Course description form (syllabus form) – for 1st and 2nd cycle studies

A. General data 
	Name of the field
	Content 

	Course title
	 Service Operations management

	Organizational unit:
	 Faculty of Management

	Organizational unit where the course is offered:
	 Faculty of Management

	Course ID
	 -------------

	Erasmus code / ISCED
	 ---------------

	Course groups
	 IBP & Short-term students

	Period when the course is offered 
	 

	Short description
	 This module develops students’ critical understanding of the service industry and service operations management across sectors such as public services, retail, tourism, leisure, and hospitality. It emphasises the strategic importance of operations management in delivering effective customer experiences in local and global contexts. Students build analytical, research, and decision-making skills, with a focus on managing people, resources, and infrastructure in service operations. By completion, students can critically evaluate service concepts, apply operations management principles, and assess key challenges and solutions within service sectors.

	Type of course:
	 Blended: lecture/class/seminar

	Full description
	 This module aims to develop students’ critical awareness of the nature of the service industry and service operations management in sectors such as public services, retail, catering, travel, tourism, leisure, and hospitality. Operations management is central to the success of any business and represents a key strategic objective in the international business environment. The module focuses on building business awareness, proactive and logical thinking, research skills, and critical analysis to enable students to make sound tactical and strategic customer experience, management decisions at both local and global levels. In particular, it focuses on the effective management of human and physical infrastructure resources in service operations.
Topics include:

· The Service industry
· The service concept 
· The service process
· The service work environment
· Service operation principles
· Digital service operations management
· The role of resources and people in Service operations management

	Prerequisites
	Formal 
	 

	
	Initial 
	 

	Learning outcomes
	 On successful completion of this module, students will be able to: 
1)Familiarise with the service concept and the service industry
2)Critically appraise the characteristics and scope of the service sectors to include its structure, operation and organisation.
3)Apply and synthesise principles of service operations management in the context of the service sectors.
4)Analyse and critically assess the role of resources and people (such as customers, employees, managers and suppliers, infrastructure such as place and space) in service operations management.
5)Demonstrate a critical awareness of the key issues which affect service operations and ways in which they may be managed most effectively

	ECTS credit allocation (and other scores)
	 2

	Assessment methods and assessment criteria
	Group Project (80%): case study analysis 
Participation and engagement  (20%): in-class debates, and preparation of formative assessments 

	Examination 
	 

	Type of class
	 

	Method of implementation of the subject
	 Lectures, seminars and a study visit

	Language 
	 English

	Bibliography
	Johnston, R., Shulver, M., Slack, N., & Clark, G. (2021). Service operations management: Improving service delivery (5th ed.). Pearson Education Limited.

McManus, J., Winroth, M., & Angelis, J. (2020). Service operations management: A strategic perspective. Bloomsbury Academic. 
Johnston, R., & Clark, G. (Eds.). (2022). The Palgrave handbook of service management. Palgrave Macmillan
Parker, D. W. (2018). Service Operations Management (2nd ed.). Edward Elgar Publishing.
Fitzsimmons, J. A., & Fitzsimmons, M. J. (2020). Service Management: Operations, Strategy, Information Technology. McGraw-Hill.`

	Internship as part of the course 
	 

	Coordinators
	Dr Adi Weidenfeld 

	Group instructors
	 

	Notes 
	 


 
B. Detailed data
	Name of the field
	Content 

	Group instructors:
	 

	Title 
	 

	Type of class:
	 

	Learning outcomes defined for didactic method used during the course
	

	Assessment methods and assessment criteria for didactic method used during the course
	 Formative and summative assessments, lectures, seminars and a study tour 

	Examination for didactic method used during the course
	 Presentations, group discussions and Group reports,

	Range of content
	 

	Didactic methods
	 Group discussions, case study learning 

	Bibliography
	Johnston, R., Shulver, M., Slack, N., & Clark, G. (2021). Service operations management: Improving service delivery (5th ed.). Pearson Education Limited.

McManus, J., Winroth, M., & Angelis, J. (2020). Service operations management: A strategic perspective. Bloomsbury Academic. 

Johnston, R., & Clark, G. (Eds.). (2022). The Palgrave handbook of service management. Palgrave Macmillan
Parker, D. W. (2018). Service Operations Management (2nd ed.). Edward Elgar Publishing.
Fitzsimmons, J. A., & Fitzsimmons, M. J. (2020). Service Management: Operations, Strategy, Information Technology. McGraw-Hill.`

	Group limit 
	 

	Time span
	 

	Location
	 



