	Course Name/Title


	OM 762 Managing Service Operations



	Program

(e.g. MBA or Ph.D.)
	MBA

	Required or elective
	Elective

	Instructor(s) Name and email address


	Craig Froehle 

Craig.froehle@uc.edu


	Number of Class sessions in course
	10

	Duration of each class (minutes)
	2 hours and 40 minutes

	Typical number of students enrolled in recent course offerings.
	25

	Textbook Used
	Sucessful Service Operations Management, 2nd Ed. by Metters, King-Metters, and Pullman

	Misc. Instructor comments about  course


	This course is open to graduate students with a sincere interest in understanding the complexities of managing service businesses.  We discuss strategic, operational, marketing, and general concepts related to the topic.


	OM 762 Managing Service Operations



	SESSION
	TOPIC / AGENDA / ASSIGNMENT
	READ PRIOR TO CLASS

	1)
	Introduction to Services
	· Chapter 1

	2)
	Service Operations & Strategy
	· Chapter 2

	3)
	New Service Development & Managing Service Experiences
	· Chapter 5

· Chapter 6

	4)
	Waiting Time Management
	· Chapter 11

	5)
	Front-Office / Back-Office Interface
	· Chapter 7

	6)
	Service Quality
	· Chapter 8

	7)
	Analyzing Processes

Take-home quiz handed out
	· Chapter 12

· ‘Shuttle by United’ case 

	8)
	Technology and Automation in Service Operations
	· Chapter 3 & Handouts

	9)
	Services and the Internet

Take-home quiz due at start of class
	· Handouts

	10)
	Project Presentations
	· n/a


