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LAMAR UNIVERSITY

COLLEGE OF BUSINESS 

MGMT 5350—Strategic Cases in Services Management and Marketing
Enrique (Henry) Venta: GB 232 (880-8603)
ventaer@my.lamar.edu
Office Hours: MW 4:30-5:30 pm and by appointment

The College of Business provides a quality education to a diverse student population from Southeast Texas and beyond, resulting in well-rounded business professionals who are prepared to meet the challenges of a dynamic global environment while upholding ethical values and encouraging civic and social responsibility.  The faculty promotes an environment supportive of applications-oriented learning by engaging in a balance of discipline-based, business pedagogy, and practice-based intellectual contributions.

I. Catalog Description: The course focuses on the unique challenges of managing services and delivering quality service to customers. The attraction, retention, and building of strong customer relationships through quality services are at the heart of the course content. The course is equally applicable to organizations whose core product is service (e.g., banks, transportation companies, hotels, hospitals, educational institutions, professional services, telecommunication, etc.) and to organizations that depend on service excellence for competitive advantage (e.g., high technology manufacturers, automotive, industrial products, etc.).  
II.   Course Learning Outcomes: This course has been developed to help you understand the most rapidly growing sector of the economy, services.  After taking this course, you should:

A. Understand the factors that make the management of services unique.

B. Be able to use the strategic service vision to understand the interrelationships between the target market, service concept, operating strategy and the service delivery system in successful services.
C. Understand approaches for service growth and globalization.
D. Be able to examine alternate service management concepts and models.
E. Have practiced making critical and ethical decisions in the face of complex situations.
III. Course Materials: 
The course will use several business cases and readings available from Harvard Business Publishing.  A link to these materials is available at the MyLamar website.
IV.
Teaching Methods: Lectures, discussions, case analyses, video cases, computer-based management simulations, outside-of-class case analyses.
V.
Grading
        Group Work

Case Presentations (1 @ 40)



40


        Individual Work
Case Write-ups (best 2 of 4 @ 30)


60

Case Questions/Comments (10 @ 5)


50          


Quizzes (4 @ 15)





60
Final Exam
40
  Total
250


 
QUIZ/EXAM POLICY

--Cheating/Dishonesty will not be tolerated. This includes plagiarism.
--No makeup quizzes will be given without prior approval.  You must contact me before the quiz if there is a conflict.  

Tentative Course Outline
Class 
Dates    
Tentative Topics            
       Reading Assignment 
1

1/14

Introduction to Services 


PowerPoint Material
2

1/16

Benihana of Tokyo - Brief


Instructor led case
3

1/23

Strategic Service Vision


PowerPoint Material
4

1/28

Shouldice Hospital Ltd. (Abridged)
Student led case
5

1/30

Building customer loyalty 


PowerPoint Material
6

2/4

Rapid Rewards at Southwest Airlines
Student led case


7

2/6

No Class 
8

2/11

Service positioning-Quiz 1


PowerPoint Material


9

2/13

Bonita Bay Marina



Student led case

10

2/18

 Zipcar: Influencing Customer Behavior 
Instructor led case
11

2/20

No Class 
12

2/25

No Class 
13

2/27

Service Quality



PowerPoint Material




Service Guarantee Exercise

Handout Material

14

3/3

Virginia Mason Medical Center

Student led case
15

3/5

Live Case Study – AGL Resources
Website and 




David Schultz Guest Speaker

Handouts
16

3/17

Managing Supply &Demand-Quiz 2
PowerPoint Material 
17

3/19

FBO, Inc. 




Instructor led case
18

3/24

Managing Waiting Lines


Handout Material
19

3/26

Museum of Fine Arts Boston

Student led case
20

3/31

Managing Networks-Quiz 3

PowerPoint Material

21

4/2

Improving Service Performance

PowerPoint Material 
22

4/7

Nordstrom: The Turnaround

Student led case 
23

4/9

Game Theory



Handout Material


24

4/14

Dubai Internet City: Serving Business 
Student led case
25

4/16

Organizing Work



PowerPoint Material


26

4/21

Majestica Hotel in Shanghai? 

Instructor led case
27

4/23

Conceiving future breakthroughs

PowerPoint Material
28

4/28

YUM! Brands, INC-Quiz 4


Student led case
Final Exam:  Wednesday April 30 2 5:00 pm to 7:30 pm.

Attendance Policies
Attendance is required.  Students will lose 5 points for each day they miss.  

THE COLLEGE OF BUSINESS ADMINISTRATION COMPLIES WITH THE AMERICANS WITH DISABILITIES ACT IN MAKING REASONABLE ACCOMMODATION FOR QUALIFIED STUDENTS WITH DISABILITY.  IF YOU HAVE AN ESTABLISHED DISABILITY AS DEFINED IN THE AMERICANS WITH DISABILITIES ACT AND WOULD LIKE TO REQUEST ACCOMMODATION, PLEASE SEE US AS SOON AS POSSIBLE.  PLEASE MAKE AN APPOINTMENT WITH THE OFFICE SERVICES FOR STUDENTS WITH DISABILITIES (SFSWD) IF YOU HAVE NEED FOR A DISABILITY-RELATED ACCOMMODATION.  SFSWD IS LOCATED IN WIMBERLY 101A, 409.880.8026 (VOICE/TTY), OR WRITE TO P.O. BOX 10010, BEAUMONT, TEXAS 77710.  

