VS01: 8166: Service Operations Management

Jack Meredith, 3109 Worrell, ph. 336.758.4467, fax 758.4514

email: jack.meredith@mba.wfu.edu
Texts: 
Fitzsimmons: Service Management: Operations, Strategy, and Information Technology Case/Readings Packet: To be distributed.

Purpose: The service sector of the U.S. economy now accounts for more than 68% of the GDP and 71% of employment. This includes such services as financial, health care, transportation, consulting, food, recreation, entertainment, retail, legal, government, business support, utilities, and a host of other groups. It also increasingly includes the realm of services internal to manufacturing such as maintenance, human resources, accounting, purchasing, logistics, information, legal, marketing, administration, strategic planning, etc. The aim of this course is to investigate ways to efficiently and effectively manage the resources and processes involved in producing the service outputs of these kinds of organizations.  This will involve issues of strategy, capacity, staffing and scheduling, facility design and layout, flexibility, global competitiveness, innovation, and the use of technology.

Philosophy: Operations management includes a broad body of knowledge and is generally regarded as difficult but invaluable. Education in this field is oriented primarily toward managerial concepts and includes a number of quantitative tools, qualitative techniques, understandings, procedures, and processes that help convey the concepts and their application. These concepts are typically historic wisdom rather than recent discoveries or common sense. Perhaps surprisingly, operations knowledge gained a decade or two ago is typically unknown to many managers today, yet still relevant and valuable in spite of the dramatic changes in our business environment. 
Me: Sadly, I’m an old-fashioned teacher, comfortable in the old ways of teaching such as giving exams and trying to pack as much learning as possible into each course. I’ll work hard to try to help you learn the material if you’ll work hard to learn it. I am particularly receptive to student inquiries about how to increase the amount of material we cover in the course, what additional readings or books might be available on particular topics, the answers to the rest of the problems and questions in the back of the chapters that would be good practice, and other such items. I am unreceptive to other suggestions for changes in how to teach the course. 

Cases: In operations, I employ cases to give practice and insight into applying operations concepts, not to inform about current situations, companies, or events. I try to identify the best cases over the years, usually from Harvard, that cover the practice of that concept. It is highly unlikely that the best case will be a recent one; cases that do a superb job of explicating and demonstrating a concept come along rarely and when they do, they become what Harvard identifies years later as classics.

Readings: Current issues regarding operations concepts are worthwhile extensions best communicated by recent readings in journals and magazines. Again, the point of these readings is not to inform about current events but rather to evaluate interesting applications of a concept under new or unusual conditions. 
Expectations: I view the cases, text, and readings as valuable and important guides for our discussion of the basic concepts of this course.  Though we will attempt to discuss each of the assigned materials during class, there may be days when we don’t reach all of them; this doesn’t lessen their importance to the course.  But more useful information will come from our class discussions of the issues, cases, handouts, recent events, classroom examples, and other material. Thus, your active participation in the course is expected. Regarding the content of what you learn in this course, I will do my best to challenge you and, through our work together, help you attain a thorough understanding and ability to apply the concepts we will study.  As to process, I hope this course will advance your ability to think creatively and analyze critically.  

Pedagogy: Each week in the course is generally devoted to one concept basic to service management. We will address each topic primarily through a chapter in the text, a reading, a case, and discussion. Generally, the first half of each class will be spent in discussion reviewing the topic through the readings and the last half of the class will cover the case. There will be a midterm and a final paper, as shown in the schedule further below.

Grading: Although you may identify changes in this syllabus that you believe would facilitate your learning in this course, I have found through experience that such changes are often to the detriment of others’ learning, as well as to my teaching. Thus, as in the real world, success in this course will be heavily dependent on your ability to understand and follow instructions. Although often expected, I do not grade on a “curve.” I know what employers expect our students to understand upon graduation and this is the standard by which I evaluate student progress. In addition, late work is generally not accepted; if for some exceptional reason it is, in fairness to others in the class who did manage to turn in their work on time, the grade will be reduced one letter for each 24 hours late. If you wish an early report of your course grade, or the grade on your final exam, please leave a stamped, self-addressed envelope or postcard with me the last day of class. To best sample your learning, I rely upon a wide variety of assignments as described below. 

