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0: Before the first class
You will receive a welcome email from the class manager with detailed instructions for accessing the team room and Elluminate tools.

You will also receive a system notice when you have been added to the Quickr team room. Please confirm that you are able to access this and contribute by posting a short introduction in the “Welcome” folder.
You will be assigned to a team of 4-5 people. The majority of assignments are to be completed as a group.
1: Overview and Welcome

	Action
	Source
	Assignment
	Group or Individual
	Update

	Skim
	Fitzsimmons 
	Chapters 1 & 2, ebook pages #-#
	Individual
	--

	Enroll and Listen
	Web Lecture Services (WLS)
	Supply Chain and Service Operations

Part 1 : Part 2
	Individual
	--

	Skim
	Quickr
	LINKS manual
	Individual
	--

	Post
	Quickr
	Short personal introduction
	Individual
	Reply to “Hello my name is…” post in the Welcome folder

	Class
	Elluminate
	Attend Welcome and Overview, led by John Dischinger
	Group
	


2: Forecasting Supply and Demand
	Action
	Source
	Assignment
	Group or Individual
	Update

	Read
	Fitzsimmons
	Chapter 17, ebook pages #-#
	Individual
	--

	Enroll and Listen
	WLS and Quickr
	SSC Forecasting Supply and Demand with the accompaning Excel workbook
	Individual
	--

	Read
	Quickr
	IBM case study “The Evolution of Services Science at IBM Business Consulting” and prepare a case response with your team
	Group
	Attach file within the Forecasting folder

	Review
	Quickr
	LINKS manual
	Individual
	--

	Class
	Elluminate
	Forecasting Supply and Demand, led by Terry Harrison
	Group
	Be prepared to present your team’s responses

	Input
	LINKS
	Meet with team and make your 1st  round of decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET

	Optional work
	Quickr
	Complete the additional forecasting problem for practice
	Individual
	--


3: Services Innovation
	Action
	Source
	Assignment
	Group or Individual
	Update

	Read
	Fitzsimmons
	Chapter 4, ebook #-#
	Individual
	--

	Case prep
	HBS 
	Read the case study and prepare a 1-page position paper with your team:
1. What are the strengths and weaknesses of the Bank's approach to managing service innovations?

2. What is the role of experimentation in an on-going business process?  How can companies maximize their learning from experimentation?

3.Should Butler and Brady accept ten additional branches into its experimentation portfolio?  Why or why not?
	Group
	Attach file within the Innovation folder

	Preview
	Quickr
	Class slide presentation
	Individual
	--

	Read
	MIT Sloan
	Article "Creating New Markets Through Service Innovation”
	Individual
	--

	Class
	Elluminate
	Services Innovation, led by Morgan Swink
	Group
	Be prepared to present your team’s responses

	Input
	LINKS
	Meet with team and make your 2nd decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


4: Services Design
	Action
	Source
	Assignment
	Group or Individual
	Update

	Read
	Fitzsimmons
	Chapter 4, ebook #-#, as well as specific sections noted in the class slide presentation: QFD chapter 6, ebook page #; Layout chapter 9, ebook pages #-#
	Individual
	--

	Create
	Quickr
	Service blueprint assignment
	Group
	Attach file within the Services Design folder

	Class
	Elluminate
	Service Design, led by Morgan Swink
	Group
	Be prepared to present your team’s blueprint

	Input
	LINKS
	Meet with team and make your decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


5: Enabling a Positive Services Encounter
	Action
	Source
	Assignment
	Group or Individual
	Update

	Enroll and Listen
	WLS
	SSC Services Encounters
	Individual
	--

	Case prep 

(Team 1, 2, 3)
	Richard Ivey 
	Read the “Mumbai's 'Dabbawalas': an Entrepreneurial Success Story” case study and prepare a 1-page position paper with your team

1.  List elements of organizational culture that you believe influenced the Dabbawallas' success.

2.  How “empowered” would you say the Dabbalwallas are?

3.  Describe any co-production occurring in the dabbawalla business.

4.  What does the success of this co-production depend upon, and how transferable is that to other cities in India, or other countries in Asia or elsewhere?

5.  Identify control systems operating within this business and which ones seem to have the most influence.

6.  What challenges are the Dabbawallas facing and how do these compare to challenges in transferring this service to other countries?
	Group
	Attach file within the Services Encounter folder

	Case prep 

(Team 4, 5)
	Harvard Business School (HBS)
	Read the "Northwest Airlines and the Detroit Snowstorm" case study and prepare a 1-page position paper with your team

1.  What exactly went wrong? Why did it go wrong? Who, or what, is responsible – the weather, a particular organization, several organizations?

