wrgeRE B
[BIERIZBITFA Y —EADA I R— g i ET 5
BREROHY I BT ATHEFSE

LR 17 4R AR R

20064E3 A

T BRI BT K K
AR



FANE

COWMEFIT, FRT THEE, WNATBAEN Hrm L — - PEEEBAN A BHIEHAE (NEDO) 22 5
Fitaniz BERIIB T2V —EADA /) RX—v g VEEET HRZ2HEITOH 0 HIZBET 5
Il OFERWMETH D,

PEEBFNOFRIZ, SE2FTHLRL, A/ _X—=Y a VORAIMDCH D, Kill, 4/ — =
YOFHLWHE LT F—ERDA = g VTRV ELAIT BTV 5, 2004 4 11 A,
KETE, IBM tha & UCHEBREEEFOEEEICL D “P—E AV A = 27 ~DOHi7- 7e ki
WHEE ST, ZhiE, “arEa—F—P A TR PDEORETH Y, MO THERATREARTH
A LR CH D, oL, BI¥EA 12 A, WA T L2 EHEE=#E (GATIC: Advanced
Technology Innovation Consortium) THHEY EiF, < O HARBHEICHER S, HARDOHR
WX B I EVORFAICE EED R, ZOFUOY—EAZETRA « AL VIZH
DA, P—E R X DMAIMIEZ @O TWS BER D D, BKST U7 #EH & Bip 5 e Emk i
EROABARIZ, MOV —ER « 4 ) X—2 a3 VEAIM LARTHIE R 720,

ZOREOHMIT, MIEEICBT LI —ERADA ) RX— 3 OMRHEZ AT RIS B O
FHaEEE L 72012, KEBLXOBARDY —E AV M = ADHERE, WEECBIF Y —E X -
A RX=va VOFEJFELITHIZ L THY, IHIZA%, MERETRERFEOH Y HL
FR, BLOREEICB T2 — FOIEHEZEDTT—E R « 4 ) X—3 3 »OFFabIEE
RIZOWTIRET LI L TH D,

A D TEZ, KT REORDUZ, AR, KF. BZEICBIT 50 7 0 FERE % FE B
FFekAE (GATIC v NU—27%) Zi@ U CHMPFAEZIT 72, BRI, BEABERHAEL &
HICPFEEFEOHMBE D DR T 5 HME B AR L OB EHMT K ZRE R (JAIST) —MO
Ta— A0 NFEICLDERRRZMK L, V=R A RX—= 3 »OREEHIER KON
OIS —E AT e TV v T A Eh LT,

FEL < ORERFREEZ IR LTIV D0, EHIFICECKES K OYE RO ARG E R 10923
HL, SHROBERIIBITDL—ERA - 4 /) _=v a3 DbV T ERERICOVTESDORE
WIREEFELOHDHIENRHKIE LB LTS,

ZOHEEN, BRIZBIF DV —ER « f ) _X—=v a3 VORIER LN —EAF A = AD
FRIZHFHS L, BAROHAMREE MOT) O&E M b, BARBIEOEEFF ) OMEFRRIICE LS Z &
EHHELCWD, o, BEINLHEICOWTR, 4% & LIEEMIC A L. B ARDMEEHE
il L2 SO — 2R DN — AP A = 20 H ) B L OZDORBIIR 1% RL
L7zuy,

Rk 1 843 A & b KB
ESZREZEEN AbRsebn Bl 2B R e R
R R TE B



BERICBIT A —E 2DA ) _R—Tar RT3
FHEEHATOHY BT AFREM I EHR G E
(CES)
2006 ©F 3 H
B[0P NS NS

AFHED BGL. AARDREEEOY —E AL R AMEDOBURE IEL kD10, 4
BOBAE T OPTT 528 BEOBKROT HFITIZEBIT A —E R AT AD Y
HEAEWFATRRDL, 725 N HKEDREESED RANT T 0T 4 A it - iF5Ed 52 T D,
. INSOFEEBEZ T, AARDY—E R A J_R =T al ZtET 5 _ETORSEAT
Ta—F OB, BLOFOHHEICHOWTOIRERTHZ LA HIEL TV,

A ARDRGEREDH—E AR LB LBImFRA - /4TI E, REREESE x5
TVT T r—NHEOF L $EEE TR EZED TODH Y —E R BV A DR AN
T TITAADFE ST 2,

(1) FEEEO TR
7)) BUESEOBUR

KENZ BT LEEEED BRI, ENTHEDOMUZ R, BARYRRRUTIERBER TH
Do ZNVEZIT T, BB LOTNDD, EEIELD KIFRIRFDOLHDDORER 2
K725 T BIERITEOKIEIZ L E Eo TS, Ll T —E RFEZEI T LD B Tk
HFRELCUVD,

ZHUTKIL, AAOBEESET, 90 FARUIREII Y —E RAES BRI E ORFEDERIC
EHHTLEADD LD | FRFRRICKELSFTEL TOD, BEHEE AN OWRIIZIWTE
IFFV—EREOHINCL>TND, ZOLH7ZRENE)S, 2020 FITE 3 IRPESED LS
2D DERRTE, 2000 0D 66%7030 78% £ T EFL, BEMEED ) HH H—E 2 b)sitE
JBTHE TSI QD BRI OV TIE, FEbEE, BUESEL ITHINL 1D, GD
PREEINEL T, BEESE I RTEFAPEND FFHRIFL QUOTDITRILES 3 RIEEIT,
EA, TEORN TR Z R T2IRIL T2,

—J7, BFEBREEClE, [HERADE /- S3<0HLLD) | EFZE 72T T [ —e 20
P NST) I TFZE N EHEL 725> TRY, GOV T, RFIOEEE DH DTS,



ZIHRIZESTE DIl 7o DT DM EEEL /2o TUND, DT Filw -
Tt AP —EZOREE. TR ORI O O TRAMEZ D2 e AR A R E7e T
WD, ZOIH7RIZ > T AFZEBIEEE PN RO B D 7 A/ XE VT A ZH L35I
%6

A) BEEEOY—ER-E VR EfA]
TAVH T, P —E R B VRAMUNU IR e Fiil% | NANT T T4 AL TR
THICEE DD, FEMPEEDFILLTIE, PPG O HENE SRS —E 28— > DT,
RO ATT DV —E 2% FHA T PANTIEIEL T D, £, HIH BB FEZE,
B-C FEZEDHI|EL T, Motorola DZEMIF I ONTIEEZ AT —E 20301 HiL D,
ZAUTKIL, AARDEEERL, FEXIH LITHBMPERE, i B-B ¥, B-C FEXERIITMH
A FRCHALDRIE TR | BFEICL S TR A T, BRI b, &
TUZETIRWEZEL HOITHND,
L, — A EL TLLFDOZENE R D,
@ HWEEDT—E AL VRAMUTONTE, ZLNHEEDa T AR AL —E A
VAR 2E X TN,
@ WEEDT—EA-EVRMUDFEIRDUL, AT LA T T L —2ar P —E R
WA T F AP —E R VAT LR —E 208 BICRIYbAE
LTV,
@ VbR URAAHEET S ETORMBEEL L, [FHEEEORIN) | [1E#R kD
HERE ]| T —EREERELDORHR) | [~ R DA NFHEDHENL 8T D,

@ VbR EURRENGEDIRA O TIE, R THEFTEE kR 23 %< | Sk
EDaT BEIERALI-WE T 20 EREGET D,

@ L XANIAIFTOA /= a i Z REE L T, B 2DONGER D
HEZL, I F DN TODATA NI —T PNFEHLTEONRNZEEYRES>TND,

(2) BT BT 37 OB

T AUH UL, BEZHA-ORFD, [ —E R AL R ) 2 BE 707 T LOHIZEY A
WD, IBMIE, SSME (P —E R P AU R ROA N T V=T YD) LD
17T LEBRFEL . KT IS 23 CN A B AL T, KB~V OEBEETHT



T, ZLOKFEDNERIL TS, Tr—E R A U AN A A RIREIRE L C L 20dIRR
DI RIES TNVD, BRI, DT AN =T K S—IL—RE S —ATaT AT MNLRF T,
KRB~V TO I —E R A T 2N DHE T 00 T L uBiET DT 843K LT
VWD, ZAUE, 20044E10BAAASIVCUOVDKIE IBM T AT Iy 7 A= F7 - 70 T bk
HETTONDbDTHD, T, ZOEONIFETHL T 2B AU (NSE) SRS
(ISL TR, 7T AT IT INDOREMH R BED NS TSHRL TD,  ZOIIITKE
\ZBIT DT 77 TORRNTD 2V EV R T D,

ZHUZKIL, BARTIE, 7HTITICBITH—E R AT R, F—E R RUA, W
—E AT FOEARA L, AR BB ER T A — R A = A s K
OMWFEEENZ WD B<IREIR S CTADL OO IEEZBIAL7ZLT-DIE, TR0
DEOFHALD L, FEFEHACHHE VDI D542 R Th D,

