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TARGET AUDIENCE 

Students interested in applying the concepts of operations management to the service industry.  We 

consider applications in healthcare, travel/leisure related industries, retail management, retail 

banking, insurance, and call center management.    As such, students with interests in services 

management or management consulting would benefit from the course. 

COURSE MISSION 

1. Discuss means by which new service processes are designed to match market demand. 

2. Foster your ability to analyze services with regards to their ability to deliver on promises. 

3. Provide you with tools to assist in determining appropriate service capacity. 

4. Provide you with tools to assist in service pricing. 

5. Provide you with tools that you can apply to the design and improvement of service quality. 

6. Demonstrate service industry leadership through guest speaker presentations. 

7. Encourage an active, constructively critical posture as consumers of services whose aim is to 

stimulate service providers to improve service quality. 

COURSE SCOPE  

The service sector represents the largest segment of most industrial economies.  In Canada, it 

accounts for 70% of GDP and 76% of employment. Yet over the last 30 years, service sector 

productivity growth has consistently lagged that of the manufacturing sector. In addition, the effects 

of deregulation, technological change, expanding world trade and increasingly sophisticated 

consumers are combining to create new competitive pressures in a variety of service industries, 

ranging from transportation to health care. As a result, issues of operating efficiency and 

competitiveness are becoming more critical than ever for success in service industries. To succeed as 

managers in this environment, you must understand how to effectively organize work, analyze and 

improve operating practices, optimally allocate resources and guide the application of new delivery 

technologies. 

Major service sectors such as health care, banking and financial services, transportation, restaurants, 

hotels and resorts are examined. The course addresses both strategic analysis and operational 

decision making, with emphasis on the latter.  Among the topics covered are: the service concept 

and operations strategy, the design of effective service delivery systems, capacity planning, and 

productivity and quality management.   

COURSE FORMAT 

13 regular sessions 

 


