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[Overview and purpose of the course]

This class lectures theories of service modeling to value, analyze and apply the service. The scope of the class
should not be limited to the tertiary industry as symbolized by consumer services, but should cover overall
industry including industrial shift from manufacturing companies toward service value creation. This service
methodol ogy fosters human resources that contribute to improving productivity in tertiary industry and/or to
tackling commoditization in IT industry. Thus, lectures should be interdisciplinary between business
administration and informatics.

[Course objectives]

[Course schedule and contents)]
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Topic(S) # of Class(es)
Part 1 Overview 3

Introduction to Service Management (Basic theories and terminologies, Productivity in Service)
Concept for Modeling (Rationale behind, objectives and values of service modeling)
Overview of UML  Unified Modeling Language

Part 2 Service Process Analyses through cases 7

IT Service (Google, Amazon, eBay)

Retailing (Department store, supermarket)

Education (College education and education inside companies)

Outsourcing (Economic value of outsourcing, temporary staff service, logistic service)
Contents Service (Modeling of contents providing business)

Digital Gadgets (Digital camera, PC and more)

Presentations of Group Work

Part 3 Service Model Advanced 5

Public Service and Environmental Management

Service Quality (* SERVQUAL,” service quality measurement)
Literacy and Service Vaue (Service recipients  view and literacy)
Selected Topic (TBA)

Wrap up (Q&A)

[Course requirements]
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[Evaluation methods and policy]

Grading Policy

1. Term Paper: 50

2. Group Work: 30

3. Class Attendance: 20

[Textbooks]

UML (2008) BP
2003.10
Looy, Bart van, Paul Gemmel and Roland van Dierdonck
Services management : an integrated approach(2004)
Financial Times Management

[References, etc.]

References, etc.
ISBN:978-4532132231

ISBN:978-4798100234

[Study outside of class (preparation and review)]

[Other information (office hours, etc.)]

1

Office hour is before and after the class: appointment through e-mail recommended.
Y oshinori Hara: hara@gsm.kyoto-u.ac.jp
Hiroyuki Matsui: hmatsui @gsm.kyoto-u.ac.jp
Y oshikazu Maegawa: maegawa.yoshikazu.5m@kyoto-u.ac.jp
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