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The objective of this course is to help students understand the management
of operations in service organizations, The content includes the service
concept, customer and supplier relationships, service delivery, managing
strategic change, and etc, Students will study service innovation and
management issues to realize how service performance can be improved,
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1. Fitzsimmons, J.A, and Fitzsimmons, M.J.,, Service Management: Operations,
Strategy, Information Technology,7th Edition, McGraw—Hill, New York, 2011,
2. R.T. Rust and P.K. Kannan, E-Service: New Directions in Theory and
Practice, M.E. Sharpe, Inc,, New York, 2002,

3. Robert Johnston and Graham Clark, Service Operations Management, 3rd
Edition, Pearson Education, UK, 2008,
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