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Now in its 17th year, the Service Science 
Minitrack at HICSS brings together researchers 
and practitioners working in service science, the 
interdisciplinary study of service that combines 
perspectives from science, management, 
engineering, and design to innovate in service and 
service systems. This minitrack continues to 
serve as a platform for researchers and 
practitioners to share work, exchange ideas, and 
present results from this emerging discipline. 

Service science focuses on the design, 
development, and management of service 
systems, integrated, value-creating configurations 
of service providers, clients, partners, and others. 
Service systems are typically IT-enabled, 
customer-centered, relationship-focused, and 
knowledge-intensive, spanning both formal and 
informal organizations. Because of the 
multidisciplinary context, researchers and 
practitioners in management, social sciences, and 
computer science are all working to increase 
service innovation. These multiple disciplinary 
perspectives can be unified using the theoretical 
construct of the service system, in which entities 
(people, businesses, government agencies, etc.) 
interact to co-create value through value 
propositions that involve dynamic re-
configurations of resources. Value co-creation in 
complex service systems – requiring elaboration 
of multiple stakeholder perspectives and 
understanding the context of use for specific 
cases to enable effective value creation, 
especially given advanced and autonomous 
technology – has emerged as a unifying theme. 

Increasing contributions to economic outputs 
from service activities means that service 
innovation is key to most businesses today. Even 
in manufacturing enterprises, the importance of 

service has surpassed most other corporate 
competencies. Effectively creating, composing, 
and delivering services requires systematic 
understanding of managerial, technical, and 
social issues. Combining managerial, 
organizational, and technical perspectives, 
service science research and education aims to 
create T-shaped service professionals with 
technological, business, and social skills. 

For HICSS-57 (2024), the Service Science 
Minitrack focuses on papers that connect rigorous 
disciplinary research with the interdisciplinary 
framework of value co-creation in complex 
service systems, emphasizing autonomous 
technology, system data, technology support for 
system design, and innovation to achieve 
resilience and sustainability. We received nine 
submissions and accepted four. Given a common 
foundation of service science, notably 
perspectives on service systems and value co-
creation, these four make methodological 
advances in addressing issues related to service 
innovation and service system exploration in 
various domains. The first paper adopts a 
Service-Dominant Logic to treat service design 
and engineering as operant resources and 
proposed a framework to integrate them for 
service innovation. The second extends 
optimization techniques to include human 
behaviors for menu creation to better serve aged 
diners in care facilities, aiming to increasing 
feelings of autonomy. The third adopts a design 
science approach to propose a value co-creation 
format, prompt-a-thon, as an artifact for human-
AI collaboration. The fourth investigates factors 
influencing faculty in internalizing sustainability-
related research given the view of a university as 
a service system.  
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