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COURSE DESCRIPTION 
Information on and importance of the service sector. Characteristics and elements of services. Service quality 
management. Cost and efficiency management in services. Human resources management and organization in services: 
forecasting; design and management of service facilities. Operations strategy. 

COURSE OBJECTIVES 
By the end of the course, students should be able to: 

•​ master the main concepts of service management; 
•​ understand the main service processes and their management; 
•​ identify the importance of the service sector in today's society; 
•​ recognize and analyze the importance of service quality management. 

METHODOLOGY 
Classes will be lecture-based and participatory, encouraging systematic and/or text-guided reading. 

COURSE CONTENT 
1. Information on and Importance of the Service Sector 

1.1 Introductory concepts 
1.2 The importance of services in the economy 
1.3 Services as internal support activities 
1.4 Service excellence model: operations for profitability 

2. Characteristics and Elements of Services 
2.1 Introductory concepts 
2.2 Services and physical products 
2.3 The "service package" and its components 
2.4 Information technology transforming services 

3. Service Quality Management 
3.1 Introductory concepts 
3.2 Customer loyalty and retention: front-office quality 
3.3 The process of building customer satisfaction 
3.4 Recovering dissatisfied customers 
3.5 Common errors in service quality assessment tools 
3.6 The importance of back-office quality in services 
3.7 Service process analysis and design 
3.8 The costs of non-quality: still neglected in services 
3.9 Fail-safe mechanisms (poka-yoke) in services 
3.10 Service quality improvement processes 

4. Human Resources Management and Organization in Services 
4.1 Introductory concepts 
4.2 The work of high-contact employees 
4.3 Training, rewards and motivation 
4.4 Performance appraisal of service employees 
4.5 Outsourced employees 

5. Forecasting, Design and Management of Service Facilities 
5.1 Introductory concepts 
5.2 Demand forecasting 



5.3 Productive capacity of service facilities 
5.4 Theory of constraints in capacity management 
5.5 Decision-making process for service capacity 
5.6 Location of service facilities 
5.7 Layout of service facilities 

6. Operations Strategy 
6.1 Introductory concepts 
6.2 Operations require strategic treatment 
6.3 The difference between operations strategy and operations management 
6.4 The question of "subordination" in strategy: top-down or bottom-up? 
6.5 Content and process of operations strategies 
6.6 Control of unplanned changes 
6.7 Organizational flexibility – dealing with the effects of unexpected change 
6.8 Basic elements of an agile operations strategy 
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OUTRAS PUBLICAÇÕES, VIDEOS E SITES 

ASSESSMENT CRITERIA 
TRUNCATE((((N1F*4) + (N2F*6))/10),1) 

ASSESSMENT CRITERIA DESCRIPTION 
N1F Exam 
N2F Exam + Individual or Group Assignment 


