	Course Name/Title


	MGMT 564  Management of Service Operations

	Program

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

	Required or elective
	elective

	Instructor(s) Name and email address


	Maqbool Dada

dada@krannert.purdue.edu



	Number of Class sessions in course
	16

	Duration of each class (minutes)
	90 minutes

	Typical number of students enrolled  in recent  course offerings.
	42

	Textbook Used
	none

	Misc. Instructor comments about  course


	In this course, the differences and similarities between service and manufacturing organizations will be analyzed.  Specifically, the course examines how to identify hallmarks of superior service; manage capacity and demand for services, and improve service operations.

	Course Name/Title


	MGMT 590  Sourcing & Procurement Management

	Program

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

	Required or elective
	elective

	Instructor(s) Name and email address


	Leroy B. Schwarz

lschwarz@krannert.purdue.edu

	Number of Class sessions in course
	16

	Duration of each class (minutes)
	

	Typical number of students enrolled  in recent  course offerings.
	

	Textbook Used
	none

	Misc. Instructor comments about  course


	An increasing percentage of products and services in today's global marketplace are not produced or provided by the "name on the label", but are outsourced to other firms.  Furthermore, the competitiveness of products and services that are produced by the "name on the label" depend on components and subsystems that are outsourced.  Structuring this complex network of supply and managing the collaborative relationships that support it, is the goal of sourcing and procurement managers.  Topics will include demand planning, sourcing strategy, supplier selection, supplier evaluation, e-procurement, global sourcing, and buyer-supplier collaboration.


MGMT 564 Service Operations Management

Instructor: 
Maqbool Dada



522 Krannert



(765)494-4490



dada@mgmt.purdue.edu

Office Hours: Tuesdays and Thursdays 1:00- 2:00 or by appointment

Course Material: 

Case Packet 

Course Description:

The service sector of the U.S. economy employs over 70% of the labor force.  Yet, effective management of service operations has received limited attention.  In this course, the differences and similarities between service and manufacturing organizations will be analyzed.  The special characteristics of services require an interdisciplinary approach to analyzing operations.  Drawing on concepts from strategic management, management science and marketing, case studies and readings will be used to illustrate how to manage operations in restaurants, airlines, hospitals, and other service organizations.

Grading:
Grades will be based on class participation, individual work and group work.  Group work will consist of a term paper due at the end of the quarter.  The grade breakdown is roughly as follows.


Class Participation


25%


Weekly Individual Assignments

25%


Two Group Assignments


10%


Term Project (Group)



25%


Complaint Letter Exercise

15%

Class Participation: We will study many cases.  A successful case discussion requires that all students be well prepared.  Consequently, class participation will be based on regular attendance and regular and positive contributions to case and class discussions.  Typically, we will start each class with a brief discussion of the previous session.  This will be followed by case discussion and possibly include some comments by the instructor.

Weekly Individual Assignments: Experience has shown that active class participation coupled with written analyses of cases enhances the quality of the learning experience.  For each case, I will assign one or two questions to which brief written answers are to be submitted.  The write-up for each case should not exceed one double-spaced page with reasonable margins and fonts that are not too microscopic.  The shorter the better.

Two Group Assignments: Three assignments, which are more numerically intensive, are to be done as group projects.  These will be discussed during the first class.  Group size should be three.

TeamTerm Project: The term projected is expected to be no longer than ten double-spaced pages.  It will require each student to work with a service organization.  You must do a blue-printing exercise and a Walk-through audit.  These will be discussed in a specially scheduled class.  Each Team may consist of two groups.  Each team will present its findings in a 10-minute presentation on the last day of class.  10 of the 25 points will be based on the presentation which will be evaluated by your peers. 

The Complaint Letter

You are expected to write an actual complaint letter based on an experience that you have had recently.that you have encountered recently.  The letter must be genuine and effective; e-mails are okay.  This is 10% of the grade.  The remaining 5% of the grade will be based on the response you elicit to the letter, including all follow-up correspondence, and a brief summary of your experience.

Course Outline:
3/10
Introduction to Services



Discussion of Complaint Letters


Strategic Service Vision
3/12

Apollo Hospitals of India (A)


Service Breakthroughs: 


3/24

Benihana of Tokyo

3/26

Federal Express (A)



3/31

Southwest Airlines

4/02 

Introduction to Walk-through Audit and Blueprinting


Managing Supply and Demand

4/07

Sea Pines Racquet Club

4/09

Complaint Letter Exercise Update



Managing Congestion

4/14

Sof-Optics, Inc. (A)


Turnaround Management

4/16

Taco Bell Corp.

Human Resources in Services

4/21

Club Med (A)



4/23

Fairfield Inn (A)/Ritz Carlton Training Program


Information Technology in Services

4/28

Four Seasons Hotel/Virtual Vineyards

4/30

Project Presentations
Study Questions

The questions in BOLD are to been turned in.

Apollo Hospitals of India (A)

1.
Does Apollo Hospitals Madras provide superior value to its customers, shareholders, and employees through a well-designed service system-in other words, is it a breakthrough service organization?

2.
What are the key elements of Apollo Hospitals Madras’s strategic service vision?

3.
What accounts for Hyderabad Apollo Hospitals’s disappointing performance, and what are its future prospects?

4.
What expansion vehicle promises most effectively to enhance Apollo Hosptials’ profits while expanding recognition of the Apollo name?

Benihana of Tokyo

1.
Examine the service delivery system of Benihana of Tokyo?

2.
What are the flows?

3.
Where are the inventories held?

4.
What major design choices generate the operational efficiencies for Benihana?

5. What are your major concerns about this firm’s future?

Federal Express

1.
How much would you spend on a promotional program for Courier Pak? 
2. What implications does your promotional program have for Federal Express’s operating strategy? 

Sea Pines Racquet Club
1. What is the dilemma facing John Baker?  What are his options?

2. How many tennis courts will be needed in July 1974?  How does this requirement compare to present capacity?

3. What should he do for the coming season?

4. What are the implications for the future of tennis at Sea Pines?

Taco Bell

1.
What explains the degree of Taco Bell’s success in contrast to its competitors in the early 1990s?

2.
Describe the process of change at Taco Bell and comment on whether it helped, hindered or was essential tothe chain’s success.

3. Given the speed with which the changes in the later part of the case (1989-1991) took place, why didn’t Taco Bell all but fall apart?

4. Can Taco Bell’s major competitors copy the Taco Bell strategy?
5. How would John Martin keep Taco Bell going forward?  What next?

Club Med (A)

1.
In what areas has Club Med developed a competitive advantage?

2.
How defensible are they?

3.
How successful is Club Med?



-What do you conclude from its financial performance?



-What are the nonfinancial measures of the company’s performance, and what do you conclude from 

them?

4.
How serious a threat is the new competition?

5. What is the expected value of a new customer?

Fairfield Inn

1. How well is the pay for performance sytem adapted to the objectives set by management for its inns?

2. How easily can this concept be franchised?

3. Which, if any, of the franchise approaches would you recommend?
Virtual Vineyards

1.
Did VV create value for wineries?

2.
Did VV create value for consumers?

3.
Is VV a breakthrough service?

4.
What lessons from Ritz-Carlton and British Airways can be used by VV?

