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Catalog Description 

	SME 610 is a comprehensive course in service management that covers the critical service science concepts for managers with emphasis on the global marketplace. Topics include concepts of service science, design and engineering of services, managing global services, human dimensions in service management, and ethical considerations.  The course includes examination of service management case studies and relevant articles about emerging global service trends.
Prerequisites: None


Introduction to Course

	SME 610 approaches the topic of Service Management from a global perspective.  It will provide students with the requisite knowledge in the emerging field of Service Science and in particular service strategy and will quality them for a wide variety of jobs in the Service Industry. The course was designed to achieve the following;

Objectives:

1. Educate managers and professionals on all aspects of service management leveraging industry best practices

2. Maintain process instructions to guide service management on a continual basis

3. Prepare students to manage global services 




Learning Goals

	The student will be knowledgeable in the domains of service management, and in their global application.  Knowledge domains are:  nature of service businesses, service management, service design and engineering, managing global services, human dimensions in global service management, considerations in global law and regulation, and ethical considerations in global service management.


Pedagogy

	The course will employ lectures, case studies, class discussions, two individual assignments, and one team project. Students will critically evaluate and discuss service management concepts and prepared cases. Guest speakers with relevant experiences will be invited to the class.


Required Text(s)

	James A. Fitzsimmons & Mona J. Fitzsimmons.  Service Management: Operations, Strategy, Information Technology.  2007.  McGraw-Hill.  ISBN-13: 978-0071263467    


Required Readings

	Robert C. Ford, et al., Strategically crafting a customer-focused culture: an inductive case study.  Journal of Strategy and Management, Vol. 1 No. 2, 2008

pp. 143-167
Volker Mahnke, Jonathan Wareham, Niels Bjorn-Andersen, Offshore middlemen: transnational intermediation in technology sourcing.  Journal of Information Technology (2008) 23, 18–30 & 2008 JIT Palgrave Macmillan Ltd.

David Solnet and Jay Kandampully, How some service firms have

become part of “service excellence” folklore - An exploratory study. Managing Service Quality, Vol. 18 No. 2, 2008, pp. 179-193
Sara Sandstrom, Bo Edvardsson, Per Kristensson, and Peter Magnusson, Value in use through service experience, Managing Service Quality, Vol. 18 No. 2, 2008, pp. 112-126
Dan Padgett and Michael S. Mulvey, Differentiation Via Technology: Strategic Positioning of Services Following the Introduction of Disruptive Technology, Elsevier Journal of Retailing 83 (4, 2007) 375–391



Additional Readings

	Marvin E. Gonzalez, Rene Dentiste Mueller, and Rhonda W. Mack, An Alternative Approach in Service Quality:  An e-Banking Case Study.  The Quality Management Journal, 2008, 15, 1
Yiche Grace Chen and Pi-Feng Hsieh, A Service-based View of Porter’s Model of Competitive Advantage, International Journal of Management, March 2008, 25, 1
Saara Pekkarinen and Pauliina Ulkuniemi, Modularity in developing

business services by platform approach, The International Journal of Logistics

Management Vol. 19 No. 1, 2008 pp. 84-103

R.C. Basole and W.B. Rouse, Complexity of service value networks: Conceptualization and empirical investigation, IBM Systems Journal, Vol 47, No 1, 2008
S. Alter, Service system fundamentals: Work system, value chain, and life cycle, IBM Systems Journal, Vol 47, No 1, 2008



Assignments

	
	Assignment
	Description
	Percentage of Grade

	1
	Analysis of Case Studies

	Three (3) case studies will be distributed during the semester.  Analysis will include critical review of the management decisions presented in the respective case, followed by the student’s recommendations to management.  Case study write-ups should be 3 pages in length.
	20%

	2
	Mid-Term Exam
	An in-class essay exam will be given.  Questions will be drawn from all course materials including lecture notes, journal articles, text, and instructor commentary.
	20%

	3
	Group Project
	Students will be placed into groups by the instructor and provided with a series of Service Management questions.  Groups will present their answers in class.
	20%

	4
	Final Paper
	Students will select a topic in Service Management, conduct research on the topic, and present their findings in a paper of no less than 10 pages.  Papers include appropriate indication of source materials, presented in APA referencing format. 
	30%

	5
	Participation
	Class participation and sharing of real life experiences are part of the learning process in this class.  Attendance is a part of class participation and students are expected to attend all classes.  
	10%

	
	      Total:
	 
	100%


5. Submission of Assignments

All assignments must be submitted in electronic form to the following email address: paul.rohmeyer@stevens.edu   Assignments will only be accepted if they are submitted by the due date. 

