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Operations Management Course Information Collection
FORM B (specific course information)
Please fill out the following form (making copies as necessary) for the core OM course(s) and key electives:
	Course Name/Title


	Service Operations Management

	Program

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

	Required or elective
	Elective

	Instructor(s) Name and email address


	Renato de Matta
renato-dematta@uiowa.edu

	Number of Class sessions in course
	23

	Duration of each class (minutes)
	1 hour and 15 minutes

	Typical number of students enrolled  in recent  course offerings.
	15

	Textbook Used
	Service Management and Operations by Haksever, Render, Russell and Murdick, Second Edition, Prentice Hall, 2000. 



	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 MANAGEMENT AND OPERATIONS 

6K:296

 

Fall 2003

 

Professor Ray de Matta                                             Classroom: Room 51, Schaeffer  Hall 

Tel. No. (319)335-0956                                            Meeting: `TTh 9:30-10:45
     

Email: renato-dematta@uiowa.edu



Office Hours:     TTh 11:00-12:00


 

COURSE DESCRIPTION

 

This case course will explore issues which represent great challenges for managers of service operations in the "pure" service sector (Legal, banking, travel and tourism, healthcare, etc.) and within the service functions of manufacturing (after sales support, training, financing, etc.). We will explore the following topics: service strategy, service quality, design of services and delivery process, business process reengineering,  and global service management.  We shall study service businesses from   an integrated  marketing, operations and human resource management perspective.  Finally, this course is intended to help students discover entrepreneurial opportunities in  services.

PREREQ.
 

Must be a graduate student. Has taken a graduate or an undergraduate course in operations management/business management or equivalent work experience. Has working knowledge of linear programming, simulation,  and statistics.
COURSE OBJECTIVES
 

(1) To understand the role of services in meeting customer needs and providing customer satisfaction. 

(2) To learn the principles of building a service system that creates customer value.

(3) To study the challenges managers face in a service organization.

(4) To understand the development of services and the creation and improvement of the processes of delivering services.

(5) To develop the managerial and technical insights and acquire the skills to manage and operate  service systems.

(6) To  develop an awareness that providing an effective  service requires  operations, marketing, and human resource management synergy.

(7) To  gain appreciation of the challenges in providing global services.

(8) To   develop an awareness of the entrepreneurial opportunities in services.

COURSE REQUIREMENTS

 
(1) Class participation during case discussions.

(2) A take home case exam (individual).

(3) Two written case analysis and one class presentation (team of 4).

(4) Written term project on a service of your choice and class presentation (team of 4).

Grading
 

Team:

Written Case Analysis
2 @ 12%
24%

Facilitate Case Discussion
    6%
 

Project

  25%

 


Individual:

 


Case Write-up (take home exam)                                35%
Class Participation
  10%



100%

Course MATERIALs

 
Service Management and Operations by Haksever, Render, Russell and Murdick, Second Edition, Prentice Hall, 2000. 

Required Course Packet of cases and readings available at the PBB Copy Center. 

COURSE OUTLINE
	Date
	Textbook
	Course Packet
	Presentation/Case Report Due Date

	MANAGING SERVICES:  An Overview

	Aug. 26,
	Ch.. 1
	Services in Our Society
	
	

	28
	Ch. 2
	The Nature of Services and Service Encounters
	
	

	
	
	Case: Sullivan’s Auto World
	
	

	 Sept. 2
	Ch. 3
	Customers:  The Focus of Service Management
	
	

	
	Ch. 5
	Service Strategy & Competitiveness
	
	

	Sept. 4
	
	Case: Nova Care Healthcare Inc.
	Case: Taco Bell (HBS)


	Sept. 9

	SERVICE DESIGN AND DEVELOPMENT

	Sept. 11, 16
	Ch. 6
	Positioning and Marketing Services
	Case: Law Offices of Lewin & Assoc. (HBS)
	Sept. 18

	
	Ch. 7
	Technology and Its Impact on Services
	
	

	
	Ch. 8
	Design and Development of Services
	
	

	
	
	Case: The Shuttle by United Airlines
	
	

	OPERATING THE SERVICE SYSTEM

	Sept. 23
	Ch. 11
	Managing Demand and Supply in Services
	
	

	Sept. 25
	
	
	Yield Management at A.A.(Interfaces)
	

	
	
	
	Case: Sea Pines (HBS)
	Sept. 30

	Oct. 2, 7
	C11S
	Queuing and Simulation
	Business Process Reengineering 
	

	
	
	BPR with Extend Simulation
	Process Analysis Exercises (HBS)
	

	
	
	
	Case: Humphreys & Associates Architects 
	Oct. 9

	Oct. 9
	Ch. 16
	Vehicle Routing and Scheduling
	
	

	Oct. 14
	
	Case:  Routing and Scheduling of Phlebotomists
	
	

	SERVICE QUALITY

	Oct. 16, 23
	Ch. 12
	Service Quality and Continuous Improvement
	
	

	Oct. 28
	
	Case: First National Bank of Chicago (Bank One)
	Case: Southwestern University  
	

	Oct. 30
	Ch. 9
	Human Resource Management
	Case: Club Med A (HBS)
	Nov. 4

	SERVICE PRODUCTIVITY

	Nov. 6
	Ch. 13
	Productivity and Measurement of Performance

Problems 13.3, 13.4 13.5


	Case: Club Med B (HBS)
	Nov. 11

	
	
	Data Envelopment Analysis for Measurement of Service Efficiency
	
	

	Nov. 13
	
	Invited Speaker
	
	

	Nov. 18
	
	Invited Speaker
	
	

	Nov. 20, Dec. 2
	Ch. 4
	Globalization of Services
	Control Modes in International Service Operations (MS)
	

	
	
	
	Case: Marriott Corp. & the Warsaw Hotel(HBS)
	Dec. 4

	Dec. 9, 11
	
	Term Project Class Presentation
	
	


