, internal and 
external service systems connected via value 
propositions, and shared information

◦ The Service System must have both front stage and 
back stage 
 The Front Stage system connects the Enterprise to the 

customer facing system (include partners and 
employees)

 The Back Stage system connects to the Enterprise 
digital resources (Structured and Un-structured 
data/information)



Service 
System

Science

Management Engineering



 Service science concerns with organization 
and human understanding with business and 
technological understanding to categorize 
and explain the many types of service 
systems that exist as well as how service 
systems interact and evolve to cocreate value



 Service dominant logic (Vargo, Lusch 2006)
◦ Service is the basis of all exchange
◦ Indirect exchange among service systems becomes 

a complex market with goods plays the roles 
facilitating the process of exchange
◦ Value is always coreated and the firms cannot 

create and deliver value; they can only propose 
value 
◦ The service systems are characterized as resource 

integrators
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Goods-Dominant  
 Make stuff
 Sell to Mass market
 Produce product
 Promote product
 Charge for product 

(price)
 Distribute product 

(value)
 Create transaction
 Money as goal 

Service-Dominant
 Serve and satisfy
 Respond to markets of 

one--customization
 Find solutions, co-create 

value
 Conversation & dialog
 Offer value proposition
 Integrate value network & 

processes
 Build relationships
 Profit as feedback (learning)
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(Vargo, Lusch 2006)



 Service scaling and transformation theory 
(Cheng Hsu, 2009)
◦ It is concerned with advancing values to persons, 

organizations, and society through new business 
designs and service systems by digital connections 
scaling. A design science accompanies the theory to 
enable the service systems of population-oriented 
cocreation



First Theory: Build digital connections to reduce 
the transaction cost and cycle time of 
performing life cycle tasks

Second Theory: Gain economics of scale on 
customers, knowledge/resources, and values 
and value proposition

Third Theory: Develop business design for 
concurrent integration of applications and 
application domains

Fourth Theory: Grow the global knowledge 
economy by the provision of DCS to service 
sector and no-service sectors



 You bought a book from Safari; you found a 
coupon code inside the book with an 
instruction guiding you go to 
www.informit.com/safarifree 

 You are asked to enter your email and a pass 
word with your full name, a short registration 
process

 You immediately have a personal wage page 
at the Safari website. It is your personal 
online reader and a personal library (this is a 
part of “Service”)

http://www.informit.com/safarifree




 You transform your product and service into a 
“digital format”, the electronic book and the 
electronic online reader. This is the “D (digital)” 
of the “DCS”

 You are connected to the world wide web, the 
library of the Safari and the social community. 
This is the “C (connecting)” of the “DCS”

 Your business, in this case, Safari, reaching 
millions of readers world wide through free 
coupon offers with reachable address through 
simple registration; on the other hand, the 
customer can access to thousands of books 
online through the Safari links. This is the “S 
(scaling)” of the “DCS”



 Service Science is the 
science of consumer-
producer interactions 
which involve 
producers satisfying 
needs of individual 
consumers by directly 
acting upon consumer 
resources of self, 
belongings, and/or 
information

Service 
Production
 Process

Customer

Customer input

Supplier input

output



 Service Management 
◦ บร�หารจ�ดการงานบร�การ เพ/�อเพ��มประส�ทธ�ภาพ และเฝ:าระว�ง เพ/�อให'ม��นใจว%าผ�'บร�โภคได'ร�บ

ประโยชน� และการบร�การได'สร'างค�ณค%าตามข'อส�ญญาจร�ง
◦ เป$นเร/�องการบร�หารก�จกรรมท�กก�จกรรมภายในกระบวนการ (Service Processes) ให'ม��นใจว%า ท�ก 

ๆ ก�จกรรมได'ด6าเน�นการอย%างท��ควรจะเป$น
◦ จากการลดต'นท�น ส�%การสร'างค�ณค%า (Value)  และความประท�บใจ (User Experience)
◦  แทนท��จะม�%งขายส�นค'าเพ/�อให'ได'ก6าล�งระยะส�7น เป$นการสร'างความส�มพ�นธ�ท��ด�ในระยะยาว
◦  ฯลฯ



 ว�ศวกรรมการบร�การ เป�นว�ศวกรรมว�าด�วยการออกแบบ และสร�างระบบบร�การ 
(Service System) ท��ครอบคล�มสามเร��อง
◦ เก��ยวก�บการพ�ฒนาบร�การใหม� ๆ  เป�นนว�ตกรรมบร�การ และการประย�กต%ใช�เทคโนโลย�
◦  เก��ยวก�บการพ�ฒนาองค%กร (Organization) เพ��อรองร�บการบร�การท��เหมาะสม
◦  ว�ศวกรรมการบร�การ ในบร�บทของการบร�หารบ�คคล เพ��อให�ได�คนท��ม�สมรรถนะท��จ-าเป�นต�อการ

ให�บร�การท��ม�ค�ณภาพและประท�บใจ



Source: IBM



Source: IBM



 Elements-orientation
◦ Users, processes, information (data and knowledge) 

resources, computing, and network (infrastructure)
◦ Embedding cocreation enterprise information 

systems into societal cyber-infrastructure





 The Web 2.0/Internet
 The Social Software
 The Service Oriented Architecture
 The Web Computing
 The Enterprise Content Management
 The Business Intelligence
 The Enterprise Transaction Processing 




