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COURSE PROPOSAL

1. Details

a. Course Title: Managing Services

b. Sponsor: William Enslin, Management Department

C. Credit Hours: Three (3) credit hours

d. Course Level: Junior/Senior

e. Curricular Effect: This course will be a management
elective.

f. Prerequisites: Principles of Management

g. Suggested time and scale of implementation:
Implementation

would begin in Spring, 1995.

h. Adequacy of present staff, resources, library
facilities and
holdings space needs, and any other additional
requirements for implementation: Considering that
only one section in the evening would be offered
each semester, the present resources are more than
adequate.

2. Rationale

Rationale: Over 75% of all jobs are in
service industries, such as medical services,
banks and investment services, airlines,
retail stores, etc. Even in manufacturing
organizations, there are service components.
Although the Management department offers a
required course in the Principles of
Management, the underlying model is primarily
oriented to manufacturing. "Performing a
service involves assembling and delivering
the output of a mix of physical facilities
and mental or physical labor. Often
customers are actively involved in helping to
create the service product or by cooperating
with service personnel" (Managing Services,
Christopher H. Lovelock, p. 6). Services are




consumed as they are produced and controlled by
time constraints.

Managing services becomes even more complex by the
changes in organizational structures and the world
economy. The current business environment has been
described as the Information Era. Computers are the
facilitators, but the primary product is services.
Virtual organizations are the design of the future,
where companies will specialize in manufacturing or
marketing or finance or research and development,
rather than contain all these functions within a more
traditional organization. Governments which used to
control the provision of most services are now
privatizing these services. In addition, many non-
profit agencies are faced with declining resources and
volunteers, which is forcing these organizations to
take a more business like approach to their activities.

Essence of the Course:

a. Objectives:

The student will be able to:
1. Understand the differences between managing
manufacturing and services organizations
2. Understand the components of designing and
delivering services
3. Define service quality
4. Understand the management of service capacity
and demand
5. Understand the importance of customer service

6. Understand the human dimension in services
management

7. Apply these concepts in the analysis of case
studies

b. Topical Outline/Content:

1. The Challenge of Services
2. Understanding Services
3. Designing and Delivering Services
4. Managing Capacity and Demand
5. Search for Service Quality
6. Adding Value Through Customer Service
7. The Human Dimension in Service Management
8. Strategy and Integration
c. Evaluation: There would be a midterm and final exam
covering the conceptual material. In addition, cases

would be assigned to student teams for analysis and
presentations.



d. Course Evaluation: The plan would be to survey the
students in the first two semesters and then periodi-
cally survey our graduates. The course would also be
evaluated during the course of any curriculum review.

Results of Consultation:

We have consulted with the Marketing Department, which is
the only department that might offer a comparable course.
Attached 1s a letter of recommendation from Dr. Steve
LeShay, Chairman of the Marketing Department.



Rowan College of New Jersey

201 Mullica Hill Road
Glassboro, New Jersey 08028-1701

M (COLLEGE

of NEW JERSEY B

Dec. 2,. 1993

Dr. William Enslin

Management Department

School of Business Administration
Rowan College of New Jersey

Dear Bill:

Thanks for sharing your proposal for a new management course
entitled "Managing Services." I have reviewed it and found it to
be quite exact about the rationale. 1Indeed, there continues to
be a high number of job opportunities in the service sector.

The objectives, content and evaluation processes you’ve outlined
seem to be appropriate. I think that our marketing students will
want to consider "Managing Services" as a business elective --

especially if they are planning to go into retail or some other
type of service marketing career.

My best wishes for success in implementing the new course.

Sincerely,




Catalog Description:

Managing Services is a management elective that is oriented
to service industries, such as medical services, financial
institutions, airlines, transportation companies and retail
stores. The course covers; understanding services, designing and
delivering services, managing capacity and demand, service
gquality, customer service, human resources in service
organizations, information systems and service strategies.

Prerequisites: Principles of Management

Credit hours: Three (3)



