
Course Overview 

Increasingly, the competitiveness of products and services in the global economy is 
measured not only by individual product or service characteristics but by the efficiency 
and responsiveness of the supply networks of products and services in catering to 
differentiated customer requirements. In the face of shrinking product life-cycles, 
differentiation and diversification of customer requirements, and cost transparency and 
accountability, there is constant focus on supply chain efficiency and effectiveness. For 
supply chain managers, this translates to a need for managing and monitoring, with a 
strategic view, the partnerships in the supply chain to sense opportunities for 
improvement and growth. Operationally, this also translates to the need for balancing 
customer service requirements with the costs of operating the supply chain. 

On the other hand, in this age of temporary advantage, the success of supply networks in 
consistently matching or exceeding the requirements of the customer hinges, not only on 
the effective production and distribution of products, but also on sustained excellence in 
the management of the critical service interfaces with the customer. The service-sector 
economic activity now accounts for more than 68% of the US GNP and about 80% of 
employment. The sector is in similar high standing in many other countries. Nevertheless, 
overall productivity in the service sector is deceptive and indices of customer satisfaction 
for services are below average, below those registered for products. Many experts agree 
that one of the major reasons for this imbalance is the lack of an effective framework for 
service management. In order to manage this stake of the world economy effectively (and 
profitably), several activities have to be uniquely and creatively tailored to meet the 
specific requirements of each segment of the service industry. 

This course offers an integrated and seamless view of the management of supply 
networks of products and services. It emphasizes issues that represent distinctive 
challenges for managers in organizations that are built around and within broad supply 
networks. It is designed to focus equally on the "macro" issues involving strategic vision 
and roadmaps, as well as on the "nuts and bolts" aspects of running and improving day-
to-day operations in production and service facilities. Two themes will emerge from the 
class discussions: (i) a structure or foundation for designing and managing broad supply 
chains that relies on the fundamental concepts in inventory management, the value of 
information, on (international) logistics management, and (ii) a framework for service 
management that illuminates critical concepts such as service vision and characteristics, 
management of customer satisfaction, customer loyalty, design of the delivery system, 
the service encounter, matching supply and demand, among others. 

The course is based on lectures, on cases (domestic and international) and on readings 
from various leading journals and publications. In addition, there will be a number of 
guest speakers presenting their personal experiences on various aspects of the service 
industry and supply chains. 



Course Materials 

You are required to purchase the readings before classes begin. Students are requested to 
browse through their course-packet when they purchase it to make sure that they have 4 
separate packets that are bundled together under the 15.778 heading: 

1.	 Volume I for Sessions 1-6 
2.	 Volume II for Sessions 7-12 
3.	 Volume III for Sessions 13-19 (excluding Session 14) 
4.	 McGraw-Hill booklet for Session 14 

The course-packet is a compilation of diverse material that includes 

1.	 the instructor's core teaching material on service management and chapters from 
text-book sources, 

2.	 select chapters (50% of the published book) from the core text-book for the class 
on supply chain management, 

3.	 case materials that will be used to illuminate key issues, and 
4.	 articles from prominent journals, and magazines that address concepts highlighted 

in each class. 

As such, the course-packet represents a state-of-the-art integration of relevant material 
from the topics of supply chain management and services management, delivered in the 
most economical means possible. In Section VI of the syllabus, we have indicated the 
readings for each session of the class. The materials under the Required Reading 
category for each session have been assigned to be read and evaluated carefully before 
the class. The materials under the Suggested Reading category may only be skimmed. 
Further, some readings that are relevant to more than one session appear again as 
Previous Class Readings, and these are to be reviewed for the current session. Finally, 
the materials under the Class Handout category will be distributed in class to support the 
class discussions; these readings are not supplied through the course-packet. 



Grading 

Students will be evaluated by the following criteria: 

ACTIVITIES PERCENTAGES GROUP SIZE 

British 
Airways I 
case analysis 
* 

20% 3 or 4 

Ritz-Carlton 
case analysis 
* 

20% 3 or 4 

Merrill Lynch 
case 
analysis ** 

20% 3 or 4 

Call Center 
Interface case 
write-up ** 

10% 3 or 4 

Barilla (A) 
case analysis 
** 

20% 3 or 4 

Class 
Participation 30% Individual 

* Choose any one ** Assignments required 

Class Participation 

Students must be prepared for class and participate in the class discussions. Evaluation of 
student participation will be based substantially on the quality of a student's comments 
and particularly to their relevance to the topic under consideration. 

Help 

The instructor and the teaching assistant will be available for discussion outside class 
hours. You should feel free to call and arrange meetings. 



II. Written Assignments 

Case Analyses 

Students will submit a written analysis of the following three cases and one reading. 

1.	 British Airways I OR Ritz Carlton (20%) 
2.	 Merrill Lynch Supernova (20%) 
3.	 Call Center Interface write-up (10%) 
4.	 Barilla (A) Case (20%) 

Please see section 3 of this document for more details. Case write-ups are to be done in 
groups of 3-4 students. Please contact the T.A. in case you have difficulty finding a 
group. 

Note: Group work is encouraged because it often generates a thorough and diverse 
analysis of relevant issues. Even though there are strict limits on the sizes of groups for 
the written assignments, you should feel free to discuss the cases and written assignments 
with anyone except with students who have already taken the course. 

III. Suggestions for Analyzing Cases 

The goals of analyzing cases are threefold: 

1.	 To provide a real-world frame of reference within which to apply theory and 
concepts. 

2.	 To learn to reason well with available data. 
3.	 To learn to identify the most important issues and express ideas concisely. 

