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Course Description

The service sector represents the largest segment of most  industrial economies. For example, in the U.S., it accounts for approximately 70% of GDP and 80% of employment. Operational excellence is critical for success in many service industries today, and its importance is increasing due to industry deregulation  (e.g. transportation, banking, communications, energy, health care),  global competition and rapidly evolving information technology. However, understanding service operations is not easy. Services are intangible, highly variable, not storable or transportable and often involve distributed operations with a significant amount of customer contact. This means that most service operations end up looking quite a bit different than manufacturing operations, and they often require specialized analysis frameworks and tools. 

In this course, we will introduce several tools for analyzing service operations and examine approaches for achieving operational competitiveness in a service business. We will apply these tools and ideas to cases from service sectors such as health care, banking and financial services, restaurants, hotels and information-based services. In addition, you will have the opportunity to apply ideas from class to a group project on a topic of your choice. 

This course addresses both strategic analysis and operational decision making, with emphasis on the latter. Among the topics we will cover are: the service concept and operations strategy, service delivery system design, productivity and quality management, response time (queuing) analysis, capacity management and yield management. 

Prerequisites

The prerequisites for the course are  45-733 (Probability and Statistics I), 45-760 (Quantitative Methods for Management Science) and 45-765 (Production and Operations Management).

Methods and Materials

All readings and cases are contained in the course pack. Additional readings and assignments will be handed out in class as needed. The course involves a mixture of lectures and case discussions. The workload consists of class participation, group presentations to the class on various case assignments and a final group project presentation. 

Textbook

There is no required textbook for the course. However, there are a number of reference books on reserve in the library. The list of reference books will be distributed the first week of classes. 

Requirements and Grading

Your grade in the course will be based on both your individual and group efforts and performance. I will try to assess your understanding of the tools and concepts covered, your ability to integrate and apply them, and your contributions to the class's learning experience.  To do this, I will weight various activities in roughly the following manner: 

Case Presentation Assignments   40% 

Class Participation                       20% 

Group Project                               40% 

Case Presentation Assignments: There will be five presentation assignments, which are primarily case analyses that exercise your skill in using the technical material of the course. You are to do these in groups (at most four students per group) and prepare one presentation for possible use in class. A hard copy of your presentation should be turned in to me at the start of class. Your analysis and presentations will be graded  on a 10-point scale. Since the main purpose of these assignments is to provide a chance for you to apply specific analytical techniques, a fair amount of latitude is given for errors. 

Class Participation: Reading materials from the text and/or the casebook are assigned for most class sessions. The assigned material should be read before class to facilitate comprehension and discussion of the material. If a case study is assigned for class, you should read the case thoroughly to understand fully the pertinent facts and the situations and issues raised.  We will discuss and analyze the readings and the cases together in class. It is important that you strive to be a vital contributor to class discussions. Because your case preparation will be done in groups, I will call on groups at  random to discuss their analysis of the various cases. One group will also be selected as designated questioners (simulated clients) to respond to the presenting group's analysis. I also expect you to contribute individually, even if your group is not called on directly. Your class participation grade will be based on both the quantity and quality of your class discussion. 

Group Project: The intention of the group project is to allow you to apply (or expand on) the ideas you have learned in an area of special interest to you. It is intended as a form of facilitated self-service, in which we guide you through a significant course of self-study. Groups are to consist of 2-4 students only. Any exceptions must be approved in advance. 

Here are some suggested generic types of reports you can consider: 

(i) Service Diagnosis/Problem-Solving - This type of project involves a specific application of methodology from class to solve (or at least understand) a service operations problem.

(ii) New Service Business Operations Plan - For the entrepreneurs in the class, this is your opportunity to lay out an operations plan with supporting analysis for a new service business.

(iii) Methodology Study - This is a good choice for groups that want to delve deeper into some particular methodological area covered in class.

(iv) Industry/Company Profile - A report which describes an industry, the key operational problems in that industry, how various firms have managed these operating problems, etc.. Alternatively, the report may focus on a single firm, describing its service concept, competitive position, the main characteristics of its operations, key operational choices it has made, operational policies, etc. 

You will be required to do a group presentation and turn in a hard copy of your analysis and presentation at the end of the semester (date TBA).

Course Outline

	Week 
	Lecture

	1  
	Introduction and course administration.

What makes service operations different? The service operations challenge.

The service as an operating system. Strategies for leveraging value over cost in service delivery.

	2  
	Cases: Benihana, Shouldice Hospital

Productivity measurement. Data envelopment analysis (DEA): theory and examples.

	3 
	Case: Nashville National Bank

DEA (continued). Quality management in services.  Factors that influence customer perception of quality. Service failure and recovery.

	4
	Case: AT&T Universal Card Services

Capacity planning and queueing systems analysis. Queueing models and performance measures

	5
	Case: Caruso’s Pizza

Call centers and teleservicing.

	6
	Case: NationsBank Reinvents the Phone Channel

Revenue (yield) management. 

	7
	Case: American Airlines: Revenue Management

Course wrap-up and project presentations.

	8 
	PROJECT REPORT DUE