-Attendance:  It is increasingly difficult these days for students to attend class for a variety of excellent reasons: weather, illness, job requirements, transportation failures, family needs, and so on. If I or the school must cancel a class, I will make sure that we make up the material in an acceptable manner, but if class is being conducted, it is crucial for the student to attend. As noted above, important communication of the course material occurs during the in-class portion of the course and the more of these sessions the student can attend, the more of the subject they will master. Thus, if the student is able, for example, to be present for 75% of the class time, they may (depending on their effort, of course) earn as high as a C for the in-class portion (contribution, group work, etc.) of their course grade. If they can be present for 85%, they may earn as high as a B; and if 95%, perhaps an A. Obviously, just showing up for class will not earn credit toward these grades—active contribution and learning is required.

-Contribution (20%): This portion is based on each individual’s overall contribution to the class learning: preparation on the class materials, quality of comments, homework, peer identification of your contribution to class learning, and instructor identification/evaluation. However, the only time I record a contribution grade is when a response was significant enough to be memorable after class, either positive (such as an insightful comment) or negative (such as being called upon but not prepared).  I might point out that I often call on those not involved in the class discussion/argument of the moment in order to more fully involve the entire class. [Please note: if you have trouble hearing (or seeing, reading, or anything else that interferes with your ability to participate and learn), it is your responsibility to make this known and correct it.] Be aware that not all discussion is equally valuable; excessive talking may be more detrimental than helpful.  In general, I tend to best remember class comments that concern the following five characteristics:

1. Preparation: If cold- or warm-called, were you prepared? Was your comment memorable or mediocre?

2. Topical: Was your comment pertinent and relevant to the point; did it advance or instead side-track the class discussion?

3. Understandable: Was your comment clear, concise, succinct, and use terminology that we all know?

4. Depth: Was your comment more than just a summary of the material? Was it thought through or a spur-of-the-moment whim? Was it based on the data in the class materials? Was it logical? Were you able to defend it if challenged?

5. Insightful:  Was the comment original, interesting? Did it raise an issue we hadn’t thought about? Did it identify an exception, inconsistency, or contradiction in our thinking?

There will also be a hospital “simulation” game played in the class and your success in this simulation will be included in your contribution grade. An informal presentation of the simulation results will be made at the end of the course. 

-Group Case Work (20%): Questions will be assigned randomly a week ahead of time for each case. Although only one question will be assigned to each person, everyone should be prepared to address all the case questions assigned to the class. For any cases not discussed en massé, those students assigned a particular question will group together to caucus for 10-15 minutes before class discussion of the case. If I don’t select one of the group members to present the group’s viewpoint on that question, the group will decide themselves how they want to present the question. Although no written material will be collected from the groups, it will be useful for the group’s speaker(s) to have a written outline of points and perhaps analysis/diagrams to project on the screen (PP slides or overhead hard-copy camera) with the help of another team member. After the presentation, the question, and the group’s answer, will be opened to the class for further discussion and critique. A debrief and summary of relevant issues will wrap up the case.  The whole group will receive the same grade on the question. There will be an individual peer evaluation of all group members at the end of each class and the semester group case grade of each student will be adjusted based upon these evaluations. 

-Daily Questions (10%): At the end of every class, each student will submit one question (plus the answer) based on the material covered that day for potential inclusion in the exams. Historically, only about 15% of these submissions are strong enough for consideration as potential exam questions, and only a subset of these eventually appear on the exams. Since each individual’s grade for this portion of the class is based only on the number of their questions evaluated as sufficiently strong for potential inclusion, careful attention to class coverage each day is necessary. 


-Midterm Exam (25%): A 1.5-hour midterm exam covering all material up to that point will be held as shown on the schedule further below. This exam will include some of the class-submitted daily questions. The exam will be closed everything (notes, materials, computer, etc.). Bring paper, pen/pencil, and, if you wish, something to help you with arithmetic such as a calculator.  