@ VbR TFES GROTRY, HERTHIN)

@ LERRI N RIS D —E R YA T A LS L OMF L 8
@ R RKRFACHIT AN —E R~ R AN (BT, PNERD)

@ TR OBN (FHPR Y2, BF7E- HfE 72, )

(3)NEDO &I LT DA ~DIES
RCAAEMIIERE RS LT DOINCEHKITE LD,
T) RO RE]
@ FUEENENEL QO ARMEERL T — R LA XY LA DR FREORSNIE
Ze AN LTS OIEE - A DN BT TB D,
@ ULFEONMHAAZAEA TR A T JO78, —E R A T RITRHEL T2 P70 8
DENDIEETEHD,
@ 5T, 2007 R/ R E LIE T TR — R T T EICNDRT Ty =T ORI
IIEFER RS IV TU VRN Z LT DWW T R, TR E OEYes A7 2MUITINZ.
T, BUEDNT T =T AN IRIH TG T2 RS OO AR Ch D,

4) NEDO D7
@ HEEIIBITAT—ERETURA, B R IR aL DNRANS T T A AE
a2 IEEL . —E R BV RAD N — AL SR AT, S —E R SR —



S AAEEDTZD DO FH R T I b DEAERLT DI ERLETHD,

@ Advanced Maintenance System fEEED 7= DR~ 7 i, (e —2{b3
DT —Hw A= TN, BREGREATET 53 12— al Bl O BRI
WFIEBRRAAISET D LB DD,

@ U XAREIHIBO TR, e — (R s Uil a AL o Ty D~ R
AU NSEBELIRD, 65T, R A ARERD T T Y E Y — A HA RO
FAAET DB DD,

@ EEDFERDIZDOITIZ, ¥ =7 ORGHRIRH BN 28 T R RIN FIs A L T
UV TUIARBZRU N, ZDT2DITIE, BEBEE BT e Rk D HA o2 S 51
—ER&HFEDT —X T 7 F v — a8 i DM ER DD,



RERIFEER A /3 —

K4 PR - 18 AEETOREDE
&S JERES IR A R TR % 0oy EIEE
I\ B HEEBIRREIARS 5% EMER
2 &5 ERZ Rt 5— EfTR HMEE
f Bx FERESIRRI A R IR B B S5 EMESR
RENBE WELTEGH- TEMRE EMEE
L)~V (BH T o=71) T iREH = (ENAA) - FRZTES EMES
hERE (D) BIFERAEIEFOS HE-HBER HMRE
FTE A FERS EMES
BEET FREXTHEH kiR EMER
— M= LRI R 2— RTD BEEM F srzER

ERHEE HRARE
EhARERZ ATEERREESRMY PSS #1-FER VEREREAL 1 \—
— WERZHZRER L 5 — s A
LRT LEHTRTN)—ER
THERS | BNTTTF—2Yr—7 BT EREa fesipsA /N —
BRIREIER F—bTROM EHEH <R—Tr— TERERR A N —
FRER R ME—~Y— B EE A 1N —
RAHZEER EXEOVIRM BRGEAED EXE VEREREA 1 \—
INREF MBIIEWERT AT LBIRMER FEMEE TEERER A N —
R F == TAREFS A EBRES VEREREA 1 \—
=SHEADY RFEFEAUNS CSRHEER & VERERE A 1 \—




HE & B X

= 57> 1
F1E AFEEICETAEHRSEME 00000 e 3
1—1 BU&Z eiieeeseseaeees 3
1—2 H—FEZX  aiisasessssaaaaas 3
1—8 A/R—avy eessseeeeeeeeaa 4
1—4 R arssssssssseeeeas 4
1—5 H—FEZR-ECHRZX  assssssssssaasaas 4
F2E YEREHIEITHATITOBREEIR e 6
2—1 HPFBRICEBTAEZAEAE 00000 eressssasessasass 6
2—2 FETFHATFIFOEER 0 aressssesassassss 6
2—3 REOEVHEA 0 aemreseeeeeeeaes 7
2—4 BAROBYMEA  eeeessssssssssees 12
2—5 [H—ER-HAIVARIDBEESGERDEE ~ cvovveerrereenes 15
EoE HEEOTREEE 00 e 20
3—1 BER-FEOEEZEDIELR 000 eeresessaseseeaas 20
3—2 EEROITK 0000 aassssssssesesess 26
3—3 WBFTEEREE 0 essssasasassesass 28
3—4 BAAREMEEOEE 000000 aeessesssssssaees 30
FAE Y-ERICEHTIAFRREROEE 000 e 34
4—1 PFEEIZETREZHFESE 0 eeessessesasesees 34
4—2 FEERBRLEDEZS 00000 eeessessessseaees 34
4—3 HPFEEEERENNT 0 sesssessssasaaees 34
4—4 RRNTSHTAADZIF 00000 esesesasssssasaes 54
4—5 PFBEEREASOHEER 000 asasessssssesases 66
$55 H—ERZEATAREIEZLOEE =00 erereresssssseses 72
5—1 PFBRICETAEZHFEAE 0000000 eressssesessassss 72
5—2 EENRANEDEZS 00000 wmesssssssesssses 73

5—3 g}ﬁﬁ%ﬁ% ................. 74



B#EEER(HE)
5—4  MIT Process Handbook | 25112 85EZMD
H—ER A/ R—a
5—5 HRERRICEIER

$£6E HEEIZBITEZH—ERDA/R—3 %

RS I FAIAITRIRRE

F7E  SHEIZAITTONEDOIU S ARHERID 1% E|

7—1 SRR DEE|
7—2 NEDO®MEZ|

BHYIZ
T EEHRABRX
1. LSR5 —ERES KRR A—2 (BIEEMES)

A WODN

© 0 N O o

11.
12.
13.

14.
15.

. W—RFAOUKE, Prof. Majid Igbal IZ&ATH—E R 1D ES
. BLEEDY—ERE DR RADRIKESA
. J—AAOSAFMIKEMBAI—RTOIH—ER-H /T

DR JEREE H—EXTROA N I—RTE

. TIV T MILRF R

S —RIT R KEWE
 I—RFAO K E

. TA)HFETOREEN—&

. P—ER YA T RABFLES— I (GATICHI)

BTV T —NERR
HEEDY—ERE DR ADEIREEA
C—TOPOHIE(BEHMER)
BEZICBITEY—ER A /R—230  H—EREDRR
DB (FEMERS)

BASEXDFRIG (AFEMES)
=ELFOTITAET—(EREMRE)

................. 78
................. 81

................. 84
................. 85
................. 85
................. g6
................. 88

................. 89
................. 92
................. 99



[IL®HIZ

AFAMZE T, BIEZEIC B W TEHREMA T —E 2D /R —Ta 2Rl | ApEEA
LI L7012, A HEDONEDOM TOWMERIFE SRIEIN & D INNLE T D~ Z )2 50
2L, N—ROTERb GO T —E R DA )= a AREICE T 52 a2 HiYE L CTEE
L7z D ThD,

(1) AFAEHROEH

AT T, Z DIERIRD DL 2% A ARDIERFES E ORI DML D08
DD Bl AESE R I LI T o —E R A )R =T g ~O RO AN L FEIL T
%o ZDERBFALEL TIE, o NI =IO BRRITHHS Uz @\ MMl gl 3%
P —BRDA RN a BT DN 5, AP, EOLEMEE 2 | B
IRPEZER P IRINITE T D780 BEREITIBIT 5 —EADA /N — g AR 5 R e
Z DT O FHART D&Y 572 BRI L | WFFEBRFE O B GO e B sl SN T
HZEZRHREL TG,

(2)  FREHARORHEH

BT DY —E AL /S DI [ TR BIO STtk K]
B ONARDY —E 2 AT ADFRE, BEEIC BT A —E A =L ADFH], WO
—EABOA )L ABEDTO O, BB\ TSI DR AT
%o FRUTASHTAREIA ST, MO TEAE 13— FEREANTHA & M (NEDO &
BB ) LT, WISEBRIE TS SRR, N IR AR NI, (5 ST
NENG, FIEEE BARICBRL . BAROREE SR 5\ —ROWE fiZ b T — A
IR RABEL BRI BRI OV TR LTS,

(3) HFAEHAEROAR

a. VB RVATURAZOWTEIRE BESNADT AV A D, [FH, K, BB



—E AP AT D FEREREI OV T, KEBFNZERORS W7 +/V=T K
FN—=IL— R =T — A KPR EFER P OY — A A = AR Y
X2 T LG 53T, AEZEITISUWN T IFEZESHIAD National Innovation Initiative (NID),
ZhRD . Eha—7 3M, PPGEEAHIZRAL ., FRA L=,

b, FATO, 4L A2 AD RN OUNTIE, ILBESERR AR bR
(JAIST)\ ﬁ:‘ij(?\ %E’ii%j(i%\ ;&Ti%gﬁﬁnqbgﬁﬁbfb \Z)O jgf:\ 'I\%i&@@?é}
2 FROBMRA, TICEEOFERAELL T, WE, BBUETTZthd L LT
FHIZ SV BRI RO R L.

