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Organizational Culture Detectives

ÅRecognize that business 
practices are process 
artifacts that embody 
culture (how we do things 
around here)

ÅCan use tools to surface 
ñright vs rightò between 
units and draw rich pictures

ÅUnderstand the power of 
using all the skills and tools 
weôve covered this 
semester
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Toward Services Science (from IBM 

presentation 8-2005)

ÅServices depend critically on people, 

technology, and co-production of value. People 

work together and with technology to provide 

value for clients

ÅSo a service system is a complex socio-

techno-economic system. And growth requires 

innovation that combines people, technology, 

value, clients
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Toward Services Science (from IBM presentation 

8-2005)

ÅIn this context, a service scientist needs 

cross-disciplinary capabilities

ÅNeed to classify, model, predict, and 

engineer service systems and the parts

ÅNeed to draw on social, cognitive, 

computer, system, and business sciences, 

among others
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What would service scientists look like?

ÅSkilled in the body of knowledge around service 
system problem solving

ÅBe able to identify a service system that needs 
improvement OR

ÅIdentify an opportunity for the development of a 
service system

ÅWork with stakeholders to identify  concerns, 
needs, environment, worldview

ÅEnvision and propose reconfigurations or 
developments that address the system issues

ÅIdentify incentives to change

ÅIdentify trajectories for improvement
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Artifacts of org culture

Material

SymbolsLanguage

Stories Rituals

Pictures

Iconic 

Items

Business 

Practices