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 

	Week
	Topic
	Readings
	Homework

	1
	1 – Introduction
	Fitzsimmons Ch. 1, 2
	

	2
	2 – Service Foundations
	Fitzsimmons Ch. 3
Article:  Solnet

	

	3
	2 – Service Foundations
	Fitzsimmons Ch. 5
Article:  Sandstrom

	CASE STUDY 5.1: Amazon.com

	4
	3 -  Designing and Engineering Global Services
	Fitzsimmons Ch. 4
	

	5
	4-Managing Global Services
	Fitzsimmons Ch. 6
Article:  Mahnke
	CASE STUDY 5.2:  Evolution of B2C E-Commerce in Japan

	6
	5-Human Dimensions of Global Service Management (Part A)
	Fitzsimmons Ch. 8, 13
Article:  Ford
	

	7
	MID-TERM EXAM
	
	MID-TERM EXAM

	8
	5-Human Dimensions (Part B) – Managing Service Initiatives
	Fitzsimmons Ch. 15
Article:  Padgett
	

	9
	6 – Global Law and Regulation in International Service Businesses
	Fitzsimmons Ch. 14
	

	10


	GROUP PRESENTATIONS
	
	GROUP PRESENTATIONS

	11
	7 – Ethical Considerations in Global Service Management
	Fitzsimmons Ch. 16
	CASE STUDY 15.1:  Info-Systems Inc.

	12
	8 – Global Service Management in Practice
	Fitzsimmons Ch. 7, 17

	

	13
	Discussion of Final Papers
	
	FINAL PAPER

	14
	Conclusions
	
	


Description of Course Modules:

	1. Introduction

a. Trends Towards Globalization

b. Growth of Service Industries

c. Trends Toward Service Orientation

d. Understanding Outsourcing

e. The Fundamentals of Contracting
	The first module examines trends in globalization and the corresponding growth of Service Industries.  The trend towards Service Orientation is explored as well as introduction to the nature of Outsourcing and Contracting.

	2. Foundations; What are Service Businesses? What is Service Management?

a. The Service Philosophy

b. Comparing “Service Management” and “Project Management”

c. Economics of Services; Business Value; Understanding Value Metrics, Managing with Service Metrics

d. Innovation in the Design of Global Services

e. The Global Leadership Challenge; building a cross-border business vision
	This module defines the concepts of Service, Service Businesses, and Service Management.  Economics of Services are studied including concepts of Business Value; Understanding Value Metrics, Managing with Service Metrics.  Emphasis is placed on Innovation in the Design of Global Services.

	3. Designing and Engineering Global Services

a. Service Strategy and Design

b. Systems Engineering Concepts

c. Standards

d. Quality Management

e. Case:  Supply Chain

f. Case:  IT Services
	This module focuses on Service Strategy and Design with emphasis on Systems Engineering Concepts.  Quality management is studied.  The module concludes with examination of Service Management Case Studies in the areas of Supply Chain Management and IT Service Management.

	4. Managing Global Services

a. Process Design

b. Managing Information

c. Global Service Marketing

d. Customer Relationship Management

e. Managing Global Service Operations
	This module applies earlier learnings with an emphasis on the Global services context.  Elements include Process Design, Information Management, Marketing of Services, CRM, and Global Service Operations Management.

	5. Human Dimensions of Global Service Management

a. Organizational Theory

b. Organizational Behavior

c. Culture;  how local norms influence global strategy

d. Educating the Global Service Workforce

e. HR Administration in the Global Service Model

f. Managing Service Initiatives and Projects
	This module studies organizational management concepts in the Global Services context.  It includes topics in Organizational Theory, Organizational Behavior, Culture, Educating the Global Service Workforce, and Human Resources Administration in the Global Service Model.

	6. Global Law and Regulation in International Service Businesses

a. Contracts

i. Contract Structure

ii. Enforcement Challenges

b. Uncertain Landscape - regulation and governing authorities

i. Article:  uneven global acceptance and enforcement of legal principles

ii. Article:  threats to intellectual property rights

iii. Article:  threats to information protection
	The nature and structure of contracts in the global services environment is examined.  The dynamic landscape of uneven global acceptance and enforcement of legal principles is discussed.  Case studies that illustrate the challenges of protecting intellectual property rights and other sensitive information are discussed.

	7. Ethical Considerations in Global Service Management

a. The Fact of Global Compensation Differences

b. Differences in Management’s Treatment of Employees

c. Vetting Global Employees, Challenges with Employee Conduct

d. The Impact of Localized Ethical Sensitivities – Why you need to worry about what the locals are worrying about

e. Article:  Technology-related pollution in developing nations
	A range of ethical issues are studied including variances in Global Compensation, Management’s Treatment of Employees, Vetting of Employees, Challenges with Employee Conduct, and Sensitivity to Localized Ethics.  The problem of technology-related pollution in developing nations is explored.


	8. Global Service Management in Practice; articles and case studies that illustrate emergent practices and international cooperation that is defining the global services marketplace.
	The final module is a collection of  articles and case studies that illustrate emergent practices and international cooperation that is defining the global services marketplace.
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