c. BEEEIZBITDHY—E LD FHUNRANT T 7T 4 ZANZDNTUE, ARERFEER K
OMBEEEDRIET 2 — NN e TV 7 LR LTz, PESE UL FERE . TEHom
EPEZE, BEIRPESE, SRMPERE, 22— T AU T —PEESR, AARMELL T I T e
H N7 ARk ) | BRI I L3 =54 PO HELICRET 7L —NIEESE
AL, FHIERICE DT,

d. P —EZGEDOA ) N—al O 7-01T, BEEIZIB W TREZ R AR DU
TIE, BEEIIBIT O —E A, /R =2 a OFLEND, T —ERE XX D/ —
N7, TbE T AT MET D0y MY — 7 BRE A, I —EADSEIZEE TS
FHEITTE(ANZR) | WONZ BN ENDESEBINI OV TRNEN T TIRBEL 72,

e. NEDOEL T, EDII7RITHIFERFE AT~ &) FI SR L _EDNTDOUNT
W, _EROIC D B ROV —E A A = ADFRA RS AL, SIS BT A FHIEE R OV
—E R OA )R 2 MEDT D DRV FEARORERRE RIS & h— Ao
T AR D RO B\ VAR O 5 ZE Bl ONT JAIST R NPT
TV Citiam Mt A, WO DOREINFESE S L ORI 23T 2e T
U 7 RERERD BREESE BT D — A ) — s ar OfRERAEE  NEDO D%
FIEL CTOEMBINEZRTIL T,



B1E FREEIETHRMHRSEH

MLEZEICRIT D —EADA /= a ZAREST DR AN O &) T7IZ B3 Diid 4%
MDD, THEESE | [—E R, [ /X al TN TR e E O SHEE, A
(X TR X 2 LI N3 52 e 0 | KA THEMNT 5 LRl RO EWE, T O
REFREL CLATICHIREZ LT 2T, i E S2hEL -,

1—1 BGEX

7V —EHRHEEH Y %7 07 (Wikipedia) JIZEFRKSIVTWADREEED ERZHHL, LUT
DIINZEFKT Do
B2 (manufacturing industry) | JFRERE 2N T3 52 Slc k> Clliha AP - $fit 4 o e
T, FKE, BEHLOSH[TEMBIIL DAL, 2B =TRLNDLFF YT 2 — AL EDHHE
¥ WIS EREA L AT,

1—2 $—ER

PRI DERT, —HUUTERSN TORNED THD, BEEMD P —EADE
)LD\ 2= =YL PR DTER, [TV =0T | DERD I, FPHEREL
TERSNTODONR—IIITHS,

Fo P —EAY AT AT HDFERETIILL T OLIRERLHES D,

[ —E AL T NRAHIRASNE D A YA DT I L BT BN A ST 228, |©
“A service is a provider/client interaction that creates and captures value.”®
“Service is to show that mechanisms for interaction and collaboration between those units are

essential for developing, promoting and delivering value to customers.” ©

Fi2 BMIZE D —EADERIILL FOHEI THD,

A service is a provider/client interaction that creates and captures value.

AL | B LARAEE IR TR A AE 52 ThD Y,

Ll 2 TSI B T D — B A&RREHO T AR ST 2 MGG B0 5
—EZDEFRIL, [T /1237 1L UL TR D A TR ML AhE T 528, 18T



Do
722U, T/ N3N —Ru =7 121 Ty 7 by =7 70 E OB O SL&E a3t e,

1—3 4/R—L3>

P-F-RIvh—RICE DA/ _—ar O, WHEFED, BN 6155 EZADAMEST 24
Bz HZE W NRFFE OV 2 _R—2— KOWEZ T AEVRE 22512, LLFDLD
(ZEFT D,

A7 _X—=ar THE RN OZET, ZORRI LRI > TROONHRIZED DT
&o

1—4 FEET

BRI A RBFARBU S FELESRORFLAME (Value) ZTER T S Bdfie a3 obns
BABNDON, ZZTE AN AL HIEE L TR DLT D,

1—5 H—ER-ESRR

BOlt, [ —E2%painET 5, |, [E/%25800DTldred | MRz 525, |, [HERER7ED DTl
75 BRI H TRV T D, | D7 LD R EZ R0, T HARORLEZEI IR E et
(R TWDEIH7E, ZOFETIIMENIEED, H CIHIRT 20Z BT 5720128, A HLOAEE
ZObLOEFEFRL., TOH U MIEB O IS > TREESEEZ T QORI IE2R b7
W, 1 O7el | BEESEDBHY AT D RARIMEET D, 7o, BE¥A kL35 B AR
Lo TUL, PERDE /O DOFPAIZEE FHT LK, ZDJELADY —E R EE DIZE
T RAII AR AAIMIEZ B TR ATt Tng Y, 22C, SEEIC BT LY
—ERE VR AELTL, JEROE DD T a v ATNZ T, Jiiz/aeL LT, TatoMaEN
I TNDEITTFBRAIT N > TLDEB R
AT I
ca Y ILT T

SRT I AT T —as



TR =7 (RO DY T B A S A NEFRTAD)

AT FUA

AR —R P —E R

TSSO Y — A VR A% LT DI EET D,

P—EREVURR:1—1. T 2 WHESEIZXOSITODAREE (RS 73, AT LHEEE,
I YPNT AT AT AT T =gy TN =T AT A AR —R e
—EADEBTEE AT T, WAZFFTWDLEE, —EAE VR AIZIDNALEE X, DL
ADHEINE (X% SR FEhtia HEZ 2 O N D FE 59,

B RO ERICOWNWTL., HIIEREDOH A DDLWANWARE REZNTE\W-, 8
BE 1, 280 CERIZIERL TWHBD T, BIREITZV, T2, ASHEIFZE4 BHAE T DITERL .
AVEEHSEL UL, FEEE 3 IR T EXTHMELIZZ 2B E TR,

2 BN

(1) W8 HIRF - 20056F4E RS AIEKT

(2] http://www.research.ibm.com/ssme/services.shtml Mar.12th,2006

(3] IBM, from Products to Professional Services Provider: The Role of Functional Groups for Cohesion in
Optimizing Value Delivered to Customers.” Jozee Lapierre, Bruno Cappella PICMET’ 05

(4) http://www.research.ibm.com/ssme/services.shtml

(5] TAARDLD DY 52 O JIPM YV z—a 50 Hif R —E A TSR B

(6) [THADLDDKY 52 DU JIPM YV a—ar K0, s RSSO Mg e 2 —F ok
DFEE]

(7)) THARDLDDKY 58 Dt JIPM VYV —ai-X0 | RS TR MOT ORE : % AR 24

DA )= m ~OFRHE |



£28 HYERETETHTI7TORRESA

2—1 REICEHIIEAFETE

EDETIE, —EAZBEORREL TR A BEIRFEZ AW CEE L, EHET 5
LEOWIEPEESNDINTR>TETND, UL, ZOEREIT, MRS AP RS
IWCWDIRE T, P —E 2R ORERIEI 63 0 2 < OB DUV T, F213-& 0k
TELTUVVRWIRILTH D,

— 77, RETIE, BUZEA-ORFED, T —E R A A J 28 H 0PI Anizv,
Service Science Management Engineering:SSME& L CREFPZEL ~IVDOEBEEITHZEIT, <D
KFDEFRIL TRY, Rk L COFBMEITHEFIZEmE>TND,

EBHIT, ZIBHFZEITRL T, AKRVEIT (National Science Foundation) V# & Z3iAA 2T
BT T NOFEVLBIZNT D300 7707 X7 TOBINIATRD =\,

BRI, BT 4N =T REFN—I =B, ) —AaT7 AT INERF T, KB ~v D
[ —ER A A2 Z NPT DEE T 17T LOFEIBRIAD RSN TV D, T, 2004
FROBIESTLUCODKIE IBM- T H T I A= T 747 70 s T 0P &80 T rhid
DTHD,

IO AAREKETIE, TATI7 TORMIAIZENH LD T, AARE, KEDT 17
IT LERIET DB TIA LT, KEOFAEIZ S 72> T, SR HE I AN T —E
AHATUZ NTHAAA TODRFZBEL T, EEITHIML, A28 2728 %@l T, B)
Mz LTz, 7235, WeblFEra L I DR o THEML T,

2—2 RETF7HTI7OHR

BEIZ, 2= 1THRAT2INNC KRR AURIZEZIANTIEEC, VT4 =T R¥E—7
=&, S —=AAaT AT PR TR, R~ TO T —E A A XI5
B 0T LORMBRIED LT RS TNVD,

Fio, EBEORFBEL SN OHEET 07T LOBIEL T, ) —AhaT AT NNEKRFD Tl
B R AR —/L (The College of Management, MBA program) Y& =71 71 (The