2.  Could this situation have been avoided?  If not, could it have been mitigated (and if so, how)?

3.  What should Northwest Airlines do in response to this situation?
	Group
	Attach file within the Services Encounter folder

	Skim
	Fitzsimmons
	Chapters 8 & 12, ebook pages #-#, as well as read chapter 6, ebook pages 128-129 
	Individual
	--

	Review
	Harvard Business Review (HBR)
	Article “Control in an Age of Empowerment”
	Individual
	--

	Class
	Elluminate
	Enabling a Positive Services Encounter, led by Brian Eck
	Group
	Be prepared to respond to questions on both cases

	Input
	LINKS
	Meet with team and make your decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


6: Services Quality
	Action
	Source
	Assignment
	Group or Individual
	Update

	Enroll and Listen
	WLS and Quickr
	SSC Services Quality (15 minutes), also review slide presentation
	Individual
	--

	Case prep
	INSEAD 
	Read the “Friends Provident” case study and prepare a team response:

1. What is the impact of the creation of Service Centres

a.  on Friends Provident?

b.  on its relations with customers?

2. Why did the change process leading to the creation of the Service Centres succeed? What were the key success factors?

3. How would you characterize the change within the customer services processes of FP – process improvement or process reengineering?

4. Are there further possibilities for improvement in FP processes?
	Group
	Attach file within the Services Quality folder

	Skim
	Fitzsimmons
	Chapters 6 & 7, ebook pages #-#
	Individual
	--

	Skim
	HBR
	Article “Zero Defections: Quality Comes to Service”
	Individual
	--

	Preview
	Quickr
	Class slide presentation
	Individual
	--

	Class
	Elluminate
	Services Quality, led by Eamonn Ambrose
	Group
	Be prepared to respond to questions on the case

	Input
	LINKS
	Meet with team and make your decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


7: Service Relationships
	Action
	Source
	Assignment
	Group or Individual
	Update

	Enroll and Listen
	WLS 
	SSC Service Relationships (15 minutes)
	Individual
	--

	Preview
	Quickr
	Class slide presentation
	Individual
	--

	Case prep
	HBS 
	Read the “Laura Ashley and Federal Express Strategic Alliance” case study and prepare a team response

1. Evaluate the decision to enter a strategic alliance from the perspective of both Laura Ashley and Federal Express.  What are the real opportunities and risks of this approach?

2. Evaluate the structure of the partnership.  What type of leadership was necessary to make such a deal, and what leadership skills will be necessary to implement it successfully?

3. How likely is it that the partnership will succeed over the long term? 

4. If successful, what new strategic capabilities will it provide for Laura Ashley and how, specifically, should they be used to expand its business?
	Group
	Attach file within the Service Relationships folder

	Review
	Fitzsimmons
	Chapter 13, ebook pages #-#
	Individual
	--

	Skim
	HBR
	Article “Building Deep Supplier Relationships”
	Individual
	--

	Skim
	HBR
	Article “Collaborative Advantage: The Art of Alliances”
	Individual
	--

	Class
	Elluminate
	Services Quality, led by Eamonn Ambrose
	Group
	Be prepared to respond to questions on the case

	Input
	LINKS
	Meet with team and make your decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


8: Growth and Globalization of Services
	Action
	Source
	Assignment
	Group or Individual
	Update

	Enroll and Listen
	WLS 
	SSC Growth and Globalization (40 minutes)
	Individual
	--

	Case prep
	Quickr
	Read the “IBM Global Procurement” case study and respond: 

1.  What is the best way to position the sourcing buyer in a solution design and acquisition process? What changes in experience, knowledge, training, and measurement should you use to increase the sourcing buyer's effectiveness?

2. What are the best methods to align supply and demand in conditions of uncertainty in a consulting based service?  What specific tradeoffs might you suggest?

3. Summarize the advantages and disadvantages from globally centralized procurement services.  What approaches could you take to solving the potential conflicts that arise from centralized procurement ?

4. Outline the value proposition for selling Procurement management services to other companies. What are the potential objections that clients would raise and how would you overcome them?
	Group
	Attach file within the Growth & Globalization folder

	Review
	Fitzsimmons
	Chapter 14, ebook pages #-#
	Individual
	--

	Class
	Elluminate
	Growth and Globalization of Services, led by Dave Close
	Group
	Be prepared to respond to questions on the case

	Input
	LINKS
	Meet with team and make your decisions for the LINKS simulation
	Group
	Input your final decisions by Monday, 5pm ET


9: Services Strategy
	Action
	Source
	Assignment
	Group or Individual
	Update

	Enroll and Listen
	WLS 
	SSC Strategy
	Individual
	--

	Preview
	Quickr
	Class slide presentation
	Individual
	--

	Case prep
	HBS
	Read the “Wawa” case study and respond to posted questions:
1. How does Wawa reflect its values in its operating strategy?

2. What are the order qualifiers and winners as perceived by Wawa?  How are these changing?

3. How will the changed qualifiers and winners impact Wawa's operational decisions (process and infrastructure)?

4. What effect would the move into gasoline services have on Wawa's strategy?  Their operational decisions?
	Group
	Attach file within the Services Strategy folder

	Review
	Fitzsimmons
	Chapter 3, ebook pages #-#
	Individual
	--

	Skim
	HBR
	Article “Putting the Service-Profit Chain to Work/ Service-Profit Chain Audit”
	Individual
	--

	Skim
	Quickr
	Article “Lean service operations: translating lean production principles to service operations”
	Individual
	--

	Class
	Elluminate
	Services Strategy, led by Eamonn Ambrose
	Group
	Be prepared to respond to questions on the case

	Input
	Survey link
	Complete post-class survey
	Individual
	


