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	Course Description

	· This course, aimed at both students and practicing managers, provides a comprehensive and balanced introduction to service operations management. Building on the basic principles of operations management, the authors examine the operations decisions that managers face in controlling their resources and delivering services to their customers.
· Designed specifically to better serve the needs on services-orientated operations management.
· Operations management is set within the wider business context, recognizing the impact of other management functions and covering wider issues, such as organizational culture and design, people issues, and customer relationships.
· Covers international examples from different types of organizations, such as: the Internet, public and voluntary sectors, mass transport services, professional services, retailers, internet services, tourism and hospitality. 
· Topics discussed will identify key operations management issues and provides definitions of key terms, real world illustrations, chapter summaries, case exercises, further reading and questions.

	Course Objective

	Combining a unique practical approach with a detailed theoretical underpinning, this course provides tools, frameworks and techniques for operational analysis and improvement and set operations management within the wider business context, bringing a valuable 'real world' perspective to this growing area.

	Teaching Format

	Lectures, case studies and written exams.


	Grading Standard

	Midterm and Final Exam each 30%, group minicases presentations 10%, Group project 15%, individual project 15%.

	Reference/Text

	· Service Operations Management, Johnston and Clark, 2008, ISBN-10: 1405847328, Prentice Hall, (3rd Edition).
· Lean Hospitals: Improving Quality, Patient Safety, and Employee Engagement, Graban, 2011, ISBN-10: 1439870438, Productivity Press, Second Edition.

	Course content/ Progress / Documents

	Week 1: Introduction to service operations management.
Week 2: The service concept.

Week 3: Customers and relationships.
Week 4: Customer expectation and satisfaction.

Week 5: Managing supply relationships.

Week 6: Service processes.

Week 7: Service people.

Week 8: Resource utilization

Week 9: Midterm

Week 10: Network, technology and information.

Week 11: Performance Measurement.

Week 12: Linking operations decisions to business performance.
Week 13: Driving operational improvement
Week 14: Service strategy

Week 15: Service culture.

Week 16: Final project presentations.

Week 17: Final project presentations.

Week 18: Final Exam.
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