College of Engineering’ s electrical and computer engineering department, MSCN program) 734t



[T, T —E RS AT R WLV AR ORRAIZ BFRL T, BHE7 17 T08 L

T, PEROFEIR B ITINZ | BV RA A7 —)/LTlE, B —E AT m A Z LEREDOBIRME

[CHEAZEIL—2ar iy v XA P —E AL ) R—= L g AR A LA N —

22 AT AND2ODA— R FLL TN, T V=TIV TR, RV =

TV ZERLTRY, fFHR—E A AT MO TF AL 2T —FF 7 F ¢ | Ry T — 27—

EALL AT LOT YA LR ST LOE H OB TESITND, WV T4V =T

KREFAR—IL— R TOH—E R AT Z BT B H OFEM© 1L Web TREASIL TN,
Fio, S AT AFTINNERFTO Y —E R AT ZNZEET DIV F 2T L5 R E

B4 2R T2 X0,

2—3 KEDEYHEH

ATEIOFHATIL, KE IBM @ SSME V—4&—XE LT, [Y—E RV AT R HENLDT-DIT
FEBANZSINE R COLEFSEE DI NDRIFEDHE | BT A3 Heir~
VAN A AR T DR E A, PR T NV EERO A —
T T R = = T TN A To QD = RIPEFAIIL . e
DY —H —|IA L ZE 2—ZATV, [ —E R AT R | OBLRIB L OKRFL BB
DAHAR /LTI V2,

TV FINSERF (T U FINT ) ((HEEE 5 /) |/ — AT = 2AZ R (AU /AN =
INUARS) (FHBEE 6 BH) | —3F— A0y K (R RTINS 3 —2) (g
ER 7T ) AL, R —E AP A U I DBV F 2T LS TRA
=R AR NKIFT DT T I B COMIEREIR, Bk Er . WIRF25 A&,
PEF RN L OEETEENIR A A AT, BEEEOIEE(MBEEL 8 ZIbLITo7, £
7=, WIS =D D MU e T BEE S 2< | BbEEA TP O E LT O
WA CTHDHT=80 | A RIOFTHEIFEO X Gl 725 BIEEL OFEFHEEEL AR ORI RE LT,

(1) T FIMILKEE (Arizona State University)
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ITAT T AV IB—THDHAT 772777 (Stephen Brown) #fz "L, 7HT 07T 4L



H—DAT Y=+ a—-E v — (Mary Jo Bitner) 8% ® T2,

ERE2AHDBEEZINT AV 7 H— %5 =B AEFLELIIEEZ L T D W.P.Carey 27
— VA TE TV RANE A — T p— P —E R —H T (Center for Services Leadership:
CSLT, [P—E AP AT R | DHULE/ DT —EATRH LI KRB DI F 2T 4 ROV
SR T HiEER A TN T U T BT o T,

Y—E ZBHEDEFF H TlE, MBA 23— 2DUEROAIF 2T LIMR., A2 T H A=
YHVANEAN 2= FPA T AEINZ TN D BT 0T DD B D,

[FIRAZ, P —E R —T T4 7RO —EAR RV A NI T2 H VT 2T % | L~
DOIRIASEBHR TED LD BEfEFD MBA BB 7 07 7 L% UGETH THY | RIRHZFHL /L7
ADBIEHRD SOBBETHED RIELEI T TCD, ERIL, FFHHBDE U RAART — )LD —
R, V=T VT DA— A ROINENIBERLTH T2, L OERZEL T, ik
IMEBRRTDZENARIEDZLETHHT,

B COHE 7077 LAOFEHM IO TIIe, 2w Bllak =T BRI hHHED T
LTHoT,

=B Re~w—r T B R R AN DA TN AT TRY, Y —
B R)—Z T e A AT 4 F 2—MService Leadership Institute : mini-MBA)Z7> A% (3044 F&
BT THEAEBAEL T, 20064 CHE20MR1 A 4312 D, faltld, E2EDHFEHE SIS
(CBINL | SR M TN TODEDZETH T,

F7-. K7 VAR AL T, [Compete through Service | 2o iR w7 Az AR L
TED, 2006FTT17[RH L85,

2005910 A 121, Z14[8] Frontier in Services Conference | (7 AU «~—rT 4 7 i
American Marketing Association D%8%) DEMESTGE/ -T2, BADNDIIMIFEHEESE RKFD
54 DBINTdh -7z,

ZNBDEFEDBMEL, BENSDNANTTIT A AT A— RN TEHY AT LELTHE

REL TR, P —ERFEED L6 HOESEG T T PEFEHE S AT TODRE T
MMAIZ Do EEFEFUZL, Center for Services Leadership DAL/ N—A{p3EL 70T B H—e T —-
=R —F L T FHEE L TND,

Y =B RRHEL I =R OBV 7RO RFBED — > THY, [ —E A AT 2D
I CHIDRIEEAAT> TV, I~ —o T4 75 80n, h—E R~ —F T 4
TRY—E AR A B~ — T A T DR N T THD, Y—EADA ) —



ar ~OBVFAAL, LW —E ZRDBE%E |(New Service Development))yZ U0 5H D FiEE
STV,

(2) J—RITRAZKE (Northwestern University)

)= AT 2 AH L REETCD SSME U—4 —L, ~A%/L+FRF— (Michael Radnor) #dfL, v+
=—x7 &> (Jeanie Egmon) 5 1244 T 5,

555, IBM @ Conference Tl Academic Leader ZEb | FAeimHiiioo~r AN
B2 KENIZ BT DRE D= ) — 2 7 LD HLDRERR D A =D~ A )V« TR T
— (Michael Radnor) Z#%\Z, [ —E A A A ) OFHHRINET 7 /0y — A )= g
VXA MFFEE L 2 —(Center for Technology Innovation Management : CTIM)) OIEEINE .
PESAEHE DR E), BLOBEVIF 2T L% TN T V7 %1707,

CTIM I %, A KB AR - FEF LRI T2 L 2 — 7 0 T MO SR Ko TR LS T B 4
— T F TV =T R/ R=Tarw XA CTIMIE, Ty A — VAT <
KA HY 2 AT T KA — (Jacob’s Center) ([ZdD, /— AT = AK L KEFED KR
FOgE e & — (AT ay— F 77 /a— BLOYEMEItAE &) TO,
AEZEDNM, B, REAAELHITITHIEAATO 8L T, CTIMIBAIEL IS =y
MTBWTEEER L FROELDELIR>TND, 2O 2 —OWFFEREEIT, EATH, [k
SOWFEB LG, T LyP v x A, BLOA / RN—=ta - w R AP E AT
e

Y —E 2P A =213, BHEREICEBRAATE T — < IZHEL TD, CTIM T, [
BRpE B Cdh D GATIC (Global Advanced Technologies Innovation Consortium) (2 A EFRAY
IRy WD =D % T, 7 —ARS T 4RO T2 & AEFIRTEEN 24T TV VD, ZORHRRIC
13 AAREIT LRI, ARl P i R R, 7o 7V D RFEDINRL T,
(AARTOEENL, KE AARORAHAAZSZIROZE) , —ER(TIE, B0 SRy
s AR D EA ORIEE L TFEET 228D G TIY | 2OV T [EFRAYHEHE
(ZX WA IA TR THD,

TRF—FdZIY, SSME DEHRIRBUTKS T 2 BHREBIE L CRRERIIFED N —A L7025 KE
IBM @ Global Innovation Outlook 2.0 DFEE BT ZEMHE VST,  Z0D GIO2. 01%2
0044238 FeE 417~ Global Innovation Outlook (GIO) 7355 I ikamANEED . HADNEHEL T



WA R AR T D7D DL AR — e o TG, D NI 20 EDH 5150
RELZ R T, TUKEEERRNTT5 1 T8 DRHFRS SN | FIS6DEEHlgA %, 248 A HakodH
DY—H—=DEEFD, LLTD 3 DOVER T _EFEMEAEZ#G w0, D72, BV RALH
BNHBOH LRSS HDHE IBM IFIERL CODEDZETHHTZ,

*2ED AR (The future of the enterprise)

« T3 LF— L BT (Energy and the environment)

« A% & Al B4 (Transportation and mobility)

ZINBDERDHD BARIZOWTIE, 20064E3 A IZ=a—a— it 770 v 2amao
OFHT, FEREALTND,

)= A 2 AR RIFFTT O RFHAREMEWA 728 L VAR E LT, NICO (The Northwestern
Institute on Complex Systems) DIEENEBIAGSNDZENHEV SN, 2006454 H D NICO
ATV I T AR TCINE COWN IR RIND TE THD, /S — AT = AZ R
BROSAA YT DORFAAZ2=TAITHL, 20, ATE T, A F B OBl
TEENEIR CRLZ > T D b IR MR Y AT AA~DIF5a R T ZE N BRI THDHEDT
ETHoT, BRI —E AP AU AN L TE, B AOEHEEICHLC 30R
PRE DY AT AINSDT 7o —F PRERFSCQD,

