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Master Thesis Proposal 

 

Improving Service Operations and the Customer Experience with AI 

 

AI can significantly aid service operations management in various ways, optimizing processes, 
reducing costs, and improving efficiency. Examples from professional services and service shops 
industries include: 
 

1. Demand Forecasting: AI algorithms can analyze historical data, market trends, and other 
factors to forecast demand more accurately. This enables businesses to optimize inventory 
levels, production schedules, and resource allocation. 

2. Process Automation: AI-driven robotic process automation (RPA) can automate repetitive 
tasks, such as data entry and invoice processing, freeing up human resources for more 
strategic activities. 

3. Resource Optimization: AI algorithms can optimize resource allocation, such as workforce 
scheduling and energy usage, to minimize costs while meeting operational requirements. 

4. Customer Service: AI-powered chatbots and virtual assistants can handle customer inquiries 
and support requests, providing round-the-clock assistance and improving customer 
satisfaction. 

5. Performance Monitoring and Analysis: AI-powered analytics tools can monitor key 
performance indicators (KPIs) in real-time and identify areas for improvement, enabling 
faster decision-making and continuous optimization. 

 
Overall, AI can play a transformative role in service operations management by enabling data-driven 
decision-making, automation of routine tasks, and optimization of processes across the entire value 
chain. 
 
The tasks and objectives of the master thesis are to  

• Broadly review and classify the application areas of AI in Service Operations Management 
based on a literature review and based on company cases. 

• Select a specific domain/industry and discuss applications and underlying methods in detail 

• Discuss a related case study of your choice (to be agreed upon with supervisor) from 
https://hbsp.harvard.edu/ in this context. Example cases (Commonwealth Bank, Lemonade, 
WeWork) are mentioned below. 

• Discuss how AI might impact existing and create new business models in the future. 
 

Requirements 

• OPM 7xx 

• Good knowledge in Operations Management 

https://hbsp.harvard.edu/


   

 

 

• Analytical skills  

Administrative information for writing a master thesis at the Chair of Service Operations 
Management can be found here. 
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Case Study Examples 

Lakhani K.R., Grushka-Cockayne, Y., Paik, J.H. & Randazzo, S.: Customer-Centric Design with 
Artificial Intelligence: Commonwealth Bank, Case No. 622065, Harvard Business School Publishing 

Ofek, E. & Golan D. (2019): Lemonade: Disrupting Insurance with Instant Everything, Killer Prices, 
and a Big Heart, Case No. 520020, Harvard Business School Publishing 
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digital technologies. Case No. IN1584, Harvard Business School Publishing 
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