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Who should use this document?

In the near term we hope that this guide can be used by Deans and Professors to do a self-assessment of the Service Science Masters degree programs offered by their institutions.  

In the future we aspire that the guide will be adopted by an accrediting body and become a legitimate assessment for this type of program.

Why are we proposing this guide?

Since the evolution of service science began there have been many programs, courses or certificates invented to teach the concepts.  Some programs being offered were historically multidisciplinary, and others have been created in the last few years.  Some being created were expediently named “SSME”.  

Prospective students have been asking us “where can I find a degree in service science”? Deans and professors have been asking us to support their service science programs by somehow “approving” of them.  IBM is not in the accreditation business; and accrediting bodies are historically focused on a core set of disciplines (not multi-disciplinary).  We would like to offer a method to use to evaluate programs in multi-disciplinary terms.

The proposed guide format was modeled on ABET (Accreditation Board for Engineering and Technology) standards and the Council of Graduate School’s Professional Science Masters Guideline.  

So, if one takes such a Masters program, will they become a “service scientist”?   Well, no.  The multi-disciplinary scientist will still need to delve deeply into studies of service and to do research in services to earn their PhD.  To call a person who earns a Masters in service science a scientist is a misnomer; just as we do not call a person who takes management science a scientist.  
We should also note here that some disciplines today are interdisciplinary by virtue of the emerging needs and professions. For purposes of the Master’s guide we will assume them to be covered in depth at the undergraduate level.  These are usually mergers of science and technology disciplines.  Examples are:  computer science joined with molecular biology = bioinformatics; or computer science joined with quantum physics = quantum information processing.   So would we call those “service science” because they are interdisciplinary?  No.  Not unless they have a service context; and some focus on the “people” skills and the co-creation of value.
What is a Service Science Masters program? 
A Service Science Master’s degree is an advanced degree in any discipline and service system which is grounded in a single discipline (such as engineering or business) while also developing the students’ ability to understand and communicate across / among multiple disciplines.   
The total number of credits should equal that of a standard master’s degree (e.g. 2 years full time equivalent, including projects and/or internships).  

Service context

The program overall must be multi-disciplinary.  It must provide an integrated educational experience in a context of Services that develops the ability of graduates to apply pertinent knowledge to solving problems working across / among multiple disciplines and service systems.  The notion of value-cocreation is important to cover as well as using cases and examples about services.   

Program outcomes

I .Professional skills
Each program must demonstrate that graduates have:
a. an ability to function effectively and lead multi-cultural and virtual teams 

b. an ability to work within a project management structure and contribute to business case-based decision making 

c. an ability to understand professional, corporate, ethical and social responsibilities

d. an ability to use multiple communications mechanisms; to plan, organize, prepare, and deliver effective reports in written, oral, and other formats 

e. an ability to utilize the appropriate literature and use it as a principal means of research and staying current in the disciplines 

II. Attitudes can be simulated, however materials used in the curriculum should espouse these:  
f. a recognition of the value of collaboration and the ability to collaborate

g. a recognition of the need for, and an ability to engage in lifelong learning

h. a respect for diversity and a knowledge of contemporary professional, societal and global issues

i. a commitment to quality, timeliness, continuous improvement and innovation

III. Disciplinary field and service system

The program must demonstrate that graduates are able to  

· apply masters level knowledge to be able to understand and communicate across / among the areas of technology, people and business 

· apply masters level knowledge to demonstrate analytic thinking and problem solving within one discipline and for one or more system   
These outcomes can be demonstrated through one or more of:  documented project reviews, student interviews, assigned readings and case studies used in classes, anecdotes.   

Definitions

This guide uses the following basic definitions:

1. A person with skills in multiple disciplines
A person with a degree(s) from one or more academic disciplines; has acquired additional interactional expertise in another or additional academic discipline(s), and assimilated new knowledge that is claimed by more than one discipline.  For the purposes of this document, multi-disciplinary and interdisciplinary are interchangeable.  For consistency we will use the term multi-disciplinary throughout.

2. Service System

A system is a set of entities involved in relationships and interactions.  We think of service systems as dynamic human centered value co-creation systems.   These are “real world application” of disciplines.  Every day nearly every person is a customer explicitly or implicitly of the following groups of systems:
1. Systems that meet routine daily needs for everyone (moving material, energy, information) 
2. Systems for people's life planning (places and life-styles services) 
3. Systems for governing (public services, rules and policies) 
3. Program outcomes 

Program outcomes are statements that describe what students are expected to know and be able to do by the time of graduation. These relate to the skills, knowledge, and behaviors that students acquire in their progress through the program as demonstrated by assessment of course learning objectives and program objectives.

