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Overview
	Relationship management is a systematic process for coordinating critical business interactions so as to increase trust and inter-dependence and add value to the organization. Overseeing these relationships and ensuring that they continually add value to the individuals and organizations involved, is the purview of relationship management. 

As globalization and diffused networks of people and companies have combined, relationship management challenges have grown beyond the skills of managers and organizations that draw upon traditional education and training models. 

The purpose this course is to explore, discuss, and put into context, the many variations and complex manifestations of Relationship Management (RM) in the 21st century Corporation. Students will be exposed to both theoretical models and practical case studies to more fully develop a set of knowledge and skills to help them with RM related issues.

Prerequisites

As an elective course in the MSIS program, it is expected that this course will be taken towards the end of the degree program and therefore that the student will have already taken the required organizational theory (MGT680) and information technology courses through and including Managing the IT Resource (MIS750). 


Relationship of Course to Rest of Curriculum

Learning Goals

	After taking this course, the student will be able to:

· Identify the fundamental issues involved in relationship management (RM) in general and in the specific application to IT outsourcing engagements.
· Explain the components of a relationship, e.g. trust, history, future cooperation.
· Outline the various aspect of relationship management that influence the success or failure of a relationship
· Formulate the design of a strategy for managing relationships
· Optimize a relationship management plan for an outsourcing engagement

· Design and apply a mitigation plan for managing RM challenges.
· Determine the factors which contribute to virtual distance and influence RM.
· Identify RM issues related to off-shore sourcing.
· Evaluate strategies for RM.
· Select and justify a service provider based on RM factors.
· Formulate a relationship map, including evaluating strength of relationships.
· Formulate a comprehensive strategy for RM.
The                  


Pedagogy

	The course will employ lectures, class discussion, in-class presentations of research, homework, midterm project and final project. Students will prepare team presentations for class, consisting of the reading and analysis of a journal article. In the midterm project students create relationship maps. In the final project, students prepare a strategy for relationship management in a specific sourcing situation.


Required Text(s)

	Lojeski and Reilly, Uniting the Virtual Workforce, Wiley, 2008


Required Readings

	Journal articles will be assigned for each week. These articles may change each term, and will be assigned throughout each course semester.


Recommended Readings

	“Kiss, Bow or Shake Hands” by Terri Morrison and Wayne A. Conaway. (ISBN-13: 9781593373689) Adams Media Corporation.
Other articles will be posted on class web site.


Assignments

	The course will emphasize class discussion and the application of the techniques under discussion. The first and most important assignment is to come to class prepared by having read the assignment and ready to discuss the concepts and their application to your own organization.
1. Project one – Team presentation on a specific journal article

2. Project two – Individual creation of a relationship map
3. Final Project – Presentation of a strategy for relationship management

4. Class participation – Attendance and participation are important aspects of this class. Each student should be prepared by having read and considered the value of each article, and be ready to apply the concepts.


The assignments and their weights are as shown below:

1. Project one




25%

2. Project two




25%

3. Final project




30%

4. Class participation



20%
TOTAL





100%

All assignments are due as noted. In fairness to others, late work will be penalized (anticipated to be 10% per week overdue).

Ethical Conduct

	The following statement is printed in the Stevens Graduate Catalog and applies to all students taking Stevens courses, on and off campus.

“Cheating during in-class tests or take-home examinations or homework is, of course, illegal and immoral.  A Graduate Academic Evaluation Board exists to investigate academic improprieties, conduct hearings, and determine any necessary actions.  The term ‘academic impropriety’ is meant to include, but is not limited to, cheating on homework, during in-class or take home examinations and plagiarism.“

Consequences of academic impropriety are severe, ranging from receiving an “F” in a course, to a warning from the Dean of the Graduate School, which becomes a part of the permanent student record, to expulsion.

Reference:  
The Graduate Student Handbook, Academic Year 2003-2004 Stevens

Institute of Technology, page 10.

Consistent with the above statements, all homework exercises, tests and exams that are designated as individual assignments MUST contain the following signed statement before they can be accepted for grading. ____________________________________________________________________ 

I pledge on my honor that I have not given or received any unauthorized assistance on this assignment/examination. I further pledge that I have not copied any material from a book, article, the Internet or any other source except where I have expressly cited the source.

