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Master Thesis Proposal
Offering self-services via app – on the balance between customer
orientation, IT investments and operational benefits
More and more service providers and manufactures use apps to offer self-services to their customers. A new address, a different bank account or additional paid services are typical examples for features provided in such apps. Formerly, these tasks were done in a branch or phone leading to additional effort for call center and back office employees. Depending on the degree of automation, shifting these services to an app can result in medium to strong benefits for a company’s operations. At
the same time, a customer will be more satisfied since he can avoid long waiting time at the call center and is able to make his desired changes at any time. On the other hand, company resources are
required to implement the new self-services. Furthermore, an increased level of customer participation may change variability of crititcal performance measures such that the company needs to actively manage different types of variability in the best way. Accordingly, the company’s goal is to find the
right balance between the question of what to offer to the customer and how to offer it with the
respective processes in front and back office operations – at the same time considering relevant IT
(time) investment.
The objectives of this thesis are to…
- review the recent literature on product line design, service design, and business process
modelling both in general and with a special focus on self-services, digital services, and service apps,
- collect models that might able to handle the problem described above and discuss their applicability,
- evaluate to what extend the Simultaneous Service Product and Process Design (SPPD) model
by Schön and Strohm (2020) can be adapted in this context,
- select the most promising model and adapt its formulation to the context of this master thesis by adding necessary constraints or changing existing ones,
- optional: implement your adapted model to AMPL.
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