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SERVICE OPERATIONS MANAGEMENT

Objectives :

The key objective of this course is to acquaint the students with decision making in planning ,
design , delivery , quality and scheduling of service operations . The candidates are also expected
to appreciate the role of service quality and operations in emerging services economy in India .

Contents:

Matrix of service characteristics ,Challenges in operations management of services ;Aggregate
capacity planning for service ;Facility location and layout for services ; Job design — Safety and
physical environment , effect of automation ;Operations standards and work measurement ;
Measurement and control of quality of services ;Dynamics of service delivery system ;
Scheduling of services personnel and vehicles ; waiting line analysis ; Distribution of services
;product support services ;Maintenance of services ; Inventory control for services ; Case studies
on professional services .
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