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The key of this module aims to provide an insight of the scope and contribution by the service sector to the local and world cconomy, and

B to highlight the key characteristics of service organizations that determine the key challenges which are facing today by the managers in
%I‘% E % this sector. This module provides perceptive knowledge of the processes for service delivery, and highlights making key decisions in the
Eﬁiﬁq E design and structure of the service process and the organization in order to achisve organizational goals.
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=T 20% Mid-term examination, 20% Final examination, 20% in-class practice and
Al ttendance records. 40% presentation and group report
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Recommended reading:
Fitzsimmons, J. & Fitzsimmons, M. (2003) Service management: ( Iperations strategy and
R |information technology, (4" edn.) New York: McGraw Hill

B Chase, R.B., Aquilano, N., & Kacobs, F.B. (2003) Uperations Management for compeltitive
S advantage, (107 den.) New York: McGraw Hill, .
David, M. Aquilano, N, and Chase, R. (2003) Fundamentals of operations managemeni (4™
edn.) New York: McGraw Hill.
Zeitham!, V.A. & Bitner, M.]. (2003) Service Marketing-integrating customer. focus across
the firm (3 edn.) New York: McGraw Hill.
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I —reel 1 Course introduction and Assessment weighting

eek 2 National Holiday
Week 3 The economic and employment contributions of the service sector and key challenges
Week 4 The international development of the service sector/globalisaiton

Week S Operating characteristics of service operations
Week 6 Classifying the activity of the service sector

Week 7 The service delivery system/Alternative process technologies
Week 8 Understating the environment with the service concept
Week 9 Mid-Term Examination

Week 10 | Process mapping/service blueprint/ walk though audits

Week 11 | Flows, bottlenecks and waiting lines
Week 12 | Service facility lout and location
Week 13 | The supporting facility /services capes, services facilitating goods and technology in service operations

Week 14 | Presentation
Weelk 15 | Presentation

Week 16 | Presentation (submission of group report)
Week 17 | The service supply chain/service outsourcing

Week 18 | Final Examination
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