Professur Gersch
Department Information Systems
School of Business and Economics

Uncovering Unexpected Actors in
an Educational Service Ecosystem

. Identify aims and strategies ‘ /

. Assess current state y

@ Define desired state /'.

@ setindicators for critical activities o/ . .

. Collect and analyze data / 2nd iteration Dr' Han nes ROthe

@ Derive implications for the leaming scenario Pr Of . Dr. Mart | n Gersc h

Folien unter: WWW.SVC-engineering.com/esic-wkdlm.pdf




(1) Bac kg round Freie Universitit (/g

Systematic Development of Educational Services

We need to lift the ,Fog of Uncertainty” to -1_

improve teaching.
(Siemens und Long, 2011)

"[F]aculty members nee:
perspective from 'What
"What did my students

(Bradforth et al.,2015)

business models or educational program

bachelor, master, @ Certificate and Trainee program,
doctorate, MBA... Workshops...

public  and private sector

Macro level

(abstract)
learning scenario

(specific)

didactical .
learning arrangement |

design

Meso Level

provider- und user-created
learning or teaching components

Mikro Level

Ref.: Gersch/Weber (2007), Weber (2008), Fink et al. (2013), Siemens/Long (2011), Bradforth et al. (2015), Rothe (2016) BildRef.: New Old Stock; Startupstockphotos
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(Didactical) assumptions with regards to direct and indirect interactions

Following sd-logic, usage is defined as mutual (Didactical assumptions) with regards to the
resource integration — it is therefore interactive. Value-in-Use

Learning Arrangement A
Phase 1 with [> Phase 3 with
i i i ¥ tB
Direct interaction between componentA - f1==27 | sompenen
an educational service

provider and a learner, or
between learners

Indirect interactions
between actors, e.g.
mediated through teaching
and learning material

e.g., Instructionalism

e.g., Constructivism

Ref.: Knight et al. (2013), Lehr (2011), Webb et al (2004), Gronroos (2011), Agudo-Peregrina et al (2014), Lusch/Vargo (2014), Rothe (2016) BildRef.: Rothe 2015 | Youtube, Hobvias sudoneigh 2006 | Flickr, eigene Darstellungen
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Looking for unexpected actors in the ,fog of utiliziation®

1) Many activities of a learning process

are hidden.
2) Technology creates data points and T
allow for a deeper look into the learning only guesses about actual usage :]
process. £

1) Atlassian (E No influence, but access to usage data

X Confluence 5 :
Blackboard %
Usage can be influenced by provider
wursera  @C0IX .

>

provider
contact

Direct interaction between provider/customer

3) Analytical procedures (Learning
Analytics) may return recommendations
and evaluatons of interventions in
educational services.

Research Question: How do resource-integrating users autonomously — and therefore
unexpectedly — integrate actors into value co-creation processes?
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(1) B acC kg roun d Freie Universitit

Data points for revealing the ,fog of utiliziation®

client sided data collection server sided data collection

A

» <& »
» N »

Other component Focal educational service
providers provider

o o
£
& "8

User / Student

Blackboard

Campus Management

der Freien Universitdt Berlin

Javscript / Browser Extensions ... Via public APIs oder manually Student Information Systems,
shared data of related services... ERP, Webserver ...
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Educational Service Improvement Cycle (ESIC)

@ S S E— EE EE EE Em EE S EE O S E S = . !
[ ]
- ' W=  ESIC Owner :
[ o ‘q_, I . |
1st iteration I W=  ESIC Process Manager |
¥ I . - |
X I "f@  Learning Analyst |
Illlllllllllll'lllll I |
\ : Others |
:.‘. I External Service Internal Staff |
I Owner |
_________________ |
BildRef.: cc by Gregor Cre$nar | TheNounProject
{

L . |dentify aims and strategies “
T @ Assess current state .
s @ Define desired state ., /
s . Set indicators for critical activities / . .
; / 2nd iteration
o @ Collectandanalyze data
T= To . Derive implications for the learning scenario

Ref. Rothe (2016)
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(2) Method

ESIC in detall

. dentify aims and strategies

Measures of (learning) success
(e.g., competence framework of
EQR/DQR) as a basis for didactical
assumptions and interventions.

. Set indicators for critical activities

Choose KPI as well as target span considering
external conditions (privacy, data security,
copyright etc.)

Ref. Rothe (2016)

Uncovering Unexpected Actors in an Educational Service Eco

. Assess current state

Process model of

didactical assumptions,

using the enhanced
Business Process
Blueprinting (BP?)