(3) H—RX—AOVKZE  (Carnegie Mellon University)

H—FF— AR RKFTD SSME V—4—%, B/b-~7Y—(Bill Hefley) Bll'¥:5. ¥V —
>+ 7U7Y— (Kathleen Carley) #df%, ~ w12/ UMajid lgbaDFFEE D34 12 Th 5,

FREDSG 240 DMEREL, 1T BIEOY —E R~ 1A M UM IIEZ L TOD IT ¥ —E
AERETRTETZ 2 — (IT Services Qualification Center : [Tsqe) IZAWT, [Y—E R AT R
DT ERDHTHAD T ZHLLET et 2 —DOTEBINA, PEFHEHEE 603 H1EE), B
OEENF 27 L% NI TV T %A ToT,

[Tsqeld, ITIZE>TrAEESHS (IT-enabled) Hh—E 2« 7oA F — B LU NLOY—E
ADZATFLLTDITAT L MDO=— RIS D788 P92, B L OB 24k E
ZL ORI O T DB 7 L — 7 L LT, A B a—F A U RIS LS AL,
[EFE 7 " = 7 HFZERT (Institute for Software Research International ) #E R CIEBEIL TV VA,

[TsqclIWFFER LML THY | F7ED LT, fFEEdre hLE LI —E R v — A
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VRTINS =L B REN T ThHD,

[ 7 b =7 T2 AT (SEL: software engineering institute) 23 B L 7= . CMM
(capability maturity model) IZ. #HFRIZISITAY 7 7 =7 BHF/2E DRE 1% 0] FSHEAT-DDE
TIVTHY | e ZORE 1A RN T 572D OFRIEE LTRSS, Y7 =7 B3O
7't Atk (SPL: software process improvement) D7-ODFEIEL L T, S TEHI LT
e

[Tsqe TIEEINT—E AL L XA EF 2V T4 v RO ANEE G 1T 128 T
AREI 2o Te T I B = 7 e —E AT S —3 @ T IR — L T — R R
T LN EA TWDNEINZE JIELY DR E =L FMTL, ZEAF D
BT, ITAT U NIRIL T —E AL LN E KR TED FIEER L T D, B
RENZIX, 7747 M. eSCM-SP (eService Capability Model for Service Provider) L ~/L1Z Fk
DNTHh—ERT NS L — %G TED, 1T DO —ERLIFHHAEEL v~k A
—EADT U N =~DOEHYLEL T, TH—E A A LA ~OEBR T DHIHT R,

B —E 2 XA NDEBE I F 2T L TOFLEL T, ITIZE > THRBIZ o7t —
ERFER N LS/ D, 1ZEAE DT s T AT — AT, IT O —EA~w3Y
AUNFERLTOVRNEEZ TND, Fio, iR T2 —EAERORESC, Phid ~&#k
i, BIOBRRITHLT D720 D7 0 r T APELEE 2 TND, DT THRkRE /1D 3
JESEREE B 2 TR, B, BRITHY, £ L THESL VIR DB DORESIBIFE N LELT,
TR RAERFIENO L7205 BTLWRE I OBIFE LBEED T O I B a7
WEEZTND, FTo, BT 522U TE, JAKHIT DT HIVTODEE, Y, IO
DFEE L, ESDOBIFELH N GO THIELEMZ FE L KB~V OEE D FERS I
EREL GIEFATE L7 a/ I A EDOE TR IENNE L E 2 5,

ZOBEREITS T HHVF 2T AME, [Tsqehd, TRI T T ay =7 MEHL Z5K) 22u5,
—EAMRE L, TN = 7B, BRI ISR 06 RSO M — AL = AT
YA Ta—r W7 2 T RO 3RO RN —2ADOYIAA VX2 T 2% | fFH
AT LA MEL (Masters of Information Systems Management) &7 KEFFED R
BBl &+ (The Heinz School ’s Master of Science in Information Technology) [AliF I ZHEfET
ETHD, FRERDAYF 27 L% | REEBREREST 07 2yt a) /b AT, 26672
Fy i@l TR, CIO AV AT 4F 2= —FF— AL R 2 Aha— ARy
YONA(TVT A NZTINET 2 8T 4 —/VR) %) ZilC CHRIEL QUK ETH D,
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W, [l 2 —TCIEBUE, B RAZE FHNCSEZ T 28R . BRI T 5857
BN BBIMIHIWT 2 ¢ a~—AT A/ YT 4ET /L (eCommerce Capability Model
(eCCM)) DY HZBHFRE P LD L TH 72,

2—4 BEROEYHEHA

AROT I 7ITICBITH—E A A AT A P —E R RO A, P —E XL FDIR
DRLAIZEHICHD Y, 22 Tl TR BRLAE R T35,
@ VR FWIES GROTRY, HRERTHUR)
@ LRV EEAN KR AR DY — B A A T AEFR B L OIS,
@ HARIFRIAITKIT D —E R~ XA N (R, BIIAKRST)
@ ot EoBn (Y2, W0 Hfmhm s, i)

(1)  Y—EXRIFHMRE(ERKE, EMRERR)

BRI T EAE 2 2 —Cld, 20024E1 H K0 T —E R T2 (2RS4 pEF i
DIFFEE (/3% FiH R FHSR) 19258 L TS (37 AL /R — DR K0S 5K
FHILDINIO-T2) o AWFFEEO BNE BEZCL DL —E X LHOMANL, T720HZD
PiEm, SR — v FHEERE IR OMAEMNE Th D, Fio, [ —E AL OEHEIT,
[ —E 2D T2 MECT e A @D . FeZ2DAANE TS D720 O T FIEE 5250
DTHY, P —EREHEDT=DTZ1T T, HETH AN LE b3 5 5EESEIC Lo TORN
fEAIERT DT D DFIEIELTWD, BRI, (1) BEFE—E A0, 45358, Rk
&L @) RIS FRROFER ECORBREENAIERAU T —E ARG SR AT A (F
—E A CADIY—t R 2727 0 —F— ) DM ZIT-> TS (K 2-1 ZH) , BRIZ5eRL
TV —E R/ AT 0—F— | T, 7R—FT /L Aa—TET )L Ea—ET /b,
TFUAET NVIRE DFLREATY Ve NS, Y —EADET V7 RRFEAT, SHITH—E A
DFHlZATIZ LN TED, BIFEL, Y —EAAlE 1 22 —7 v e LT, SHHERTAMZ I,
WEDY —E ZADFRGHEHIZETE, R, o DT LTI FTLN —E 2Dk F & SR
LY —E R/ 27 m—T— B OMFERFAHEEL T D, h—E R A= AL T,
FIEFZA BT IV DGR\ DITKL | ABFFES T —E 22 BP0 - TS
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EFL . BRI — /L EUTEBL QOB RFIT- TRY, 5% O B4R —1E
RO BT EHAZRF R IR S D,

P—ERTEAZBAL T, BRINTOBFZERERA THY, AZVT O G.d’ Annuzio KFRLAY
—7 @ Linkoping KF72E CHIZENM T TRY, h—E A T FtaL O EL T
LTS,

e ey cmarringr P Re— s T T T — N i EIilges

= a '
=1 e — - T e T
B B e e r s e -_.—__.'I'I_.I'lmzﬂ'l._l'l:'_l P A S Y S— — et e m—

X2—1 Y—ER-TIRT 0—T7— WD H|HE ]

(H4 81 http://www.comp.metro—u.ac.jp/smmlab/research/service.html)

2005 4E 12 A 17 RS DOSIIAL S—1X FEedD 1 LR TH 5,

FORRA:
EASRT A

B VT ) — e AR S
St 7oy —

MRSt BILUERT AT L BIRAFSET
Mt AAZEUERT APERAITIFZET
A&t ByrE Ly AT A
FOET v RS

st a—Fo =77
STARLECS #Rtt: (o Az—)
MRS A BRI - 25 AT ST
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(2)  ALREERMFRMAFRARICE T —ER AT RERE S UHRES

RSB PR AR FUAIS T AR PR = (MOT) 2 — AT, Alig|
RN R B RIE B L O e — 2 iEE8E T- D, BARIIZIE, KIBMOD
P —E R A R ELAIV N QWDKK — AT T RY R a7 A7 — /v D M. 7R
—HIROEEPEL 2 AG AARIZEBITD [ —E R A = R | OWFFETEBIZHEEL D
JEEEF ), 200510 ADIE, T —ER AT R LV VI5EFE A A THIO CHiE
L7z CREMOT=—2R) , F2, MOT=2— AP A NEIOI 2 EHIRICBifE 95L&
HIZ, T DORAA IS BT P SR RS TR L 0D, SblT, [P —E -
YA ZL A D LLP 5L RSB D O TS 5641 T> T D,

(3) KRPBIIBITBY—ER-IRTAVER(—ERE, BAXS)

