POMS College of Service Operations and EurOMA Conference
New Challenges in Service Operations
London Business School – July 12-13 2007
	THURSDAY

	9:00 – 10:00
	Registration
	Main reception

	10:00 – 11:15
	Plenary Session 1

· Introduction – Chris Voss and Rohit Verma

· Robert Johnston: The Internal Barriers to Service Quality: Reviving TQM 
· Scott Sampson: Why We Need an Operations Service Paradigm 
	LT 9

	11:15 – 11:35
	Coffee break
	Sainsbury Lounge

	11:35 – 12:50
	Parallel Sessions 1

· Service Design 1 

· Management Science Applications

· Operations Issues 1
	LT 9

LT 4

S116/117

	12:50 – 1:50
	Lunch
	Garden Room

	1:50 – 3:30 
	Parallel Sessions 2 

· Service Quality 
· The Service Customer

· Service Supply Chain / Networks
	LT 9

LT 4

S116/117

	3:30 – 3:50
	Coffee break
	Sainsbury Lounge

	3:50 – 5:30


	Plenary Session 2

Servitisation of Manufacturing

· Andy Neely: Servitization of Manufacturing: An Analysis of Global Trends

· Tim Baines, Howard Lightfoot and Steve Evans: PSS as a Service Based Competitive Strategy 
Keynote speaker

· Ryan Brady – Operations Director Legoland Windsor

Day 1 Wrap up
	LT 9

	7:30 – 10:30
	Dinner on Thames Riverboat
	Westminster Pier

	FRIDAY

	9:00 – 10:40
	Parallel Sessions 3

· Manufacturing and Product Service Strategies / SSME

· Technology / Performance Measurement

· Operations Issues 2
	LT 1

LT 4

S 116/117

	10:40 – 11:10
	Coffee break
	Sainsbury Basement

	11:10 – 12:30
	Panel Services Science 

· Jim Spohrer IBM, Richard Taylor HP and Aleda Roth
	LT 1

	12:30 – 1:15
	Lunch
	Garden Room

	1:15 – 3:00
	Parallel Sessions 4

· Manufacturing and Product Service Strategies 2
· Service Design 2 

· Professional Services / Customization
	LT 1

LT 4

S 116/117

	3:00 – 3:15
	Coffee break
	Sainsbury Basement

	3:15 – 4:30
	Panel Service Design

· Larry Menor, Rohit Verma and Chris Voss  

Conference wrap up
	LT 1

	4:30
	Conference ends
	


POMS College of Service Operations and EurOMA Conference

New Challenges in Service Operations

London Business School – July 12-13 2007
Registration Thursday from 9:00 
Plenary Session 1 Thursday 10:00 – 11:15
Room LT 9


10:00 – 10:15
Chris Voss and Rohit Verma (conference co-chairs), Introduction

10:15 – 10:45
Robert Johnston, The Internal Barriers to Service Quality: Reviving TQM

10:45 – 11:15
Scott Sampson, Why We Need an Operations Service Paradigm 

Coffee Break Thursday 11:15 -11:35 Sainsbury Lounge
Parallel Sessions 1 Thursday 11:35 – 12:50
Room LT 9
Service Design 1
Chair: Larry Menor

11:35 – 12:00
Ashley Livingston and Rohit Verma, Market Assessment of Online Service Innovations

12:00 – 12:25
Chris Voss and Leonieke Zomerdijk, Perspectives on Service Innovation and Design

12:25 – 12:50
Pedro Oliveira and Aleda V Roth, New Multi-item Measurement Scales for Service Orientation in B2B
Room LT 4 
Management Science Applications
Chair: Bart MacCarthy

11:35 – 12:00
Martin A Lariviere, Saving Seats: Reservation Policies with Strategic Customers

12:00 – 12:25
Linda LaGanga and Stephen Lawrence, Optimal And Heuristic Appointment Overbooking To Improve Customer Access And Provider Productivity

12:25 – 12:50
Mihai Banciu and Prakash Mirchandani, Revenue Maximization using Mixed Bundling

