Subject Description Form
	Subject Code
	ISE5024

	Subject Title
	Knowledge Based Service Innovation

	Credit Value
	3 

	Level
	5 

	Pre-requisite/Co-requisite/Exclusion
	ISE542 Managing Knowledge or ISE 531 Principles of Knowledge Engineering and Management

	Objectives


	The subject aims to provide students with: (1) an overall understanding of the fundamental ways by which a firm’s knowledge-based organizational capabilities enable service innovation and how these capabilities must be configurable and aligned with the enterprise strategy for superior value co-creation with the customers; (2) a holistic and in-depth understanding of prevailing practical methods for developing and aligning the service innovation models, processes and operations with both the espoused enterprise strategy and customer value proposition to achieve sustainable competitive advantage; and (3) to relate and assess the suitability of the strategy-aligned service innovation concepts, models and methods for their own organizations.

	Intended Learning Outcomes


	Upon completion of the subject, students will be able to
a. view a firm’s competitiveness from the knowledge- and capability-based theories perspective; and how the firm must continually reconfigure its knowledge/capability components in-line with its strategy and in harmony with the changing external customer/market, technology and/or regulatory environments to enable its service innovation to consistently co-create maximum value with the customers so as to sustain its competitive advantage;

b. implement a firm’s service innovation framework/model, and the associated service design, engineering, and operations models or methods using the basic constructs of the service-dominant logic and the underlying knowledge/capability-theory of firm; 

c. develop a strategy map and the associated end-to-end strategic business-IT alignment methods to manage/coordinate/monitor the execution of strategy-aligned service innovation to ensure the espoused customer value proposition and desired business outcomes are mutually achieved; 

d. critically review and assess extant and emerging service innovation examples from the literature; and relate and assess the suitability of all the above to their own organizations.

	Subject Synopsis/ Indicative Syllabus


	All firms including manufacturing firms are becoming service centered, focused on the customer. Service centered firms co-create value with their customers through the dynamic configuration of their people (knowledge), processes and systems, known collectively as organizational capabilities. The core of these capabilities is knowledge, which is underpinned by information technology.

This subject introduces students to the underlying principles and theories of, and emerging methods for, knowledge-based service innovation. It is aimed towards possible practical applications by the students for the analysis their own organizations’ services. Key topics include 

1. The principles and theories of organizational knowledge, capabilities, processes, IT, strategy, and service innovation, and their inter-relationships and co-alignments for superior value creation by service (and, increasingly, manufacturing) firms to achieve sustainable competitive advantage; 

2. The customer-centric Service-Dominant Logic as the fundamental construct for Service Innovation Framework and the attendant New Service Development Process and related service engineering methods for the Provider to conceptualize, design, deliver and operate new services for solving emergent customer problems, and thereby consistently co-creating value with their customers; 

3. Strategy Map, based on balanced scorecard, and attendant end-to-end strategic business-IT alignment methods used by technology-enabled service firms to shape the firms’ knowledge organizations and attendant dynamic capabilities to drive their strategy-aligned service innovations; 

4. Illustrative examples (such as logistics and telecommunications services) extracted from leading services-related research journals or handbooks. 

	Teaching/Learning Methodology 


	This is a block-mode learning program that aims to relate classroom discussions to students’ real-world product/service-related issues encountered in their organizations. Students are expected to study their organizations’ product/service models and the supporting IT and organizational environments (as a preparation for the subject), as well as the recommended references and case examples so as to contribute to classroom discussions/exercises and to supplementary instructor-led online discussions which will be conducted to facilitate students' learning. Tutorials will also be provided. As a means to validate or reinforce learning, students are expected to apply the concepts, principles, theories and methods covered in the subject to describe the current service models of their firms and to propose a new service innovation model and corresponding business/IT strategy for sustainable competitive advantage.
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	Assessment Methods in Alignment with Intended Learning Outcomes


	Specific assessment methods/tasks 
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Intended subject learning outcomes to be assessed

a

b

c

d

1. Student’s proposal for Assignment: research objectives, scope and rationale of proposal (item 3)
5%
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2. Online discussions (on online papers/contents related to topics covered in lectures as relevant to real-world experiences in the students organizations)

10%
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3. Assignment 

[Critical analysis of contemporary research publications on service innovation, and the student’s organization’s service model together with its existing strategy using the concepts, principles and theories covered in the subject and in the literature reviewed by the student.]

25%
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4 Presentation of assignment report to class
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5.  Examination (open book) on principles, theories and practices of knowledge-driven service innovation

55%
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Total 

100%

The subject is taught in block mode. 

Continuous online discussions on selected topics throughout the lecture series. 
Emphasis is placed on students’ understanding of both the basic concepts of service innovation and how they may be appropriately applied to the students’ organizations with relevant justifications and scientific arguments. To that end, students are encouraged to proactively contribute to class and online discussions/exercises to enhance their learning experience. 
This in turn requires the students to demonstrate a sound understanding of their organizations’ product/service businesses. The above assessment modes are appropriate because together they not only cater to the background and experience of the student, but also ensure the student, by attempting all the components successfully, will achieve the desired learning outcomes for the subject. 

	Student Study Effort Expected
	Class contact:
	

	
	· Face-to-face lectures/presentations

	36 Hrs.

	
	· Tutorials/workshops

                      1.5 hours per session x 2 session
	3 Hrs.

	
	Other student study effort (estimated): 
	

	
	· Study of online contents / journals      
	16 Hrs.

	
	· Preparation and revision
	40 Hrs.

	
	· Assignment
	30 Hrs.

	
	Total student study effort:
	125 Hrs.

	Reading List and References
	Textbooks:

1. Chew, E. K. & Gottschalk, P. (2013), Knowledge-driven Service Innovation and Management, IGI Global Publishing. 

2. Kaplan, R.S., & Norton, D.P. (2004). Strategy Maps. Boston, MA: Harvard Business School Press 

References:

3. Alter, S. (2008), Service system fundamentals: work system, value chain and life cycle. IBM Systems Journal, 47(1), 71-86. 
4. Aurich, J.C., Mannweiler, C. and Schweitzeri E. (2010), How to design and offer services successfully, CIRP Journal of Manufacturing Science and Technology 2, 136–143 
5. Bask, A. H., Tinnila, M., and Rajahonka, M. (2008), Matching service strategies, business models and modular business processes, Business Process Management Journal Vol. 16 No. 1, 153-180 
6. Gallouj, F. and Windrum, P. (2009), Services and services innovation, Journal of Evolutionary Economics, 19:141–148 
7. Hung, R. Y-Y., Lien, B. Y-H., and McLean, G. H. (2009), Knowledge Management Initiatives, Organizational Process Alignment, Social Capital, and Dynamic Capabilities, Advances in Developing Human Resources Vol. 11, No. 3, 320-333 
8. Moeller, S. (2008), Customer Integration—A Key to an Implementation Perspective of Service Provision, Journal of Service Research Volume 11 Number 2, 197-210 
9. Paswan, D. D’Souza, and Zolfagharian, M. A. (2009), Towards a Contextually Anchored Service Innovation Typology, Decision Sciences, Vol 40, No. 3, 513-540 
10. Vargo, S. L. and Lusch, R. F. (2008), From goods to service(s): Divergences and convergences of logics, Industrial Marketing Management 37, 254–259



