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My goal is to further incorporate the three foci  of the Piedmont Project into my courses:My goal is to further incorporate the three foci  of the Piedmont Project into my courses:   

(1)(1)   Environmental Sustainabi l i ty,Environmental Sustainabi l i ty,   
(2)(2)   Social  Justice,  andSocial  Justice,  and   
(3)(3)   Connection to Place.Connection to Place.   

  
Rather than constructing a newRather than constructing a new course along these l ines, I  have sought to include these  course along these l ines, I  have sought to include these 
issues in the four courses I currently teach.  I  started to educate myself on the f i rst two issues in the four courses I currently teach.  I  started to educate myself on the f i rst two 
topics last  year and found that there is a large amount of teaching material  avai lable in topics last  year and found that there is a large amount of teaching material  avai lable in 
my f ield.  my f ield.    
  
PedPedagogical ly, approximately oneagogical ly, approximately one -- third of the class t ime in business schools is  spent on third of the class t ime in business schools is  spent on 
“case studies” of par t icular business si tuations.  The BELL project (Business“case studies” of par t icular business si tuations.  The BELL project (Business --
Environment Learning and Leadership, bel l .wri .org) has approximately 50 classEnvironment Learning and Leadership, bel l .wri .org) has approximately 50 class -- length length 
case stcase st udies avai lable for use.  Addit ional ly, I  came across Interface Corp. personnel udies avai lable for use.  Addit ional ly, I  came across Interface Corp. personnel 
who agreed to be guest speakers for my class.    A case study has also been wri t ten who agreed to be guest speakers for my class.    A case study has also been wri t ten 
about Inter face by Harvard Business School.about Inter face by Harvard Business School.   
  
The incorporation of these themes are l isted by The incorporation of these themes are l isted by each class.  The syl labi  for the classes each class.  The syl labi  for the classes 
are attached.  Piedmont Project related material  is l isted in bold type.are attached.  Piedmont Project related material  is l isted in bold type.   
  
Course:  Supply Chain Management 
“Supply chain” refers to the common business practice of  one company buying parts from “Supply chain” refers to the common business practice of  one company buying parts from 
another company, who another company, who in turn buys parts f rom another company, etc.  The companies are in turn buys parts f rom another company, etc.  The companies are 
l inked together  in a “chain” of supplying each other.  l inked together  in a “chain” of supplying each other.    
  
Whi le virtual ly al l  students come into the course bel ieving that their part icular f i rm should While virtual ly al l  students come into the course bel ieving that their part icular f i rm should 
not promote spoi l ing the environment andnot promote spoi l ing the environment and causing social  injustice, they draw the l ine at  caus ing social  injustice, they draw the l ine at 
supply chain partners.  The typical response is , “that’s a di fferent  company in a di fferent supply chain partners.  The typical response is , “that’s a di fferent  company in a di fferent 
count ry, who are we to say what they can or cannot do?”  count ry, who are we to say what they can or cannot do?”    
  
To engage students in a discussion of what responsibi l i tTo engage students in a discussion of what responsibi l i t y a supply chain partner has in y a supply chain partner has in 
changing pol icies in a di fferent company, I now use the fol lowing case studies and guest changing pol icies in a di fferent company, I now use the fol lowing case studies and guest 
speaker:speaker:   
  

Green supply chains:  Guest Speaker Jim Hartzfeld, VP – Sustainable 
Business  

Strategy, Interface Research Corp. 



Case study:  Interface’s Evergreen Services Agreement 
  
Birth to death product design case study:  Birth to death product design case study:  Bayerische Motoren Werke AG (A) Bayerische Motoren Werke AG (A)   

  
  
 
Supply Chain Ethics case study:  Levi Strauss & Co.:  Global Sourcing 
  

The Interface speaker and case study discuss the t ransformationThe Interface speaker and case study discuss the t ransformation  of Interface into one of   of Interface into one of  
the world’s leading environmental ly f r iendly manufacturers.the world’s leading environmental ly f r iendly manufacturers.   