4. “T” shaped skills 
We characterize the student’s depth of knowledge in one area of study in conjunction with broadness among multiple areas as “T” shaped.  The vertical part of the T represents depth, while the horizontal represents the spanning of multiple areas.   See illustration below.
Illustration 
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Details of the guide
Below is a matrix to inventory the disciplines covered in your curricula and the depth to which they are taught. 

Depth for disciplines  
The program should 
· Cover any three (or more) of the disciplines below; including one (minimum) from each of the groups:  technology; people and business in order to enable students to understand and communicate across / among disciplines and systems 
· Enable students to solve problems and demonstrate analytic thinking in one discipline (and for one system – see the matrix for systems)  
The guide matrix for disciplines:
	Discipline
	Understand and communicate
	Analytical thinking and problem solving

	Technology
	
	

	Computer science
	
	

	Information science
	
	

	Decision science, data mining & analysis
	
	

	Systems engineering
	
	

	Systems science
	
	

	Other engineering
	
	

	People
	
	

	Government, political science, law, sociology, ethics
	
	

	Human factors engineering
	
	

	Organizational science, leadership
	
	

	Psychology, cognitive science
	
	

	Learning science, strategy
	
	

	Service marketing (can also fall under business section), behavioral science
	
	

	Business
	
	

	Innovation management
	
	

	Project management
	
	

	Service design
	
	

	Service operations
	
	

	Business management, process management, service management
	
	

	Economics, finance
	
	

	Ethics
	
	


Depth for service systems  

The program should 

· Cover any one (or more) of the service systems below; in order to enable students to understand and communicate across / among service systems 

· Enable students to solve problems and demonstrate analytic thinking in one service system (and for one discipline – see the matrix for disciplines)  

The guide matrix for service systems:
	System
	Understand and communicate
	Analytical thinking and problem solving

	1. Daily Life
	
	

	Transportation and Supply Chain
	
	

	Water and Waste Recycling 
	
	

	Food and Product Manufacturing 
	
	

	Energy and Electric Grid 
	
	

	Information -Communication-Technologies  
	
	

	2. Life planning
	
	

	Buildings and Construction
	
	

	Financial and Banking 
	
	

	Retail & Hospitality, Media & Entertainment 
	
	

	Healthcare and Family Life
	
	

	Education and Professional Life
	
	

	3. Governing
	
	

	City Government & Security
	
	

	Regional Government & Development
	
	

	National Government & Laws/Policies
	
	


How to determine if a service science program meets these general expectations 
We begin with the assumption that your student has an undergraduate degree enabling them to be deep in their chosen discipline.

Starting with the disciplines table; analyze your program by checking the intersections in the table.  That is, check the boxes where a course covers the disciplines in the first column.  One course may touch on multiple disciplines.  

For each checked box, write a short paragraph explaining how the depth of knowledge is achieved by the student.  (What readings, exercises, projects, activities, tests, etc. are used? How is the service context considered?)  The minimum number of checked boxes to be considered a service science master’s program is 5 (five) and there needs to be at least 1 (one) in each area of people, technology and business.  There is no upper limit to the number of boxes you can check, as long as you include the explanation for each.
Repeat the exercise for service systems.  

Example:

As a result of this program, Student A has the ability to:

· Solve problems and perform analytic thinking in one discipline and one system.  

· E.g. computer science (discipline) and healthcare (system)

· Understand and communicate across / among at least three disciplines; inclusive of their primary discipline  

· E.g. Service design, human factors engineering and computer science

Test the guide
If you would like to see how your program compares to this guide; use the tables of disciplines and systems to inventory your curricula, and compose a paragraph supporting each selection you identify.  Send your work to the author along with suggestions to improve or enhance the guide or process.     
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Many team-oriented service projects completed


(Resume: outcomes, accomplishments & awards)





Deep in at least one system


(Analytic thinking & problem solving)





Deep in at least one discipline


(Analytic thinking & problem solving)





Many systems


(Understanding & communications)








Many disciplines


(Understanding & communications)








PAGE  
3
W. Murphy 6/30/2010  

Send comments to wendym@us.ibm.com


