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CATALOG
DESCRIPTION:

A broad introduction to the strategic and operational management
challenges essential to enhance services provided to customers. Four
main core operational tasks will be explored in deeper detail: Service
concept, designing the service, managing the service operations and
models for service management.

RATIONALE:

Effective operations management is vital to the success of service,
public and “not-for-profit’ sector. Today, service sector constitutes a
large and growing segment of all economies worldwide. Well-designed
service operations systems that are strategically aligned to the
organisation’s strategy and well managed are essential in achieving high
levels of organisational performance. This course focuses on how
business and organisations in the services sector design and manage
robust businesses.

LEARNING OUTCOMES:

As a result of taking this course, the student should be able to:

1. Analyze contemporary theories and methods related to managing
service operations.

2.Examine basic quantitative models that service firms adopt for
managing service operations.

3. Integrate theoretical and practical frameworks for creating and
sustaining synergies among all agents involved in the value chain of a
service system.

METHOD OF TEACHING
AND LEARNING:

In congruence with the teaching and learning strategy of the college, the
following tools are used:

> Lectures, case study analyses and in-class presentations, and the
carrying out of a major research project.

» Office hours held by the instructor to provide further assistance to
students.

> Use of the Blackboard Learning platform to further support
communication, by posting lecture notes, assignment instruction,
timely announcements, and online submission of assignments.

ASSESSMENT:

Summative:
First Assessment: Written project; Individual; 1,500-1,900 50%
words




Final Assessment: examination, essays and/or problem- 50%
solving

Formative:
| Case study analyses and in-class presentations | 0% |

The formative coursework aims to prepare students for the major written
project and the final examination.

The written project tests Learning Outcome 1.

The final examination tests Learning Outcomes 2 and 3.

Students are required to resit failed assessments in this module.
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REQUIRED MATERIAL:
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COMMUNICATION
REQUIREMENTS:

Use of appropriate academic conventions as applicable in oral and
written communications.

SOFTWARE
REQUIREMENTS:

MS Office

WWW RESOURCES:

www.entrepreneur.com

www.ft.com
WWW.iso.com
www.chainstorage.com

www.cstorecentral.com

INDICATIVE CONTENT:
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The Nature of Services and Role of Services in an Economy
Service Strategy

Service Quality

Attaining Total Customer Satisfaction and Building Customer Loyalty
Managing the Customer-Employee Chain

The Service Encounter

The Location Decision

Internet Service

Service Supply Chain Management

. New Service Development and Process Design

. Demand Mgt, Forecasting and Capacity Mgt in Services
. Process Analysis, Productivity and Value Improvement
. Service Operations Scheduling

. Growth and Expansion for Service Organizations