We recommend that you read the case at least twice. The first reading should be a quick 
skimming of the text in the case. It should provide a broad view of the subject matter and 
the type of data the case contains. 

Subsequent readings will give you a sharper picture of the business issues and should 
help you integrate information in the exhibits. As in real life, some of the exhibits will be 
superfluous. However, others will contain critical information. You will often have to 
process this data further in order to extract the most useful conclusions. 

Initial Analysis 

Gain a feel for the broad issues: 

1.	 What sort of organization is the case about? 
2.	 What core product(s) and service(s) are provided? 
3.	 What is the nature of the industry? 
4.	 What problems does management face? 



Subsequent Readings 

Underline key points and make notes as you go: 

1. What decisions need to be made, and by whom? 
2. What are the objectives of the organization and its members? 
3. What are the relevant resources and constraints? 

Developing Recommendations 

Identify some alternative strategies and courses of action. What are the pros and cons of 
each? Try to apply concepts from the course. Consider the implications of each strategy 
for the organization, including responses by competitors if applicable. 

Group Efforts 

Students must work in teams of 3 or 4 for case write-ups. We also encourage the use of 
study groups in preparing the other cases for class. However, in the early stages of case 
preparation, the best results are typically achieved by working alone; a well-prepared 
study group is the most effective. 

Except where write-ups are concerned, the goal of a case study group generally should 
not be to reach a consensus on the issues. Rather, it should be to broaden, clarify, and 
redefine your own thinking; and to help others do the same. 

Special Note for 2-page Write-up 

For the 2-page write-up on the Call Center Interface (see Section VI, Session 13), the 
goals and objectives are the same as those for the case write-ups. However, since this 
case deals with a specific problem or issue within an organization, students can focus 
their attention on answering only the questions asked on the short case; these questions 
are provided in Section VI, under the heading "Session 13". 

Grading 

For the written assignments (including the 2-page call center write-up), students will 
receive a grade between 0 and 5 for each of three separate criteria. The total grade for the 
analysis will be the sum of the three separate grades. The three criteria are: 

1. Coverage / Problem Identification 
2. Recommendations / Conclusions 
3. Readability of the Document 

In order to be consistent with our third goal the case write-ups, unless marked specifically 
as a 2-page write-up, are not to exceed 5 pages (double-spaced, margins of at least one 
inch, font size of 12-point). Students will automatically lose one point for each page 



exceeding the page limit. Students have the option of preparing up to two exhibits to be 
submitted with the case analysis. These exhibits may include graphs, calculations, and 
diagrams that help clarify issues discussed in the written analysis, and have to be 
referenced in the text. Space used for the exhibits does not count towards the 5-page 
limit. 

Please note that for the 2-page write-up on call-center interfaces the page limit is 2-pages. 
Students again have the option of submitting up to two exhibits again, similar to those for 
the case write-ups. Space used for the exhibits does not count towards the 2-page limit. 

IV. Guide to Evaluation of Case Write-ups 

Case write-ups will be evaluated along three dimensions: 

Coverage / Problem Identification 

1.	 Identify the problems with the current operation, the source of its success, or both. 
2.	 Discuss the relevant issues supported by information in the case using a 


framework learned in class or another course. 

3.	 Answer the questions that were asked in the case (excluding recommendations). 

Recommendations / Conclusions 

1.	 Make recommendations to the firm's management. 
2.	 Analyze the risks and problems faced by the firm that adopts these 


recommendations. 

3.	 Provide a strong foundation for your recommendations - sound reasoning and 

empirical / anecdotal evidence. 
4.	 Suggest opportunities that the firm should exploit.  

Readability of the Document 

1.	 Organize the write-up coherently. 
2.	 Use proper spelling and grammar and a polished writing style. 
3.	 Use boldface, underlining, itemized lists, etc. to stress key points and structure 

ideas. 
4.	 Adhere strictly to the limit. 
5.	 Thoughtfully present exhibits, tables, graphs, etc. (only if relevant). 
6.	 Consider the paper as the service and the readers as the customers. 

Case write-ups are to be submitted to the TA before the class when they are due. 

Special Note: As mentioned in the previous section, for the 2-page write-up on call-
centers, the evaluation will be based primarily on the students' responses to the questions 
asked on the case. These questions are provided in Section VI, under the heading 
"Session 13". 



Student / Faculty Contract 

Building a productive, challenging and enjoyable learning environment requires the 
special effort of students and professors alike. Please consider the following expectations: 

Student's Obligations 

1.	 Be fully prepared for each class. 
2.	 Attend class consistently throughout the term. 
3.	 Participate regularly in class discussions. 
4.	 Listen attentively to other students' comments. 
5.	 Have name card consistently and clearly displayed. 
6.	 Arrive promptly before each class session begins. Late arrivals distract other 

students and are disconcerting to guest speakers. 
7.	 Hand in assignments on the due date. 

Professor's Obligations 

1.	 Clearly communicate expectations about student performance. 
2.	 Be prepared for class. 
3.	 Be accessible to students. 
4.	 Orchestrate class discussion in a way that maximizes learning by all. 
5.	 Finish class on time. 
6.	 Provide prompt feedback to the class as a whole, and to individual students, 

whenever necessary. 

T.A.'s Obligations 

1.	 Evaluate assignments according to clearly communicated expectations. 
2.	 Return assignments within a reasonable period of time. 
3.	 Be accessible to students. 
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