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	Reading 


	Core Text(s) Provided
	Slack, N. et al. (2006) Operations and Process Management, Financial Times Prentice-Hall

	
	

	Required pre-Module Reading 

(see also required pre-reading for each individual session)
	Chapters 1 and 2 in core text

The Production Game Brief

	
	

	Recommended pre-Module Supplementary Reading

(see also recommended supplementary reading for each individual session)
	Chapter 11 of Orwell, George (1933), Down and Out in Paris and London.

Also consider not as pre-reading but for additional reference:

Slack, N. and Lewis, M. (2001) Operations Strategy, Financial Times Prentice-Hall

Clark, G. and Johnston, R. (2005) Services Operations Management, 2nd edition Financial Times Prentice Hall.


	Notes for Students


	Advice from Module Leader
	Hello, I look forward to working with you in a few weeks time.

The MOP module embodies the Bath School of Management approach to management education: application centred, deploying a combination of short lecture/presentations, video material, case studies, simulations and games, application challenges, etc. In other words, we will make every attempt to ensure that the material and teaching methods capture and retain your interest but education is a co-produced service. In other words, you also have a number of critical responsibilities if the course is to generate meaningful learning.

Primarily this means that it is critical that you read any case studies prior to class and take participation in group exercises, games and assignments seriously.


	Contact Details
	Administrator:
Judith Newton

Email:
mba-fulltime@management.bath.ac.uk

Tel:   01225 383487

Fax: 01225 386473

Module Leader: Professor Mike Lewis

Email:
m.a.Lewis@bath.ac.uk


	Module Objectives


	Upon completion of the module (including the assignments), participants will have had exposure to a range of practical tools and frameworks and developed a critical understanding of the:

· strategic challenge of reconciling operational resources with customer (and other stakeholder) requirements – in real time!

· cross-functional challenges associated with managing end-to-end processes.

· generic characteristics of process (e.g volume, variety, variability) and the challenge of navigating the capability-commodity transition.

· measurement and management of supply and demand – including the analysis and control of queues.

· process of improving performance – including the measurement and management of product, process and service quality.

The generic learning objective for a programme at this level is for participants to not only understand concepts, frameworks and ideas of any subject, but also to understand how these issues have been tackled in other organisational settings, and more importantly, to understand how the ideas and concepts can be adapted and enhanced for a range of applied organisational contexts – in other words to become a ‘reflective practitioner’.




	SESSION ONE


	Title
	Introduction

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	The process ‘lens’ and transformation concept.

Manufacturing and services

For-profit and not-for-profit (creating public value?)

Operations strategy: an oxymoron?

Key performance objectives (cost, quality, speed, flexibility, risk, etc.)

Conflicting priorities and trade-off’s.

Introduction to individual and group assignments.

	
	

	Required pre-session Reading
	Chapters 1 and 2 in core text




	SESSION TWO


	Title
	The Production Game

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	To get warmed up and illustrate key challenges to be discussed throughout the week we will play a competitive simulation.

	
	

	Required pre-session Reading
	The Production Game Brief

	
	

	Instructions for Students
	The first day includes with the first round of a competitive business simulation, intended to open up the themes of the module in a ‘live’ but shared situation. Students will have already read the briefing pack (inc. cost, product and market data) and in groups will develop strategies for maximising profitability in the game.

1315

Game briefing.

Team preparations before trading starts.

1415

First Trading Period Begins 

1515

End of First Trading Period

Each group will put together a short presentation assessing their performance – reflecting in particular on their original strategy and any specific performance issues that emerged. A preliminary set of financial results will be also released (i.e. showing who is winning and who isn’t!).

1600

Group Presentations with Q&A







	SESSION THREE


	Title
	Basic process and customer characteristics

	
	

	Lecturer
	Dr Mickey Howard

	
	

	Description
	From short-fat to long-thin processes

The commodity/capability trade-off.

The 4 V’s: volume, variety, variation, visibility

Defining different customer types.



	
	

	Required pre-session Reading
	No case BUT bring a calculator (with square root function) to class!



	
	

	Recommended Supplementary Readings
	Chapters 1 (re-visited), 4 and 5 of Slack et al.


	SESSION FOUR


	Title
	Process design and re-engineering

	
	

	Lecturer
	Dr Mickey Howard

	
	

	Description
	Blueprinting and failure-point analysis.

