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1. Course Introduction and Objectives: Since the early 1990s, the service sector has been the backbone of the Indian economy. Though the COVID-19 pandemic had a significant detrimental impact on the sector, the service sector’s contribution to India’s GDP is over 50 percent. The unprecedented growth and transformation of the service sector over the last two decades has created a plethora of employment opportunities. Over the decades, the sector has also been often exposed to vulnerabilities. Nevertheless, it has a unique relevance it has for business and society. It is noteworthy that in most academic and practitioner discussions about operations and supply chains, the deliberations are heavily focused on manufacturing. This elective fills the void considerably. The primary goal of this elective course is to demonstrate to promising and young managers the importance of managing operations in the service sector. Interestingly, there is a notable shift from product-centric business models to new service-centric avatars across industries to sustain success. 
This course addresses both the strategic and operational aspects of managing service systems, with emphasis on the latter. This elective makes sincere efforts to offer a practical approach through the desired skill, attitude, and theoretical knowledge for all future managers interested in designing, implementing, and sustaining efficient, effective as well as sustainable service-related operations.
2. Course Content: The following major topics will be covered in this course:

· Introduction to service, service operations, and distinctive characteristics of service
· KPIs for service operations
· Developing service strategies
· Deploying digital services
· Designing new service delivery processes

· Analysing and improving existing service processes

· Managing demand and capacity in service

· Manging queues in service

· Managing service quality
· Service supply chains.
· Relevant applications of AI in services 

  3. Course Learning Outcomes:  This course has three learning outcomes:

· CLO1: Students should be able to demonstrate an understanding of the fundamental concepts in service operations.

· CLO2:  In a given situation, students should be able to understand and analytically solve service-operation-related business problems.

· CLO3: Students will exhibit voluntary cooperation and teamwork attributes in a group setting to analyze and solve a service operations problem jointly, keeping in mind the ethical responsibilities of conducting business. 
4.  Readings and References:

a. Textbook (TB):
· SERVICE MANAGEMENT: Operations, Strategy and Information Technology by J.A. Fitzsimmons and M.J. Fitzsimmons, 8e / latest Indian edition, McGraw-Hill, 2015.
b. Reference Books: 
· SERVICE MANAGEMENT: Theory and Practice by J.R.Bryson, J Sundbo, L. Fuglsang, O, Daniels, Palgrave Macmillan, 2020.

· Service and Operations Management, by Cengiz Haksever and Barry Render, World Scientific, 2020.

c. Additional Study Materials:
· This includes cases/articles/exercises, as required, will be distributed during the course administration.
5. Pedagogy and Student Workload:

The following pedagogies will be adopted for more effective learning.

· Lectures
· Case study analysis & discussions.
· Business articles on service operations

· Modelling and problem-solving
· Short videos 

· Student-based field projects (group activity)

· Guest speakers from the industry, if found suitable
It is expected that every week students are prepared with the study materials/specific instructions before the session and dedicate at least 5-6 hours per week for self-study.
Group Field / Research Project:

There is a group assignment as part of this course. Every group will do a field project or research project (with prior discussion and agreement) indicated by the instructor at the beginning of the course (within first 3 sessions). The group will be responsible for reading the subject material related to the project in advance and preparing for the field/research work. It is desirable that the groups select different topics not overlapping with each other.

The firm/ business process selected for this project by each group has to be different within a section.

A group can study any OM related topic in a service organization (hotels, hospitals, clinics, bank branches, insurance firms, gas stations, vehicle service centres, airlines, airports etc.).
6. Tentative Session Plan: (Each session is of 90 minutes)
	Session Number
	Topics/Activities
	Reading/case list etc.

	1,2
	 Definitions of Service & its role in the economy
	 Chapter -1 of TB

	
	 The nature of service
	 CASE: Village Volvo (TB)

	3,4
	 Service Strategy
	 Chapter -2 of TB
The DEA model to measure service productivity (Ch-7 Supplement of TB)

	5,6
	New service development – service blueprinting
	Chapter -3 of TB
CASE: 100 Yen Sushi House

	
	Digital transformation

of services
	CASE: amazon.com (TB)

	7,8
	Service quality
	Chapter -6, 7 of TB
CASE: Balanced scorecard (BSC) / Article to be decided

	9
	The service encounter – service delivery process
	Chapter -4 of TB

	10
	Support facilities – process and layout
	Chapter -5 of TB
CASE: Health Maintenance Organization A, B (TB)

	11,12
	Service facility location
	Chapter -8 of TB
CASE: Athol Furniture, Inc. (TB)

	13
	Forecasting demand for services
	Chapter -14 of TB

CASE: Oak Hollow Medical Evaluation Center (TB).

	14
	Challenges of managing capacity and demand
	Chapter -11 of TB



	15-17
	Psychology of waiting - queuing models
	Chapter -13 & Supplement of TB

Monte Carlo Simulation

	18
	Service supply relationships
	Chapter -9 of TB

CASE: TBD

	19
	Relevant applications of AI in services
	Class Notes

	20
	Guest Lecture
	TBD

	21
	Group presentation
	Group Project


 
TB: Textbook
TBD: To be decided
7. Assessment Scheme:
	Component
	Weightage (%)
	Assessment of CLOs

	Quizzes 1 and 2 (@15%)
	30
	CLO1 CLO2 ClO3

	Group Project – soft copy submission and presentation
	20
	CLO1 CLO2 ClO3

	End-Term Examination
	40
	CLO1 CLO2 ClO3

	Class participation and
	10
	CLO1 CLO2 ClO3

	attendance
	
	

	Total
	100
	


8. Academic Integrity: (Please refer to the Student’s Manual of Policies for further details)
· Students are expected to come to class on / before time. Late coming to class is not permitted.
· Students must carry the textbook (along with notebook, pen and a calculator) to all the sessions. In some sessions, laptop will be required, for which prior intimation will be given.
· Leaving the classroom when the session is in progress is strictly prohibited, except in case of medical emergencies, and with the prior permission of the faculty. 
· All personal needs to be completed before attending the class.
· Any plagiarism found in the submission (including reproduction from books, online sources, journals, or from peers without citing source) will be awarded zero in that component.
· No make-up online quiz will be given. Therefore, absence from quizzes is strongly discouraged.
· Participants are expected to follow the evaluation plan and avoid any violation of the evaluation components. There is no provision of re-examination for the missed components.
· The utmost care will be taken to maintain class decorum, transparent conduction of evaluation components, and follow the evaluation norms as per the manual of policy.
· There is ZERO tolerance for any malpractice during the classroom proceedings or the various evaluation components.
· The instructor reserves the right to modify the sequence of sessions and make minor alterations in the course outline and/or evaluation component(s) during the timeline of the course administration.
9.  Mapping Course Leaning Outcomes (CLO) with the Program Learning Goals (PLG)

	PLG#
	Program Learning Goals
	Trait
	Addressed by Course

	
	
	
	Yes
	No

	PLG 1
	Functional and Business Skills
	The students will demonstrate an understanding of elements of all functional areas. 
	ü
	

	PLG 2
	Analytical Skills
	The students will use analytical techniques to identify a business problem, and suggest a solution 
	ü
	

	PLG 3
	Collaboration and Teamwork Attributes
	The students will exhibit voluntary cooperation and effective teamwork in a group setting 
	ü
	

	PLG 4
	Ethical Responsibility
	The students will understand the ethical complexities of conducting business. The students will adopt techniques in scenarios involving ethical dilemma and offer resolution 
	ü
	

	PLG 5
	Communication
	The students will produce reasonably good quality business documents. The students will become effective and confident communicators 
	ü
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