Y= R — T T 7R —E R XU ARNZ LT, H<MBAFFESILTED, 1
9834E|T T N — R —R KFE U R AR — )L Tl —E R e 2 AR | BV — RN B EEX
MWD, AARTY, 19904 ICIT T —E A= R A M2 BN RSN T)VD, —
TERTF IR B E AT ER (B8 | BFFEs) SOBNa R P RF B 7 a— b E VR AN
ZeR GERRIFZEEE) TlE, h—E R RV AMDOGERROIIH R 1 T> TVD, —E R =
YA NDOUFFERFI T —E R A T ADBEE L HIE D 1 DI/ Db D TH D, TR,
P —EADOEARIRHE, P —EAOHEREE —EADME, —E 2ADMMEEERE |
—ERA AT RATBNTOREAR AR R T D ER B —E A~ R AN TITH
NTCND, EFELBMIY =R~ =TT 7 =RV A MBI DS 34 R
TITOILTWD Y23 KENZEIT A The Journal of Service Research | DX 57— 2« ~—4r
TALT /= R ANIBIL TR Ciam o5 3720 N,

(4) ZEWREOBR (AR BHiTFEES, FHRUEES, TS
WFze- SIS Tl MOT SRS T —E R A 2T —~< D24 (2005456

A) BAES L, FH20EHFER AT RE (20054510 A) Tik, Y—B R A = AERO R
DL o T, TFRER PR FAEDS VR T W TR =7 %23 2006) (200542 )
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Tl =B RS A L ZAD By a BT HIL, FRFETHREE SR D TETHS (200
65 H5), IBIT, P —ERH AL A% FREAL T D EIL T 4+ —T L BHESND TET
oD, — KRS TIX, FERECIY T b A /=23 | ORHEE (200542 1) 380, $—
B R AT R T AEHES Y EF ST, 72770, BHREMRI B L OR R D
T ITACT AN IR LU T FE137e< | JAIST TIIAIZERNLD B OYEiia1T->TC
VB,

2—5 [Y—ER-YASIVRRIBTEESEDEE

IBM2SER 72LT2 &5 2 L, IBMAS HEEEHET 7o MEZERBURNT2 & ORI S B E D 26052
BGEL , ol HLWEHTHE T2 2 L& ATREIC 25T 7V 7 — a OB K ONE A
TELIHR Y —EADEBE AN T 228, e FLTcb D ThD, BEAHET 7o ik
T, P —E 2O BV Z | JOFHICEILL | JORINIHRHECTE DI T D721,
PR ATREZR T By MEAIHL AT DITIEEDYTHIUTI ) ZHUZ DN TOH4570 B
PEEL 27, |EL T, =B R P A% [Services Sciences, Management and Engineering
(B&LC SSME)) &L 7=,

ZOMFREHE, DT AN =T RS —T L — DN — F = AT a0 —EdZOW5EE
KE BM- 7 v~T 22— T 20024F I ZHERNS AU 26 24 DF— AT DHHAD
EFENTZLDT, THTIT TOEHTAEFHLY MIEEIT > TS,

BT, =R A T ZFFDOIE S ZHDHH DI, 2004 4F 12 sz, 73
— /LR —NMIHDHIITHD, ZOHFTIE, A/ X —va TS D7 7 e 5E P el
DRFLRNER R BB DFERRE | R MEZ REHY LT T D, ZO#HEE Innovation
America] Z#FLO7-DIX, KigiF I TaT 2 (Council on Competitiveness) &V INPOT, 1ERRD
BRREBOT-ONIBMOY 2T/ VLIt — )CEOTHAHD T, IBMMBANG FLY—4—
T bl bBEZ LD,

SBROEIEELTUILL T OIOREE N HD,

=R AT Z NPT DI ARDT AL, IBM AZHLEL T, ZIVETIOKEITSH & D,
AXVA, BAR, FETHESN D, 2006454 A IZIZRAY THEE T ETHD, IEHE
NDDIL, PEFES, T 5 BUNBIRE 2 E  IERdm RSN TWHZEThD, F-Z
OTEBNZL T, FEERBFEMRANC SAEL TV D2 ETHD,
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P —E AT, BEEIZ AT, AWM 2 RSN, —E RO 2D
ZITOSHRIZE > TEEHR D500 50705, —E ADE DM L, BRI 2O i,
FREO B CEIK A OREDIBHFE A AR T,

=R AT ZNZF =B RIZEAT 2308 b, P —EAPEETDA /N —Tar %
TAVANTDETRANMOER, B ADEELERITK S DIEEOBRSS, 728 i
A REFEII S, F2, B RTIE, AR DAL E T AR R O B
FRLEDIRTIUE, =— A0V —REABREUAI N EW) | —ERES [ OFpEE T FtE LT
TR AL | RS~ PRI DS IS 41D,

THNSTFREICEORTe -0, ~— T T IR MR, T /A R A,
N 2 FYP AT A EFETF, BEOF R —au R —F N, BREF. B
DHIPRE HSBF2 B TR B DO HRR RS TV,

KECIZ, [Frontiers in Service Conference £V ), H—E A3 A BFR L 2 527 BESER
BURBIFERERISEDS, T —E AT DN T Dagma A T AR ERRSH# S DY | 2O B T
FIE R L T\D, 20054E10 H DFE15FRIEHKE T, [ —E A= 2 DBy a8
BRITHIV, REQEHEE/2> T,

SB R
(1) http://www.nsf.gov/
(2] IBM Academic Initiative: Open standards, open source and IBM resources for academia

http://www—304.ibm.com/jct09002¢/university/scholars/

IBM T BT I A= T TAT

http://www-06.ibm.com/jp/software/academic/faq.shtml

IBM 77307 A= T T 47 1%, RO RFEE S— M —% /07 (05 A DO FA% | K0t
G DL T BHTELL CHE T DI DRI 2T ) T LT, ZOT AT I A=V T T4
TIIRFBIOFAIKIL T A —T 0 ) —RAZBIF DEHHANC BM DY TRy =7 R/ ~N—R17
=7 A—AEEN No—=U S ZOMOERRE | SR — B ACRIA T 2 DO TH D,
BM3A =70 s AF B =R IR— D R0, [EEDHD T Web ZiliL TH—770 - — A8
e IBM Hiffia BB I TR D RFZEHEHEL QLI EEL TN, 15) N— R T D7 07T A
KEDIE/2D (2004 45 11 A 11 HEIE) ,

IBM 77397 A= T T 47 Tl Web BHEEFCIN ALY =7 -V 7 Ny = 70— )L Fa—h
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(3]
(4]
(5]
(6]

(7]

(8]

(9]

VT, = RGRE R — R, ZOMOaR2 =T — RS AR D, BM THT I -
A=STTA7 VL, EREEBEORE, 8, MR — T b0 ThD,

http://www.ncsu.edu/

http://www.mgt.ncsu.edu/

http://www.engr.ncsu.edu/

http://web.haas.berkeley.edu/registrar/info/descriptions/MBA290T—4 _Spring06.htm# fin1

HYT V=T PSR A= — L TIE, N—RE D RART — )b, T =TV TR G He A
T I A MEDE R~ DA AT D — 2T, [Services Science and Business
ModelsJ (MBA 290T / ENG 298A / IS 290) A3a% BT D,

ATV —g— > —Mary Jo Bitner)Zd%
http://wpcarey.asu.edu/directory/stafffaculty.cfi?cobid=1039262

PETsMART Chair in Services Leadership

THT I «F 4L 74— Center for Services Leadership . #ist:~—4r 717

AT T 7o+ 7577 (Stephen Brown)Zd5

http://wpcarey.asu.edu/directory/stafffaculty.cfin?cobid=1039586
Edward M. Carson Chair in Services Marketing

T V¥ T 4T T (L7 H—:Center for Services Leadership #id5:~—477 (7

<AL+ R F— (Michael Radnor) 2405

http://www.kellogg.northwestern.edu/faculty/bio/Radnor.htm
rras R E KR Bi(Kellogg School of Management) 2%

Bilfif /=g v RO AR A T YL IS —
Bptrtdermm, AR v A, BT A S

Ty =—+ 7 (Jeanie Egmon) %
http://www.sesp.northwestern.edu/peopleDir/Profile/?ProfilelD=56
HE - IR R 5(School of Education and Social Policy)Zd5
FE R e A — e T gL —

BB} (Learning Sciences) 7)3EFH

ARIDOFATIT, V=TV — ANTTARITH SRR 1% TV,
V7 — AT Z(Jeffery Strauss)EK

=R 2 AL REFFIA /R —ay «w XA M A — R R TR DO~ R A MBS
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(10)

(11)

(12)

FTHARENICRI DREFEED =Y —2 7 L (GATIC) THLHNEEIS N TND AL /S =D —

http://domino.research.ibm.com/comm/www innovate.nsf/pages/world.gio2004.htm!
Global Innovation Outlook 2.0 1% T website (ZHg#=<1 TV B,

http://www.northwestern.edu/nico/

The Northwestern Institute on Complex Systems (NICO)

