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COURSE CONTENT



SERVICES: Role, Nature, Strategy
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DESIGNING THE SERVICE ENTERPRISE
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• Service development

• Service supporting technologies

• Service Quality

• Managing process flows

• Process Improvement



SERVICES OPERATIONS MANAGEMENT
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• Capacity and Demand

• Waiting Lines

• Service Supply Relationships

• Services Globalization

• Managing Service Projects



QUANTITATIVE MODELS FOR SERVICE 
MANAGEMENT
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• Capacity Planning and Queuing Models

• Forecasting Demand for Services

• Managing Service Inventory



In a nutshell

• Understand

• Design

• Operate

• Quantitative models



Course objectives

To understand the 
• service markets & customers

• service organization
• How to design

• How to operate

• How to manage
• Processes, 

• People, 

• Other resources

To be able to adjust and 
improve a service 
organization
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Course structure no homeworks

Everything happens in the classroom

including the 10 quiz tests



Course structure – same for Course and Seminar sessions

1. Presenting New Concepts + Applying the Concepts

2. Quiz test (based on previous course/seminar)

3. Presenting New Concepts + Applying the Concepts



Course structure 10 QUIZ-tests
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Course structure 10 QUIZ-tests

• Easy, each QUIZ will have: 
• 10 multiple choice questions with 

• just 1 valid answer

• You are allowed to miss 1 Quiz-test with no penalty on your final grade

• Only your best 9 quizzes will be considered  for calculating your grade 
as an average value of your quiz marks

• You are allowed to miss a maximum of 4 quiz-tests 

• In case you missed more than 4 quiz-tests – no graduation



Getting your grades during the year

• If you completed 10 Quiz tests graded 𝑞1, … , 𝑞10: 

𝑀 = 𝐸 ∗ 𝐴𝑉𝐸𝑅𝐴𝐺𝐸(𝐵𝐸𝑆𝑇9(𝑞1, … , 𝑞10))

Only your best 9 quiz tests will be taken into consideration



Getting your grades during the year

• If you completed 9 Quiz tests, graded 𝑞1, … , 𝑞9:

𝑀 = 𝐸 ∗ 𝐴𝑉𝐸𝑅𝐴𝐺𝐸(𝑞1, … , 𝑞9)



Getting your grades during the year

• If you completed 6 to 8 Quiz tests, graded 𝑞1, … , 𝑞𝑛 , n=6...8

𝑀 = 𝐸 ∗
𝑆𝑈𝑀(𝑞1, … , 𝑞𝑛)

9

so if you participate only in 6 quiz-tests and your score is maximum (10 
points), your average mark M will be only 

60/9 = 6.66



Getting your grades during the year

E=1 if you attend the exam session

E=0 if you don’t attend the exam session

(not attending the exam session – means failing your exam)



The exam session

• There is NO actual examination

• You will have to prepare in advance a 5 minutes .ppt presentation on a theme to be 
established in our last seminar session. 

• You will have to deliver the presentation during the exam session, with your colleagues 
attending your presentation.

• You shall get your last 10% on this presentation. It will be a recap for you and your 
colleagues, before finalizing this course.

• If you miss the presentation, E=0 – you shall fail the exam. 

• If you deliver the presentation, E=1 and your mark shall be established as shown above. 



The final Mark

• FM= 90%*M+10%*E



Please spread the word  on the above !