-Final Project (25%): The final project can be conducted either individually or in a team of up to three people and  can be either a Walk-Through Audit or the preparation of a service case focusing on one of the topics from the course. A proposal describing the final project is due mid-semester, as described in the schedule further below. A presentation of the project is due the last day of class, with the actual project due a week later, at noon on April 25 by fax or hardcopy in my mailbox on the third floor or by e-mail.  Confirm with me by e-mail that I actually received your project by the due date and time. The presentation will constitue 5% of the 25% portion of this grade. Be extremely professional in the write-up: neatness, good organization, bolded headings, no typos (Note: I am a fanatic about spelling, especially if I misspell something.), and so on.  The paper should be typed (12 point, space and a half), and be stapled in the upper left corner only (no other bindings or covers please). Adhering to instructions will constitute a significant portion of the grade. (If you wish the paper to be returned, please include a stamped, self-addressed manila envelope with your paper.)  

The Walk-Through-Audit project involves the selection of a service in which you prepare an audit questionnaire used by management to evaluate the service from the perspective of a customer (see example on page 562 of the text). You will need to get the firm’s permission to survey their customers and employees; prepare, pilot test, and conduct the audit; statistically analyze the responses, determine the perception gaps between customers and management, and prepare and present your recommendations for management. The service case can follow the examples used in class from Harvard or in the back of each text chapter, or more likely, something in-between. The case should focus on one of the topics in the course and can either illustrate a service concept such as organization culture, recovery, service defections, technology, etc. or else present a quantitative problem plus ancillary issues, such as might be seen in a facility location or waiting lines analysis. 

Honor Code: Due to a number of recent misunderstandings of the honor code, it may be worthwhile to note that presenting or offering someone else’s work as your own, or letting someone else present your work as their own, is unethical and a violation of the honor code. This includes in-class work such as comments, board work, and case analyses, out-of-class work such as papers, homework, and outlines, and obviously, examinations and quizzes. Note that this does not preclude working in groups, an excellent way to learn, but it does preclude dividing up the work among the group members and then coming together to copy each others’ answers. 

Schedule:
Sess.   Due   Text





 

     


No.    Date   Chpt.     Topic


Readings


Cases

 
  1  Jan 10     1
   Role of Services 

--


Complaining Cust. (in-class)
  2  Jan 17     2     Nature of Services
Reichheld: Learn from Cust...
Fairfield Inn






Jones: Why Satisfied Cust... 

  3  Jan 24     3     Service Quality
Tax: Recovering and Learn...
FedEx: The Money-Back... 











Westlake Cinemas

  4  Jan 31     4     Service Strategy
Davidow: Service Cos: Focus...
British Airways: Using Info...

  5  Feb 7      5     New Service Dev...
Quinn: Beyond Products: Serv...
Caruso’s Pizza 
  6  Feb 14    6     Supporting Facility
Meredith: Hospital Game (HG)
Alaska Airlines

        
   


(First Decision in HG)

  7  Feb 21    7     Serv. Facil. Location
(Second Decision HG)    
Southwest Airlines
  8  Feb 28    8     Service Encounter
Schlesinger: Serv.-Driven ...
Club Med



  Proj. Proposals Due
HG; Progress Review

  9  Mar  7    --    Midterm Exam
HG; In-class Exercises



10  Mar 21    9    Internet Service
HG; Review Exam

Virtual Vineyards

11  Mar 28   11   Mgng. Wait Lines
Katz: Prescr. Wait Line Blues...
Univ. Health Services
   

HG

 
      

12   Apr 4    13    Mgng Cap & Dem.
Brady: Why Service Stintks
Marriott





HG

13   Apr 11  18    Pdtvy & Qual Imprv
Firnstahl: Employ. Serv. Guar…
Apollo Hospitals

HG
 

14   Apr 18  --     


HG Pstns; Project Pstns






  




Peer & Course Evaluations

15   Apr 25   Projects due at noon by email or in my 3rd floor mailbox by hand, snailmail, or fax 

                    (please confirm receipt)



Assignment for Jan 10

Read Chapter 1 and be prepared to answer questions 2 and 3.