Indikator

Metrik

Ziclspan-
ne

AKti-

vitit

Individuell verbrachte Zeit
auf den Inhaltsseiten

>2
Minuten
pro Seite

(a)

Mittlerer, individueller
Anteil der betrachteten Zeit
eines E-Lectures

> 80%

i i itiit zur
Gruppenarbeit auf Google Sites

Pro Gruppe verbrachte Zeit

auf der gruppensperifischen

Tntensitit der jeweiligen
n:c-Interaktion in der

:c des
VSN

Mittlerer "Total Dogree”
(Indegree + Outdegree) pro
Phase

tem, WK DLM 2016, Hannes Rothe & Martin Gersch

Freie Universitdt ) :/Berlin

. Define desired state

Process Reengineering (e.g.,
internalization or
externalization) using the
enhanced BP?

oAb vy M N By [ 3 2 147"

@ (ollectand analyze data

Assess and evaluate data of
within the educational
service ecosystem.

@ Derive implications for the learning scenario

Contrast (learning) success
measures on the learning
arrangement level with usage
data of the components.




(3) Case Study

Net Economy — a cross-institutional learning scenario

2012 / 2013

Freie Universitat

2013 /2014

PRBERE

Students —
ocia
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(4) Findings

Finding unexpected behavior within the team results of the case study phase

Net Economy

Six teams finished their entire case study on a single day 2012 / 2013

m-19to-11days m-10to-6days m=-5days -4 days -3days m-2days m-1day mlastday

3%
8%
7%
48%
55%
100%
52%
24%

Image: UploadWizard | Wikipedia In five teams the whole document was copy a_nd past_ed;
(cc by sa 3.0) Students used Word for asynchronously resource integration
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17 Wyaquelques années, SIrS quil était en senice en irak, [T
& programmer avec Pythan) Il a décidé de distnduer b Inre gratuiten
dutemps. Il fait en sorte que le Ivre soit oratuit
X PRISONNES 0 Ie S0Ulenr ia des dons. Il 'est aussi tat un pau

53% 22%

58%

81%

5205 35| Lastweek he was contacted by 3 Google ot telling him that AdSen
email, which Ive seen, notes that his account has been disabled for

36| Violation expianaon
37 La semaine cernidve, il 3 éé contactd par un bot Google, Minformant
contenus protégés par des droits dauteudlie courriol RIS ik

12% 100% 96%

10| COPYRIGHTED MATERIAL: As stated in 0ur program policies, AdSe
materials. This includes hosting copyrighted files on your 31, 3 el
poficy can be found in our hald canter (IR IWWW.QO0NN. COMm s
it DROITS. : Comme dans I régi

it e
mmm

2%

DOCUMENT PER PERIOD

oo (answeroVThi-enZansier=105956)

2| Tobe honest Google's terms here make no sense. Basically EVER)
website I they wanted to run AdSense. Google has 3 number of reall

45% Sexe
30% 42%

22%

29%

RELATIVE WORKSHARE ON THE GOOGLE

1€ Either way It seems ridiculous and serious overkall 10 SUPGest that
terms of senice violation. The email provides one link as an “exampl
he's pul up a torrent of the 2nd edition of his ook, and points peop

andis QMing away for free... on purpase.

D o 000 W Fara NG

7%

6%

4%

14 16 18 21

TEAM

Uncovering Unexpected Actors in an Educational Service Ecosystem, WK DLM 2016, Hannes Rothe & Martin Gersch



(4) Findings

Finding unexpected behavior within the n:n-Interactions

Intensive communication between students on our virtual social network

Net Economy

2013/ 2014

throughout 1st and 2nd phase; severerely reduced in 3rd phase

Preparation Phase Knowledge Development Phase Case Study Phase

Symbols
Colors and Numbers: ' O O O O W\ L] A \V/
Groups Simferopol  Clausthal Soest Berlin  Muhlheim  Bochum  Jakarta Externe

Most teams used Google Hangout or MS Skype for synchronous interaction.

Ref. Rothe (2016)
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(5) Summary

Users solved issues by integrating unexpectated actors

Service Ecosystems are ,relatively self-contained, self-adjusting
systems of resource-integrating actors that are connected by
shared institutional logics and mutual value creation through

service exchange”
(Lusch / Vargo, 2014, S. 161)

1. The Educational Service Improvement Cycle
enables to contrast expected with actual
usage for key activities.

2. Revealing usage processes may unveal
unxpected actors.

3. Students integrated further actors to solve
issues with provided ways of resource

integration.
(alternatives for synchronous or asynchronous interaction)
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