Little’s Law (WIP=CT*TH)

The hard ‘soft side’ of re-engineering.
Action Response paper
Group Assignments

	
	

	Instructions for Students
	The day will conclude with a session devoted to the group exercise – this will involve a trip off campus.







	SESSION FIVE


	Title
	From process control to process improvement

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	Basic concepts of process measurement

Constructing SPC (X and R) charts

Levels of Process Knowledge

Poka Yoke: Idiot proofing processes

Importance/Performance Matrix

Improvement methodologies: from TQM to lean six sigma (rhetoric and reality)

Sid’s Heroes video.

	
	

	Recommended Supplementary Readings
	Chapters 12 and 13 in Slack et al.



	
	


	SESSION SIX


	Title
	Service Quality: failure and recovery

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	Expectations and perceptions (the trouble with…?)

Determinants of service quality (satisfiers, dissatisfiers, zone of tolerance)

Implementing successful service recovery and complaint handling

Customer failures and reject customers

	
	

	Required pre-session Reading
	Case Study: Gold Card Protection Service (A)





	SESSION SEVEN


	Title
	Matching supply and demand

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	Defining, measuring and managing capacity

The soft and hard of Queue Management

The coping zone and service quality

Capacity and Demand management

Demand management

	
	

	Required pre-session Reading
	Case Study: Holly Farm



	
	

	Recommended Supplementary Readings
	Chapters 8, 9 and 10 in Slack et al.


	SESSION EIGHT


	Title
	The Production Game (round 2)

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	The fourth day concludes with the second round of the competitive business simulation – this should allow the groups to demonstrate their enhanced operations knowledge! 

1315

Final Game briefing.

Team preparations before trading starts.

1330

Second Trading Period Begins 

1445

End of Second Trading Period

Each group will put together a second short presentation assessing their performance – reflecting in particular on the improvements they have made since round one. A final set of financial results will be released by 1530.

1600

Group Presentations with Q&A



	
	

	Instructions for Students
	At end of session will decide running order for tomorrow’s group presentations.





	SESSION NINE


	Title
	Group Presentations

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	15 minutes for presentation plus 10 mins for Q&A.

	
	


	SESSION TEN


	Title
	Re-cap and integration of themes

	
	

	Lecturer
	Professor Michael Lewis

	
	

	Description
	Capstone case study – revising the key elements of the course.

Exploring the soft and hard dimensions of operational capability

Capability = customer value creation

The nature of sustainable operational advantage



	
	

	Required pre-session Reading
	Case Study: Zara


Lecturer biographies:

Michael Lewis is the Professor of Operations and Supply Management at Bath School of Management. Prior to joining Bath in 2004, he was senior lecturer at Warwick Business School and a fellow in the Manufacturing Institute of the University of Cambridge. He has also held visiting appointments in the Technology and Operations Management group of Harvard Business School and the McDonough School of Business, Georgetown University. In addition to journal articles (an article on Spanish Retailer Zara appeared in Harvard Business Review in November 2004), he is co-author of Operations Strategy (2002, Financial Times Prentice-Hall) and co-editor of Critical Readings in Operations Management (2003, Routledge) and the Encyclopaedic Dictionary of Operations Management (Blackwell, 2004 forthcoming). He has researched with, consulted for and provided executive education to a range of private and public sector organisations in the UK and the rest of Europe.
Mickey Howard is Senior Lecturer in Operations & Supply Management and a director of studies at the School of Management, University of Bath. Prior to this he worked for 10 years in product design for the automotive & retail sectors. His current research is in the field of innovation in supply chains, and examines procuring complex performance and product-service innovation. He complements this research with private advisory work for organizations such as BAE Systems, Volvo, Ministry of Defence, Chartered Institute of Purchasing & Supply (CIPS), and the Welsh Development Agency. Mickey regularly publishes in the International Journal of Operations & Production Management, as well as Supply Chain Management: An international Journal, and the Journal of Purchasing & Supply Management. He has guest lectured at business schools such as Harvard, Copenhagen, & Audencia Nantes, and was awarded the Mary Tasker prize for teaching excellence by Bath in 2005. He was elected as an Advanced Institute of Management scholar in 2006, and awarded a CIPS research scholarship in 2007
Assessment details: 

The MOP assessment comprises three elements, all of which need to be passed.

