	Course Name/Title


	Service Operations

	Program

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

	Required or elective
	E

	Instructor(s) Name and email address


	Richard_metters@bus.emory.edu

	Number of Class sessions in course
	26

	Duration of each class (minutes)
	75

	Typical number of students enrolled  in recent  course offerings.
	46

	Textbook Used
	Successful service operations management

	Misc. Instructor comments about  course


	


Please attach digital file (Microsoft Word or Excel) of  recent course outline showing Title/Topic of each class and teaching material used.

Service operations
Phase 1:  “Service Operations Strategy”
9/7
Course introduction (optional textbook reading:  Chapter 1)

Different views of services (optional readings on e-reserve):

“Are Services Really Different?” (1992) Lovelock, pp. 1-8 in Lovelock (ed.) Managing Services.

“The Customer Contact Approach to Services:  Theoretical Bases and Practical Extensions” (1981) Chase, Operations Research, 29(4).

“The Four Service Marketing Myths” (2004) Vargo and Lusch, Journal of Service Rearch, 324-335.

What should services do? 

“Production-Line Approach to Service” (1972), Levitt, Harvard Business Review, Sep-Oct.

“How Can Service Businesses Survive and Prosper?” Schmenner, pp. 31-43 in Lovelock (1992), Managing Services

9/9
Decoupling Services (reading: Chapter 7 of textbook) 

9/14
Outsourcing and Offshoring (Reading handed out 9/7.  Caselette at the end of the reading.)

9/16
Quality: The Gurus speak – the views of Deming, Juran, and Crosby  

9/21
Offshoring Guest speakers:  

Jim Stachura, Director of Research and Analytics, Aelera Corp. 

Dustin Crane, CEO, Aelera Corp.

9/23
Six-Sigma Quality Tools:  Guest speaker, Steve Walton

(reading to be handed out 9/16)
Phase 4 (the pre-quel):  “Putting science into ‘gut feel’” 

9/28
Waiting Lines
9/30
Waiting Lines part Deaux

10/5
Global Financial Corp. (Group case write-up)

Phase 2:  “Managing Experiences”
(reading:  Chapter 6 of textbook)

10/7 
Shouldice Hospital (Minor group case write-up required)

10/12  No class – Fall break

10/14 
PY and the Dome  (case will be e-mailed)

10/19
Guest speakers:  Vega String Quartet and Will Ransom, Music Department


Class will be held at the Schwartz Performing Arts Center.

10/21
Atlanta Symphony Orchestra (minor group case write-up required)  

Guest:  John Sparrow, Vice President and General Manager, 

Atlanta Symphony Orchestra

Visit to ASO:  Date TBD

Phase 3:  “Capacity Management (Revenue Management)”

10/26
Capacity management lecture 

required reading: Chapter 2 “capacity strategies”, pages 17-19, and Chapter 9.


Optional reading on e-reserve:

“Yield Management at American Airlines” (1992), Smith, Leimkuller, and Darrow, Interfaces, 22(1), pp.8-31.

“Hold My Place, Please” (1995), Harris and Peacock, Marketing Management, 4(2), pp. 34-46.

10/28 
Capacity management lecture

11/2
Yield Management at MotherLand Air (in-class group game, no write-up

 required.  Prize for winning team.  Game is on pages 175-178 of the textbook.  

Data is on student CD.)

11/4
The Parker House:  Sales and Reservations Planning (Group case write-up

required)

Phase 4:  “Putting science into ‘gut feel’”

11/9
Site selection (reading: Chapter 14.  Skip pages 304, 306-307)

11/11
Site selection – again

11/16
La Quinta Hotels (Pages 311-317 of textbook.  Group case write-up required)

11/18
Multiple Site Performance Evaluation (reading: Chapter 15)

11/23
Branch Performance at Nashville National Bank 
(Pages 332-337 of textbook.  PASS/FAIL group case write-up) 

11/25 Thanksgiving holiday

11/30
Scoring systems (reading: Chapter 16 of textbook)


Optional reading on e-reserve:

“Managing Consumer Credit Delinquency in the US Economy:  A Multi-Billion Dollar Management Science Application,” (1992) Makuch, Dodge, Ecker, Granfors, and Hahn, Interfaces, 22(1), pp. 90-109.

“Database Marketing Increases Prospecting Effectiveness at Merrill Lynch,” (1994) Labe, Interfaces, 24(5), pp. 1-12.

12/2
MBA Savings & Loan (Pages 351-355 of textbook. 

PASS/FAIL group case write-up)

Final exam