Physical & Cleaimecal Sciancas

http://itsqc.cs.cmu.edu/Default.aspx?EntryUID=7cd6d192-b67f-456b-9825-1bee832581e8
£V ~7Y— (Bill Hefley) fI% 5
[Tsqc k&
NHTEIFERL, 7 v RERESIET V7| MRIVREE )T B AA N, ba— v s a—H A
25 var | BEOW 7N =7 THHE L
http://www.casos.cs.cmu.edu/
Xt — « J1—1U— (Kathleen Carley) Zd5%
T 2 AP AT AR [ 7 Y = TSR 2%
BB LU AT LB a—4 54—« (the director of the center for
Computational Analysis of Social and Organizational Systems (CASOS)) . FREIENF. X AT Iy 7 —
SRV FY T =7 TRAMUEL, $E, b B e — A REEE R BRI O SRR T

W5
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(13)

(14)

(15)

(16)

(17)

http://www.casos.cs.cmu.edu,/bios/carley/carley.html

<y ke A7V (Majid [qba)BFZE R

[Tsqc 7= IR AT T AR

TR AR E R Lo TRIRBICRVIRS NI —E 2D T A T V=T U7 BRO~
VAN

ttp://itsqc.cs.cmu.edu/Default.aspx?EntryUID=99d8al 1b-3fcf-4eee-859d-3829194874bf

TLA /A% — (Elaine Hyder, PhD) &1

VAT LR AT T4 AR

AEERB L UM CTOEZ SO LT O JEfRR, FEHERTE, I L OBIROTERZ
http://itsqc.cs.cmu.edu/Default.aspx?EntryUlD=ab64b664-d9cd-445e—b990—f6b8e 17225

Elaine Hyder 25413, [Service Innovations for the 21st Century | (20044F11 H1Z IBM Almaden
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A note on the definition of service

Majid Igbal, Carnegie Mellon University
igbal@cmu.edu

May12, 2005

The simplest definition of services focuses on the “agreed change" produced by one party
(provider) for the benefit of another (customer) at an agreed price or cost. Although this definition
is abstract it can be visualized or applied to any type of service with a little thought and
imagination. The change(s) produced can be on or within the "person" or “possessions" of the
customer (individual or organization). The change can be material or tangible (e.g. healthcare,
airlines, warehouse management, logistics, physical security, repair, maintenance, etc), or it can
be non-material or intangible (e.g. consulting, education, technical support, financial services,
data mining, transaction processing, insurance, auditing, messaging, etc.). (This gives you a
quadrant with which you can classify services)

In any case, the change is clearly defined and expected by the customer after the production of
the service of the execution of the service process, much like customers expect the delivery goods
or other material assets, after their payment or purchase. Sometimes this change is visible and
requires title or no proof of services delivered (e.g. parcel delivered, software installed, claim
processed, material transcribed, etc), while in other instances the change is not immediately
obvious but nevertheless produced and recorded for later verification (e.g. zero intrusions through
firewall protection, error-free financial transactions, insurance, remote operation and

maintenance of IT infrastructure, etc.).

A service like insurance can be explained as the change in (1) exposure to financial liability or
loss, (2) state of mind (from anxiety to assurance), and (3) financial position (from not having to
set aside a huge sum of money in lieu of an insurance policy) that is produced for the customer by
the insurer in return for a premium.

Take the example of a call center that provides technical support to customers of say Verizon
DSL. A customer calls because she is unable to connect to the Verizon Online DSL service. Over
the phone or via live chat, a service support specialist may take the customer through a series of
steps until she can successfully connect to the servers. What were the essential changes
produced? (1) From not being able to use the service to use as expected (2) Knowledge within the

customer on how to solve similar problems in future.

Take the example of payroll processing. What is the change produced when one payroll cycle is
successfully executed for a customer? The users '(employees) of the customer, get their paychecks
on time as expected. Now, while this may not be considered a "change” in the normal sense of the
word, it 1s in fact a routine, periodic, and necessary change that has to produced efficiently and
reliably, every period for every payroll account. The service provider has to maintain capabilities

and expend resources every cycle for this “normal" change to be produced for each customer.
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When people or organizations buy material goods or "stuff” they pay for a change in ownership of
a tangible asset, which are easily recognized or valued by the rules of accounting. Ownership is
transferred from the seller to the buyer and duly recorded and readily verified. What makes
services much harder to understand, manage, and control is that the purchase of services does not
involve the transfer of ownership of any material goods, except when those goods facilitate the use
or enjoyment of the service (e.g. wireless phone purchase). In most cases the customer gets
temporary control of the asset to enable the delivery of the service (e.g. a desk telephone, wireless
PDA, software application, or even a seat on an airplane). In the case of most services, what the
customers get in return for their money is something intangible and transient such as access or

use of a facility, function, process, information, resource, location, or event.

Common definitions of services describe them as "processes or series of activities (rather than
things) performed by one party for another". While there is nothing wrong in such definitions,
they (1) do not fit very well for services which are low on "activities" (such as insurance and utility
services including on-demand computing) and (2) they tend to focus on activities rather than the
outcomes that customers care about and pay for. Can you imagine a customer paying for a TV
simply on the assurance that all activities required to make the TV were performed at the factory,
the TV was shipped to a warehouse, and shipped from their to some address but never reached
the customer. Was value produced at the factory or in the supply-chain? In the accounting sense,
yes. From the customer’s perspective, none. The same applies for services. Mere performance of
activities does not constitute either the production or delivery of the service (the beneficial
outcome or change) that the customer is willing to pay for. Much of the problems facing the service
industry with regards to poor service quality or value can be attributed to poor definitions of what

1s the service.

It is important not to confuse the core service with supplementary services that either (1) enable
or (2) enhance the experience of the customer in using the core service. Supplementary services
include directory services, registration, account maintenance, access, billing, payment, technical
support, etc. Indeed, without these supplementary services, customers may find it difficult or
uneconomical in terms of their time and resources to use the core services. It may be noted that
many services sectors have IT-enabled supplementary services even if the core service cannot be

delivered using IT. Prime examples of these are transportation, parcel delivery, and healthcare.

Thoughts on service definitions
March 11, 2006

It is well understood that services are processes or a series of activities, rather than things, but
that is not enough for a definition. Goods are manufactured using materials, processes, and tools,
just as services are. The difference is in the nature of output and its ownership by customers.

When a good is purchased, the buyer acquires an asset; when a service is purchased, the buyer
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incurs an expense (for an agreed change). Therefore, service output must impinge in some
(agreed) way on the condition or status of the consuming units (customers or their assets). Mere
performance of some activity is not enough, just as running a factory production system with no
raw materials, and therefore zero output, does not result in the production of any value.

The purchase of services does not result in the transfer of ownership of assets in the way that the
purchase of goods typically does. However, services do result in the enhancement of assets already
owned by the customer. The assets could be tangible, like material goods, facilities, equipment, or
space, or they could be intangible such as knowledge, information, and data. For example, when
UPS and FedEx ship business documents, from one place to another, they are rendering a change
in the location of those assets, which has value to the customer (e.g., in terms of access and usage),
who is therefore willing to pay for the service. The same can be said of fax, e-mail, and other
means of electronically "transporting" information in digital form.

When Iron Mountain transport business records and store, protect, and retrieve them on
demand, they are rendering a change to the state of those assets (reduced risk) from the
customer's perspective. The reduction of risk is in effect the addition of value for which the
customer is willing to pay. This is analogous to disaster recovery and back services that IBM or
Accenture may offer to their customers.

Services render some agreed or expected change in the condition of some person or asset
(tangible or intangible), with the agreement of the person concerned or the owner of the asset. The
consuming unit (customer) benefits from the change and is therefore wilting to pay the producer
(service provider) for its delivery. IT services typically render intangible changes to the form and
state of information assets, which by themselves are intangible in nature.

There are services, which confer upon customers a temporary right to possess and use a
capability or resource owned and maintained by the service provider. Here, there is less of
rendering a change to the existing assets of a customer, and more temporarily augmenting or
adding to those assets. (Which one could argue to be a "change"). Rental services define a broad
category and typically include services such as leasing of facilities, equipment, space, and skills.
Naturally, one first thinks of leasing aircraft, renting office space, telecommunications equipment
(Centrex), and administrative staff. However, this model extends to modern data centers, CRM
applications, Web-hosting, as well as professional services such as call centers, application
development, and other forms of “white-collar” contract work.

Then there are services that provide the custom creation of, repair, or improvement of an asset
owned by the customer. Under this category one could start by including companies like Solectron
which are manufacture products for companies like IBM, HP, and Apple. Or more than half of the
IT companies in India which are involved in application development and maintenance work.
Warranty and repair services render the change to the state of an asset, from malfunction or
failure, to fully a operational state. Service desks and technical support also fall into this category.

