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Artificial intelligence (AI), in both its predictive and 
generative forms, is changing how services are con
ceived, delivered, and experienced. When we issued 
the call for papers for this special issue (Cohen et al. 
2024), our goal was to invite work that examines this 
transformation across sectors, with attention to opera
tional design, ethical considerations, and methodologi
cal advances. The four papers selected through peer 
review cover a strategic perspective on data-driven 
leadership in the age of AI, analytical modeling of 
human-AI collaboration in diagnostic queues, clinical 
risk prediction with explainable design, and generative 
AI–based decision automation in inventory operations. 
We next briefly discuss these four papers and their 
main contributions.

Bapna and Ghose (2026) offer a leadership-focused 
perspective on why so much of the promised value 
of AI in services remains unrealized. They argue that, 
despite the rapid growth of corporate data, less than 
3% of it is used for decision making, and that the gap 
is sustained by what they call the “Three Is”: inertia, 
ignorance, and a failure of imagination. Building on 
their House of AI framework, which organizes descrip
tive, predictive, causal, and prescriptive AI under a 
governance layer, the authors argue that generative AI 
can democratize traditional AI by serving as a context- 
aware analytical assistant, whereas agentic AI sits 
above the framework as an orchestration layer that 
turns recommendations into governed workflows. 
They conclude with a call for business schools and 
executive education programs to treat AI literacy as a 
leadership competency and not a technical specialty 
and to address the AI talent imbalance as an important 
education problem.

Cai and Zychlinski (2026) study an AI-assisted radi
ology department. The authors model the department 
as a multiserver, multiclass queue in which an AI triage 

system classifies imaging cases as suspected positive or 
suspected negative, after which radiologists confirm or 
revise each initial diagnosis. Using a fluid approxima
tion, the authors derive an index-based scheduling 
policy (a generalization of the classical cµ/θ priority 
rule from queuing theory) that incorporates AI sensi
tivity and specificity along with the anchoring effect, 
whereby radiologists spend more time correcting AI 
misclassifications than confirming correct ones. They 
show that the anchoring effect can alter prioritization, 
and that under certain conditions a hospital may be 
better off without AI triage at all. The paper offers prac
tical guidance for integrating AI into diagnostic work
flows under realistic service-level constraints.

Lai et al. (2026) develop an AI risk-stratification 
framework that identifies, among patients with meta
bolic dysfunction–associated steatotic liver disease, 
those at sufficiently high risk of colorectal adenomas to 
warrant colonoscopy, an invasive examination that 
is costly at the patient level and capacity constrained 
at the system level. Their model is a guided cross- 
attention long short-term memory network in which 
clinical priors derived from medical guidelines are 
injected as a “guide vector” into the network’s atten
tion weights. The authors then use Shapley additive 
explanation values in an iterative clinician-in-the-loop 
step to refine those priors. The paper’s main contribu
tion is socio-technical: It ties predicted probabilities to 
net clinical benefit through decision-curve analysis 
under institutional capacity constraints, builds inter
pretability into the screening workflow rather than 
treating it as an afterthought, and outlines a staged val
idation pathway from single-institution deployment to 
multisite adoption.

Finally, Liu et al. (2026) apply generative AI to a 
classical operations problem. They introduce Inventory
GPT, a decision system built on the GPT-2 (generative 
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pretrained transformer 2) architecture that jointly deter
mines order timing and order quantity for e-commerce 
inventory management under random demand and 
random vendor lead times. Rather than following the 
standard predict-then-optimize pipeline, the authors 
use imitation learning: The transformer is fine-tuned to 
imitate ex post optimal decisions computed from histor
ical data while careful design of the input and output 
structures preserves interpretability. Using data from 
JD.com, they show that InventoryGPT outperforms a 
variety of benchmarks, including traditional inventory 
policies, deep learning–based predict-then-optimize 
approaches, and recent end-to-end methods, achieving 
higher service levels and lower total costs. The paper 
shows how a large language model architecture can be 
repurposed for large-scale operational decisions while 
still supporting theoretical interpretation and perfor
mance bounds under specified conditions.

Together, the four papers illustrate the range of ques
tions that AI raises for service design and delivery: 
how to build the organizational capacity needed to cap
ture AI’s value, how to schedule and incentivize human 
review of AI predictions, how to govern AI-driven risk 
scores in clinical workflows, and how to repurpose gen
erative models for operational decisions.

This special issue has also helped inspire a broader 
community effort, particularly among supply chain 
scholars, to rethink how management science principles 
and AI capabilities should be coupled rather than trea
ted as separate domains. Two recent outgrowths of that 
effort are an OM Forum vision statement from the 

operations management community (Cohen et al. 2026) 
and an edited volume on AI in supply chains (Cohen 
and Dai 2025), both of which build on themes raised in 
this issue.

We thank the authors, associate editors, and referees 
for their contributions, and editor-in-chief Guillaume 
Roels and managing editor Machelle Zellers for their 
guidance. We hope that these papers offer a useful 
entry point for the service science community’s contin
ued engagement with AI.
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