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Busi 234A

Service Operations Management

Mod 2

1. Instructor Information

Instructor:  Professor Ann Marucheck

Office:   McColl 4417

Phone:  962-3193

E-mail:  ann_marucheck@unc.edu
Office Hours:  TuTh 1-1:45   Tu 4:45-6 and by appointment

Assistant:  Ms. Esther Glenn (McColl 4600) 962-5087

Class Meets:  Section 1 - Tu Th 2:00-3:15 in McColl 2350



Section 2 – TuTh 3:30-4:45 in McColl 2350

Course Website:  blackboard.unc.edu 


      (You will need an ONYEN.)

2.  Course Overview

Some of the most exciting challenges in business today are occurring in the service sector.  Customer surveys reveal that customer satisfaction has never been lower despite the fact that several major services have experienced a decline in customer demand during the past year.  (Perhaps, you consider yourself among that cohort of dissatisfied customers!)  Yet paradoxically, the service industry has witnessed unparalleled technological development and increased investment in IT, both of which should be improving the customer’s service experience.  Further, the productivity of the service sector productivity continues to lag that of manufacturing - just as it has for the last thirty years. 

Yet there are bright spots.  In this course we will study how successful service operations develop a distinctive definition of their service delivery system, how they design effective service processes and how they orchestrate value-added service delivery.  This course will focus on tools, techniques and strategies used in the design and management of delivery processes in organizations that provide a service in contrast to manufacturing a product. We will broadly define a service process as any operation which adds value by providing information, skills, and/or knowledge at a given place and time.  Thus, service delivery processes exist in manufacturing enterprises as well as in traditional service industries. In fact, you will notice that several cases will involve manufacturing firms who seek to become service providers.  The course will concentrate on three basic themes: 

(1) design and implementation of the service delivery system; 

(2) capacity management in services – including the outsourcing of services; and 

(3) assessing the effectiveness of resource allocation decisions in services.  

3.  Course Description

The service sector represents the largest and fastest-growing segment of the economy in the U.S. as well as in other developed nations.  Although operations principles from the manufacturing sector have been applied to service industries, productivity data indicates that performance in the service sector has been disappointing, trailing that of manufacturing.  Service providers must pay special attention to the unique characteristics of their service delivery systems that differentiate them from manufacturing in order to position themselves for sustainable competitiveness.  

The intent of this course is to provide students with the tools, techniques and strategies necessary to improve operations performance in the service industries as well as the service departments in manufacturing environments.  The topics that are addressed will cut across the entire service sector although specific industries will be used to illustrate important concepts.  The list of industries to be used in discussion and analysis include:  service-based manufacturing; transportation; financial services, hospitality/travel/ leisure; telecommunications/ information services; and food services.  Students are welcome to bring additional service examples from their own experiences into the class.

The course is tailored to students who need to understand and evaluate services from an external perspective or as an internal analyst. Students with entrepreneurial interests may also find the course of value in considering future opportunities

The course objectives:

1. Understanding of the basic issues and problems arising in service operations delivery processes and how they differ from a manufacturing setting.

2. Application of frameworks, quantitative tools and techniques in the design, improvement and evaluation of service processes.

3.  Analytical thinking in the identification, modeling and resolution of basic problems in   

     service operations.

4.  Course Materials

1. Required text: Service Management:  Operations, Strategy and Information Technology by J.A. Fitzsimmons and M.J. Fitzsimmons,  4th Ed.,  Irwin McGraw-Hill, 2004. 

In addition to the Student CD, a copy of Service Model software is available at http://www.mhhe.com/fitzsimmons4e
2. A Course Pack of cases and readings available from the bookstore

3. Additional readings and notes to be distributed in class or on the course website.

5.  Course Approach
The approach in the course will be to use different types of pedagogy in developing a conceptual understanding of the tools, techniques and strategies associated with service design and management.  We will primarily use class discussions, but student presentations and lecture format will be used, as appropriate, to develop both the theory and applications associated with service operations.  

Students are expected to come to class having completed the assigned readings and be ready to discuss the material. 

6.  Grading
The final grades for Busi 234A will be computed as follows:

Homework Problems and Exercises





20%

Class Participation and Discussion 





20%

Integrative Case/Reading Paper





25%

Final Paper/ Project or Exam






35%

6.a.   Homework Problems and Exercises

There are four team-based exercises or problems that are assigned throughout the course.

The course outline provides greater detail of the requirements.  Students should group into teams of three people or fewer and hand in one set of answers per team.  The assignments and due dates are the following:

Assignment 1: Service Process Blueprint and Failsafing

Tu Nov. 4

Assignment 2: Revenue Management Exercises


Th. Nov 13

Assignment 3: Delays at Logan Airport



Tu Dec 2

Assignment 4: Data Envelopment Analysis (DEA) Assignment
Tu Dec 9

6.b. Class Participation

We will rely on class participation in our discussion of the cases and the readings.  Study questions for each of the assigned cases are listed on the course syllabus.  These questions should serve as a starting point for the analysis although additional insights are always welcome.  All class members are expected to have read the case and considered the assigned questions.  Occasionally small groups will be asked to present their analyses and recommendations. Further, class members are encouraged to apply concepts from the assigned reading to their case analyses.

Active participation is expected throughout the entire course with thoughtful contributions to advance the quality of the discussion.  The classroom should be considered a laboratory in which you can test your ability to convince your peers of the validity of your approach to complex problems and the likelihood that the desired results will be achieved through the use of that approach.  
6.c. Integrative Papers

Since we will focus on models of service management, each student will be asked to choose a single case and reading from the course outline and write a two- page paper which integrates the two.  Note that some of the case discussion questions for the case have been written to stimulate your thinking along dimensions presented in the paper, and they are fair game for the integrative papers.  There are a number of alternative formats for the integrative paper.  Here are examples:

1. Position the “case” firm in a model or framework that is discussed in the reading. Analyze where in that model or framework the “case” firm should be for growth or sustained competitiveness.