The bottom-line is that you cannot define a service as simply a series of activities, or a process
that is valuable from a customer's perspective. You have to be clearer and more definite about the

shape and form in which such value of produced, so that it may be more readily verifiable,
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measurable, and controlled.
That should be a fundamental tenet of service management. The objective of service operations is

to produce value for customers in an effective, efficient, and reliable way, as and when needed.
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Full-Time MBA Courses and Sequence Relationship Management Track
WZH : Services Management., Consulting, Business Relationship Management
EIREH (RED 1R H24R) : Market Analytics, Marketing Research, Marketing
Strategy. Project Management. Supplier Relations
BRATHEA" S 21 BUS 590 Market Analytics, BUS 590 Marketing Strategy.
BUS 590 Supplier Relations

Course Sequence

Semester Course Number and Course Title

Fall 2006 ECG 507 Economics for Managers

BUS 530 Managing People in the High-Tech Environment
BUS 550 Statistics and Quantitative Methods

ACC 580 Survey of Accounting

BUS 590 Managerial Effectiveness | (1.5 hours)

Spring 2007 BUS 520 Managerial Finance

BUS 560 Marketing Management and Strategy
BUS 570 Production & Operations Management
BUS 590 Managerial Effectiveness Il (1.5 hours)

BUS 590 Services Management

Fall 2007 BUS 500 Strategic Management
BUS 590 Business Relationship iManagement
BUS 590 Organizational Culture

Information Technology elective

- 100 -



Spring 2008 BUS 590 Consulting
Elective 1 (e.g., BUS 564 Project Management)
Elective 2 (e.g., BUS 590 Organizational Culture)

Global elective

Full-Time MBA Courses and Sequence Service Innovation Track
WZH: Services Management, Consulting, Process Analysis and Design
JERELH (KREV1EH3EER) : Organizational Culture, New Services Development .,
Project Management, Marketing Strategy. Service Modeling. IT Practicum
BRATREA "> a2 : BUS 590 Marketing Strategy, BUS 590 Service Modeling, BUS

590 Information Technology Practicum

Course Sequence

Semester Course Number and Course Title

Fall 2006 ECG 507 Economics for Managers

BUS 530 Managing People in the High-Tech Environment
BUS 550 Statistics and Quantitative Methods

ACC 580 Survey of Accounting

BUS 590 Managerial Effectiveness | (1.5 hours)

Spring 2007 BUS 520 Managerial Finance

BUS 560 Marketing Management and Strategy
BUS 570 Production & Operations Management
BUS 590 Managerial Effectiveness Il (1.5 hours)

BUS 590 Services Management

Fall 2007 BUS 500 Strategic Management BUS 590 Process
Analysis and Design BUS 590 New Service Development

Information Technology elective
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Spring 2008 BUS 590 Consulting Elective 1 (e.g., BUS 564 Project
Management)
Elective 2 (e.g., BUS 590 Organizational Culture)

Global elective
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American Automobile Association American Express

AT&T Avnet

Avaya Cardinal Health

Cisco Systems Blue Cross and Blue Shield

Charles Schwab & Co. Caremark

The Co—operators Connexion by Boeing

Cox Communications Eisenhower Medical Center

Evanston Northwestern Healthcare Ford Motor Company

Harrah’s Entertainment

Harley—Davidson Motor Company

Hewlett Packard Company

Hill-Rom Company, Inc.

[BM Global Services

The INSIGHT Group

Intermec

J. P. Morgan Chase & Co.

LensCratters, Inc.

Marriott International

Marsh, Inc.

Mayo Clinic
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McKesson Corporation

Neoforma, Inc.

neol T Oracle
PETsMART R.R. Donnelley
Siemens Building Technologies SAP
State Farm Insurance Company Southwest Airlines
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A Broader spectrum of Service Considerations

*_Innovation architectures/platforms; different development processes
* Timing, speed/pace & frequency; short vs. long term effects
Changing sources and forms of “asset value” (IP issues)
Standards, quality; reliability and regulations
Different value/supply chains; service ecologies
Metrics/indicators (evaluation/quality, to measure “performance/success”, monitoring)
Life cycle forms and variations; service development roadmaps.

High value services as vital “total (end-to-end) solutions” component

* New business models for extensible cross-boundary enterprises

* Role in strategy/competitive advantage; who will be the “winners”

» Risk — hidden/indirect as well as manifest; response to unanticipated systemic effects

 Leveraging service

» Qutsourcing (service provision/supply) versus core strategic component requiring
in-house control

» The Service/Operations/Marketing/Financial/HR interplays.




Biological/cognitive science models and systems

IT/Al enabled & aligned (adaptive, auto-react); adaptation to services needs - reduced
complexity of systems software

Impact of nano/biotech/computational/robotic potential

Human, social-tech. systems and interfaces; customer-pull/tech-push.

Enabling hardware, middleware and software technologies; automation of service

Knowledge and practice capture/reuse and transfer; envisioning templates
Development & sourcing of competencies/skills

Two & multi-way learning and cumulative processes

Action management tools & tool-sets for complex and unclear knowledge contexts
(road-mapping, mind/domain maps, sense making)

Forecasting & back-casting/scenarios; intelligence gathering/analysis systems
Decision-making, risk identification, management and mitigation

Shift in models from mechanistic/engineering to evolutionary/bio world-view
Benchmarking.




Impact of changing organizational and cultural boundaries and processes

Shift from “Pre-determined operational” to “Relationship-based and socially negotiated”
processes

Leadership and management (modes/styles, achieving/sustaining); key roles (e.g.

“Chief Services Officer — CSQ”); management awareness and appreciation issues,
attention getting; overcoming resistance and embedded and dated intuitive mind-sets
Communications; language requirements

Networking; linkage; cross-institution and interdisciplinary collaborative/alliance structures
Competence needs identification and development; obsolescence patterns

Conflict management/mitigation

Culture of services innovation (the “experience” economy) - building it, for suppliers/clients;
variations and change patterns (social, gender, age, ethnicity, etc.)

Human value considerations and perceptions; impressions and errors; defining/achieving
“satisfaction” (is more always better?); ethical and fairness issues

Control issues; culturally unanticipated consequences

Effects of aesthetics differences

Media considerations




New approaches to dynamic client/market research

Responding to rapidly changing manifest and latent customer needs
“Service-scapes”

Pricing approaches and parameters

Managing change in wants over time, space and season
Co-involvement (customer as “labor”)

Design and packaging; integration with products and interdependent processes
Value delivery (person-person, self-service and automated/smart, client participation);
quality/excellence management; systems for delivering “service on demand”

Logistics

Interplay with push for agility and flexibility

The transformation of work

Scheduling; rate and patterns of delivery; effects of delay in delivery

Portfolio management.




Begin work on curriculum development, practice improvement and
research agenda; establish industry-academic task-forces (“breakouts” as
starters)

Launch/strengthen research programs; enrich intelligence gathering and
analysis networks and processes; expand and build on several hundred
item literature base

Strengthen communications and training programs (website; journal;

conferences/workshops & executive seminars); and, system of direct and
electronic “clinics” to help firms and agencies seeking to advance Services
practice.

|ldentify and begin work to adapt tools and processes most applicable to
Services Innovation

Become active in policy & standards/compliance activities

|dentify and coalesce resources; develop collaborative funding proposals.
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The Future of Japanese Manufacturing Firms

Tadao Sumi
Visiting Professor, Japan Advanced Institute of Science and Technology
(Director, JSMS)

The author discusses the expected roles of the Japanese manufacturing firms in the 21st century
where the market is globally expanded.

The year 2004 was the bright year for many Japanese firms, especially for the manufacturing firms.
Many of their profits were improved about 60 % compared to the previous year. With that trend, the
author states the future of the Japanese manufacturing firms by discussing the past of the
manufacturing sector, the coming future of the sector, the importance of solution businesses, and
service innovation.

The past of the Japanese manufacturing sector in the 20th century was seen as the sector of “Japan
as No 17. It achieved superiority in qualification and production compared to the Western countries or
other Asian countries. However, from the 90s, other Asian countries raised their heads and started to
provide products with cheaper prices and higher volumes.

In order to predict the future figures, the author takes the three points of view. The first is the
spread of the internet tool. With this tool, an individual person can have access a large volume of
information with very cheap cost. The second is the environmental issues. The third is the age of the
saturation of goods and services.

With the above considered, the author discusses the importance of solution businesses. In general, it
is for IT businesses where IT venders sell their hardware or packaged software to customers. However,
the business is not only for high-tech firms, but also for other various firms. One of the examples is
“Post-it” by 3M.

In addition to solution businesses, the author considers the importance of service innovation. The
service sector consists of 64% of Japanese total GDP. He states that the development of on-line service
net is the KFS for the every manufacturing firm. In the U.S. there is a genuine grapple of service
innovation between IBM, Northwestern University and so on. The author concludes that
manufacturing sectors in global markets will be coming into the age of flexible, knowledgeable but
radical competitions (summarized by CDR).
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