Room S116/7 
Operations Issues 1
Chair: Rhian Silvestro
11:35 – 12:00
Marie-Pierre Spooner, Operations management contributing to reduce operational risk in financial services 
12:00 – 12:25
Wolfgang Kersten, Jan Koch and Philipp Hohrath, Motivation for the outsourcing of complex logistics services

12:25 – 12:50
Alex Dominguez, Zachman Architecture-Based Education Service Delivery
Lunch Thursday 12:50 – 1:50 Garden Room
Parallel Sessions 2 Thursday 1:50 - 3:30

Room LT 9
Service Quality
Chair: Pedro Oliveira

1:50 – 2:15 
Michael Stodnick and R Samuel Sale, A longitudinal study of changes in service quality expectations 

2:15 – 2:40
Rui Sousa, The Relationship between Quality and Loyalty in E-Services: An Empirical Investigation in a Multi-Channel Setting

2:40 - 3:05
Christine Hope and Leontis Filotheou, Measuring and Managing the Quality of Service in Hotels in Cyprus

3:05 – 3:30
Ulf Karlsson, Service Based Manufacturing Strategies Implication for Product Development, Production and Service Operations in Global Companies  
Room LT 4
The Service Customer
Chair: Christine Hope
1:50 – 2:15
Rhian Silvestro and Tse How Low, The Asymmetric Relationship Between Customer Satisfaction, Dissatisfaction And Financial Performance In B2B Companies
2:15 – 2:40
Zeyned Aksin, Evrm-Didem Gunes, Lerzan Ormeci and Hazal Ozden, When Cross-Selling Backfires: Modelling Customer Reactions to Sales Attempts
2:40 – 3:05
Chao Wang and Andrea Masini, Competitive Progression Theory and Service Agility: Reflections on the “Sand Cone” Model
3:05 – 3:30
Samar Mukhopadhyay, Quality and Pricing for Outsourcing Service: Optimal Contract Design

Room S116/7
Service Supply Chain / Networks
Chair: TBA
1:50 – 2:15
Renu Agarwal and Willem Selen, Drivers of Elevated Service Offerings in Collaborative Service Networks
2:15 – 2:40
Marlene Amorim and Alejandro Lago, Extending Service Value Chain Management: Transferring Operations to the Customer as an Outsourcing Decision
2:40- 3:05
Jennifer Isern and Mike Bendixen, Outsourcing for financial service providers: A decision framework
3:05 – 3:30
N. Ravichandran, Jaipur Foot: A case study on mass customization

Coffee Break Thursday 3:30 – 3:50 Sainsbury Lounge
Plenary Session 2 Thursday 3:50 – 5:30

Room LT 9
Servitisation of Manufacturing
Chair: Aleda Roth

3:50 – 4:15
Andy Neely, Servitization of Manufacturing: an analysis of Global Trends

4:15 -4:40 
Tim Baines, Howard Lightfoot and Steve Evans, PSS as a service based competitive strategy
Room LT 9
Keynote speaker
Chair: Rohit Verma
4:40 – 5:20
Ryan Brady, Operations Director: Legoland Windsor

5:20 – 5:30
Chris Voss, Day 1 wrap up and Thanks

Conference Dinner on Thames Riverboat Thursday 7:30 – 10:30

Departure from Westminster Millennium Pier - Please see separate instructions
NOTE – Plenary sessions on day 2 will be in LT 1 in the basement of Sainsbury building
Parallel Sessions 3 Friday 9:00 – 10:40
Room LT 1
Manufacturing and Product Service Strategies / SSME 
Chair: Prakash Mirchandani
9:00 – 9:25
Guang-Jie Ren and Mike Gregory, Servitization in Manufacturing Companies: Forming an Academic Field with Meaning, Stocktaking, and Coherent Inquiries
 9:25 – 9:50
Stephen McLaughlin, SSME: Identifying challenges of moving from a product to service based business (an IBM case study)