2. Discussion of two or three general principles presented in the reading that you, as an omniscient observer, would like to be able to present the primary decision maker in the case in order to guide him/her in making a decision.

3. Imagine that you are presenting a critique  to the author of the paper.  You suggest that the case firm may be a good example to present in the paper.  What issues in the paper does the case exemplify?  Does the case present some good issues or points that should have been included in the paper?

4. Be creative – think of other ways to integrate the two.   Please feel free to use the available websites in the course outline for additional material on the organization in the course or the topic.

The papers are due at the beginning of the assigned class and may be turned in electronically in advance of class.  Below are the choices for pairings of case and reading.

Remember:  Only one is required.

Class Date

Case


Reading in Course Pack

Oct. 30


Gateway

“Go Downstream:  The New Profit Imperative”

Nov. 6


Dell Field Service
“How to Think Strategically about Outsourcing”

Nov. 13

American Golf
“Strategic Levers of Yield Management”

Nov. 13

Lufthansa Cargo        “From Revenue Management Concepts to Software”

Nov. 25

Megacard

“Call Centers and Customer Relationship Mgmt”

Dec. 9 

  
Nashville National 
“Managing Bank Productivity Using Data







 Envelopment Analysis (DEA)” 

Dec. 11

Any Case* 

“Delivering Excellent Service:  Lessons 







From the Best Firms”

* You may choose any case we have done in class.  They include the six listed in this assignment, as well as BMG Music Services and the live cases – The Hartford Contact Center.

6.d. Final Paper/ Project/Exam

Students will be required to write a final paper, project or exam as a course wrap-up exercise.

The paper is designed to allow the student to delve deeper into a specific topic discussed in class.  Students are encouraged to use their prior work experiences, internships or practicums or a desired career as the basis of the paper – but this isn’t a requirement.  Here are suggested formats that have been used in the past.

1.  Using service operations principles, analyze a problem in an organization (it may be in the service sector or the manufacturing sector).  This organization may be one in which you have worked or perhaps hope to work.

2.  Write a short research paper on a topic in service operations.  It may be related to the topics we have discussed in class, such as application to a specific context, or it may address a topic in general.

3.  Develop service operations projects from the video game Roller Coaster Tycoon  II.

Here are examples of papers/projects that have been done in the past.

Service Diagnosis/Problem-Solving:  Take a specific application or methodology discussed in class to solve (or obtain at least a better understanding) of a service operations problem that you are familiar with.

Methodology Study:  Take a specific methodology covered in class and delve deeper.  For instance, you might discuss yield management approaches to telecommunications sales management or a review of different productivity measures used in a given service industry.

Industry/Company Profile:  A paper which describes a service industry, its key operational problems, and various member firms’ approaches to those problems, etc.  Alternatively, the paper may focus on a single firm, its service concept, key operational choices it has made, operational policies, etc.

It is suggested that proposals or ideas for papers be emailed or discussed with me no later than November 25.  In general, papers have been 5-10 pages in length and may include several references (periodicals, websites, etc.).  Papers are due on Monday December 22 and may be submitted electronically.

Although papers/projects are strongly encouraged, for those students who find that they can’t write a paper, a take home final exam will be offered.  It will be due by 5 pm on December 17.

7.  Course Policies

Both the University Honor Code and the MBA Program Policy addressing the use of laptops in class are in effect.  With regard to the honor code, each student should be a full participating and contributing member of any team-based assignment.  With individual assignments, such as integrative papers, students are free to discuss ideas in teams or study groups; however, the paper must be written individually and reflect the student’s own ideas.  

The MBA Program has stated that students aren’t to use their computers to answer email or surf the web during the class.  This applies to both “wired” or “wireless” laptops. The noise is disruptive to the learning environment, and students who are making points in class deserve the undivided attention of their classmates.  Professional conduct is expected at all times.

8.  Tentative schedule
Below is a tentative schedule for the course.  It will be updated on a regular basis so students should regularly check the Blackboard course website for announcements of changes, including additional readings.  In the event of bad weather or another adverse occurrence that may jeopardize class attendance, announcements will be posted on the course website regarding  

Date


Topic

Th Oct. 23 

Introduction to Service Operations

Tu Oct. 28

Customer Involvement in Services: BMG Music Services

Th Oct. 30 

Evolving from Manufacturing to Service:  Gateway 


Tu Nov. 4

Blueprinting Service Processes

Th Nov. 6

Managing Capacity:  Service Outsourcing:  Dell Field Service

Tu Nov. 11

Revenue Management

Th Nov. 13
Applications of Revenue Management:  Lufthansa Air Cargo and American Golf


Tu Nov. 18

Managing Customer Contact Centers:




Guest Speaker:  Mr. Alejandro Roman, The Hartford



Th  Nov. 20

Managing Variability in Services

Tu Nov. 25

Service Standards in Contact Centers:  Megacard 
Th Nov. 27

Thanksgiving (No Class) 
Tu Dec. 2

Capacity Management Strategy:  Delays at Logan Airport

Th Dec. 4

Evaluating Multisite Services: Data Envelopment Analysis

Tu Dec. 9

Data Envelopment Analysis (cont.):  Nashville National Bank
Th Dec. 11

Lessons Learned and Course Wrap-Up
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