1. Individual Report (70%) – in 3000 words, students will describe how they have applied some conceptual insight(s) from the MOP module to a real operation they either work for, have worked for or can gain access to. This can include ‘access’ as a customer if sufficient data can be collected.

2. Group Presentation (15%) – each group will select a service operation for analysis – this can be anywhere but it is expected that a visit to Bath town centre will be sufficient. The focus of this work will be on issues of capacity management and/or service quality. On Friday morning, each group will have 15 minutes to present their key findings and recommendations to the rest of the cohort and two assessors.

3. Group Report (15%). This is a formal report (again 3000 word limit) on the material presented in the group presentation.

In all of the assignment elements, students are encouraged to discuss their choice of operation with the module leader who will be able to give early feedback on options and focus.

Individual and Group Report submission deadline:

to your programme administrator by 13:00, Friday 19th December 2008
Marking criteria:

Both the individual and group (verbal and written) assignments follow a specific marking scheme. Samples of the relevant mark sheets are given on pages 12 and 13.

Sample Individual Mark sheet:

	Demonstrates no knowledge, understanding of course material
	0
	4
	8
	12
	16
	20
	Demonstrates good knowledge, understanding of course material

	No use of any course material or any additional references/field work
	0
	4
	8
	12
	16
	20
	Substantial evidence of research beyond that covered in course/text

	Merely a description of the subject (theme, organisation etc.)
	0
	4
	8
	12
	16
	20
	A highly critical evaluation of the subject (theme, organisation)

	No discernable or meaningful conclusions to the work
	0
	4
	8
	12
	16
	20
	Logical (i.e. supported by prior text) and insightful conclusions 

	Work undermined by poor structure, presentation, was difficult to read
	0
	2
	4
	6
	8
	10
	Well structured, clearly presented and readable piece of work

	Demonstrated no originality of insight, analysis or presentation.
	0
	2
	4
	6
	8
	10
	Enthusiastically demonstrates a creative perspective on subject


Your nicely focused analysis of xxxxx policy at a yyyyyyy offers a great setting for deploying MOP material (n.b. going impressively beyond material covered during the course). The work provides a strong overall structure and effectively links inventory models with large amounts of live data. More practically the report (despite confidentiality) suggests that practical, cost saving recommendations emerged from your analyses…….

etc., etc.

Sample Group Mark Sheet

PRESENTATION:

	Demonstrates no knowledge or understanding of course material
	0
	2
	4
	6
	8
	10
	Demonstrates good knowledge, understanding of course material

	Merely a description of the subject (theme, organisation etc.)
	0
	2
	4
	6
	8
	10
	A highly critical evaluation of the subject (theme, organisation)

	No discernable or meaningful conclusions to the presentation
	0
	2
	4
	6
	8
	10
	Logical (i.e. supported by prior text) and insightful conclusions 

	Presentation undermined by poor structure, presentation skills, etc. 
	0
	2
	4
	6
	8
	10
	Well structured, clearly presented presentation

	Demonstrated no originality of insight, analysis or presentation.
	0
	2
	4
	6
	8
	10
	Enthusiastically demonstrates a creative perspective on subject


REPORT:

	Demonstrates no knowledge or understanding of course material
	0
	2
	4
	6
	8
	10
	Demonstrates good knowledge, understanding of course material

	Merely a description of the subject (theme, organisation etc.)
	0
	2
	4
	6
	8
	10
	A highly critical evaluation of the subject (theme, organisation)

	No discernable or meaningful conclusions to the report
	0
	2
	4
	6
	8
	10
	Logical (i.e. supported by prior text) and insightful conclusions 

	Work undermined by poor structure, presentation, was difficult to read 
	0
	2
	4
	6
	8
	10
	Well structured, clearly presented piece of work

	Demonstrated no originality of insight, analysis or presentation.
	0
	2
	4
	6
	8
	10
	Enthusiastically demonstrates a creative perspective on subject


The presentation combined a range of analytical approaches (some creative) and media to really great effect. There was a clear problem focus and some practical recommendations. The group worked well as a team and handled Q&A effectively but the overall time management was very poor and the work relied too heavily on ‘xxxxx’ insight’ rather than group analysis. The accompanying report (with helpful appendices) reinforces the analysis and, crucially, allows the specific process re-alignment recommendation (n.b some additional references to support this reasonably common ‘runners; repeaters; strangers’ split would have added insight) to be made much more clearly……

etc. etc. 
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