9:50 – 10:15
Richard Taylor and Chris Tofts, Minding The Abstraction Gap?
10:15 – 10:40
Martin Spring and Luis Araujo, Technical and Institutional Change in Product-Service Systems: Implications for Operations and Supply

Room LT 4
Technology / Performance Measurement
Chair: Jennifer Isern
9:00 – 9:25
Zoe Radnor and Bob Johnston, Identifying the Operational Elements in Strategic Performance Management in Services
9:25 – 9:50
Stephen J. Willis and Michael Bendixen,  A Review of Call Center Measurements
9:50 – 10:15
Pär Åhlström and Mike Lewis, “Making The News”: A Case Study Of Advanced Process Technology Implementation In Public Service Broadcasting
10:15 – 10:40
Aiesha Maxwell and Guang-Jie Ren, New Technology Adoption in Field Service Operations: An exploratory Study
Room S116/7
Operations issues 2
Chair: Renu Agarwal

9:00 – 9:25
Jan Holmström, Jari Collin, Elero Eloranta and Jaana Auramo, The demand-supply segmentation of service delivery
9:25 – 9:50
Benjamin Speitkamp, Martin Bichler and Thomas Setzer, Capacity Planning for Virtualized IT Service Infrastructures

9:50 – 10:15
Alastair Nicholson, Demonstrating the Service-Profit Chain in Practice
10:15 – 10:40
Paolo Augusto C Miguel, Márcia Terra da Silva, Elias Leandro Chiosini and Klaus Schützer, Assessment of service quality dimensions: a study in a vehicle repair service chain

Coffee Break Friday 10:40 – 11:10 Sainsbury Basement
Plenary Session 3 Friday 11:10 – 12:30

Room LT 1
Panel Discussion Services Science
Chair: Scott Sampson

Jim Spohrer IBM, Richard Taylor HP, Aleda Roth 

Lunch Friday 12:30 – 1:15 Garden Room
Parallel Sessions 4 Friday 1:15 – 3:00
Room LT 1
Manufacturing and Product Service Strategies 2
Chair: Pär Åhlström
1:15 – 1:40
David Buxton, Bart MacCarthy and King Wang, Simulation for operations strategy decisions in the 'new' service based aero-engine industry 

1:40 – 2:05
Roine Leiringer, Stuart Green and Jawwad Raja, Context and Contestation: the enactment of product-service business models across organisational arenas

2:05 – 3:00
Nicola Saccani and Marta Zorzini, The challenge of servitisation of manufacturing in consumer goods. Structuring the service offer and the service supply chain

Room LT 4
Service Design 2
Chair: Leonieke Zomerdijk 
1:15 – 1:40
Fazli Idris, Applying the rigid flexibility model in a service setting: A case-study of Airasia.

1:40 – 2:05
Frédéric Ponsignon, Andi Smart and Roger Maull, Service delivery systems: a business process perspective

2:05 – 3:00
Fausto Garcia, Exploratory Study of Management of New Service Development Process in Italian Luxury Hotels
Room S116/7
Professional services / Customization
Chair: Marlene Amorim
1:20 – 1:40
Frederico Medeiros Quaggio and Márcia Terra da Silva, Professional Services Redesign: A Case Study In Public Sector
1:40 – 2:05
Netland Torbjörn, Internationalisation of professional services – A 1999-2005 literature review
2:05 – 3:00
Paul Barker and Amy Lodge, Expanding the Role of Radiographers to Increase Capacity in Healthcare Organisations

Coffee Break Friday 3:00 – 3:15 Sainsbury Basement
Plenary Session 4 Friday 3:15 – 4:30

Room LT 1
Panel discussion Service Design
Chair: Bob Johnston


Larry Menor, Rohit Verma, Chris Voss  

Room LT 1
Conference wrap up: Chris Voss

4:30 Friday Conference finishes

Location of rooms:

LT 1
Sainsbury Basement (left)

LT 4
Sainsbury Basement (right)

LT 9
Sainsbury 1st floor (left)

S116/117
Sainsbury 1st floor (right)