Signature ________________



Date: _____________

Please note that assignments in this class may be submitted to www.turnitin.com, a web-based anti-plagiarism system, for an evaluation of their originality. 




Course Schedule (tentative)
	
Subject
	
Details and Assignments 

	Introduction and Trends
(Lectures 1, 2)
	· Intro to Sourcing

· Theoretical Foundations in transaction cost economics

· Definitions

· IT Outsourcing vs. other functions

· History

· Growth

· Off-shore vs. Not

· Utility Computing
· Intro to Relationship Management

Reading Assignment week 1 – All students: Lojeski & Reilly Chapter 1
Reading Assignment week 2 – All students: Deloitte article; Cullen article
Week 2 - Team 1 Partner Assignment: Present Report for Deloitte and Lead Discussion

	Understanding Trust

(Lecture 3)
	· How Trust Affects Relationship
· Proper Communications for Building Trust

Reading Assignment week 3 – All students: Lojeski & Reilly Chapter 2; Falcao, Galford, Gratton articles

	Understanding Virtual Distance

(Lecture 4)
	· What is Virtual Distance

· Elements of Virtual Distance
Reading Assignment week 4 – All students: Lojeski & Reilly Chapter 3; Taylor article

	Measuring
(Lecture 5)
	· Measuring Virtual Distance

Reading Assignment week 5 – All students read Levina & Vaast article; and “The Challenger Launch Decision” articles
Week 5 - Team 2 Partner Assignment: Present Report for Levina & Vaast, and Lead Discussion

	Mapping
(Lecture 6)


	· Mapping Virtual Distance

Reading Assignment week 6 – All students read Lojeski  &Reilly Chapter 4;  Homan (HBR “Have You Mapped Your Key Relationships?”) article 

	Mapping

(Lecture 7)


	· Mapping Virtual Distance - exercise
Reading Assignment week 7 – All students read HP: Managing Relationship Equilibrium article
Week 7 - Team 3 Partner Assignment: Present Report for HP: Managing Relationship Equilibrium, and Lead Discussion

	Mapping

(Lecture 8)
	· Presentation of Relationship Maps

Assignment due week 8: Project 2 (Student Relationship Maps) - All students present

	Managing
(Lecture 9)
	· Managing Virtual Distance
Reading Assignment week 9 – All students read Lojeski & Reilly Chapter 5; Enlow article; and CMR: Relational Quality article

Week 9 - Team 4 Partner Assignment: Present Report for CMR: Relational Quality article, and Lead Discussion

	Strategy Creation 1

(Lecture 10)
	· Creating Strategies for Relationship Management – Teams & Leadership
Reading Assignment week 10 – All students read Lojeski & Reilly Chapters 6,7; and HMU: Art of Managing Virtual Teams article

	Strategy Creation 2

(Lecture 11)
	· Creating Strategies for Relationship Management – Innovation & Teams
Reading Assignment week 11 – All students read Lojeski & Reilly Chapters 8, 9; and Reilly, Leadership in Virtual Teams article

	Futures & Summary

(Lecture 12)
	· Creating strategies for relationship Management

Reading Assignment week 12 – All students read Lojeski & Reilly Chapters 10

	Final Project

(Lecture 13)
	FINAL PROJECT DUE: Strategy Plan
Assignment due week 13: Final Project (Student Strategy Plans) - All students present


This is an elective course in the MSIS and MBA programs as well as part of a four-course concentration, major or certificate in outsourcing. The other courses are: MIS650 IT Outsourcing Governance, MIS651 Legal Issues in IT Outsourcing and MGT654 Organizational Change and Development. This course covers specialized relationship management concepts and skills needed to appropriately manage the IT sourcing engagement. Successful completion of the course allows the student to achieve a useful level of specialized management knowledge. The process of sourcing raises many managerial issues: ethics in contractual and intellectual property rights matters, management of virtual teams, cultural differences in organizations and locations, designing strategies for IT to enable competitive advantage, etc. This class is designed to focus on the relationship management aspect of outsourcing.
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