  
The caseThe case   Bayerische Motoren WerkeBayerische Motoren Werke     concerns the requirement of the German concerns the requirement of the German 
government that auto manufacturers be responsible for the entire l i fe cycle of thei r government that auto manufacturers be responsible for the entire l i fe cycle of thei r 
products. products.  Under laws establ ished in the early 1990’s each car manufacturer is  Under laws establ ished in the early 1990’s each car manufacturer is 
responsible for the dismantl ing and f inal  disposal of their cars.  The case discusses how responsible for the dismantl ing and f inal  disposal of their cars.  The case discusses how 
cars should be designed di fferently upcars should be designed di fferently up-- f ront with sustainabi l i ty in mind.  `f ront with sustainabi l i ty in mind.  `   
  
The The Levi StraussLevi Strauss  (d (denim jeans) case examines social  justice.  As a company, Levi enim jeans) case examines social  justice.  As a company, Levi 
Strauss has pol icies against using suppl iers that use various forms of forced labor or Strauss has pol icies against using suppl iers that use various forms of forced labor or 
operate in count ries with pol icies that assist forced labor.  At the t ime, the Chinese operate in count ries with pol icies that assist forced labor.  At the t ime, the Chinese 
pol icy of making emppol icy of making employers force employees to obey the “one chi ld” rule, as wel l  as loyers force employees to obey the “one chi ld” rule, as wel l  as 
various human rights abuses, causes Levi St rauss to withdraw f rom the Chinese market .various human rights abuses, causes Levi St rauss to withdraw f rom the Chinese market .   
  
  
Course:  Service Operations 
This course is concern with how service sector  companies del iver services toThis course is concern with how service sector  companies del iver services to  the  the 
customer.  In general, service sector f i rms do not cause much pol lut ion, nor do they face customer.  In general, service sector f i rms do not cause much pol lut ion, nor do they face 
many international issues.  However, I  have endeavored to create a “connection to many international issues.  However, I  have endeavored to create a “connection to 
place” in this course.  The majori ty of my MBA students stay in the Atlanta areplace” in this course.  The majori ty of my MBA students stay in the Atlanta are a.  a.  
Consequently, to ground these students in the Atlanta area,  and to make them feel a Consequently, to ground these students in the Atlanta area,  and to make them feel a 
connection to more than the bars, I  have incorporated the fol lowing:connection to more than the bars, I  have incorporated the fol lowing:   
  

Guest speakers:  Vega St ring Quartet and Wil l  Ransom, Music DepartmentGuest speakers:  Vega St ring Quartet and Wil l  Ransom, Music Department   
  Class wi l l  be held at the Class wi l l  be held at the Schwartz Performing Arts Center.Schwartz Performing Arts Center.   
  
Atlanta Symphony Orchestra Atlanta Symphony Orchestra   

Guest:  John Sparrow, Vice President and General Manager, Guest:  John Sparrow, Vice President and General Manager,   
Atlanta Symphony OrchestraAtlanta Symphony Orchestra   
Visi t  to ASOVisi t to ASO  

  
Al l  of these components of the course represent the “hidden curriculum.”  The off icial  Al l  of these components of the course represent the “hidden curriculum.”  The off icial  
pedagogpedagog ical reason to incorporate them is to examine the operations of providing ical  reason to incorporate them is to examine the operations of providing 
customer experiences.  The actual reason is to provide students with a connection to customer experiences.  The actual reason is to provide students with a connection to 
Emory and the Atlanta area.Emory and the Atlanta area.   
  



Wil l  Ransom of the music department has partnered with me to provideWil l  Ransom of the music department has partnered with me to provide  my students an  my students an 
experience in the Schwartz Center.  Al though the Schwartz  Center  is contiguous to the experience in the Schwartz Center.  Al though the Schwartz  Center  is contiguous to the 
business school, 95% of my students have never set foot inside i t .   Using a concert in business school, 95% of my students have never set foot inside i t .   Using a concert in 
the Center as a ruse, the magnif icent architecture and sound qual i tthe Center as a ruse, the magnif icent architecture and sound qual i t ies of the Schwartz ies of the Schwartz 
Center are presented to the students.Center are presented to the students.   
  
For the Atlanta Symphony Orchest ra (ASO), once again the case discussion is a ruse to For the Atlanta Symphony Orchest ra (ASO), once again the case discussion is a ruse to 
get them to go downtown and attend the symphony.   The ASO has been kind enough to get them to go downtown and attend the symphony.   The ASO has been kind enough to 
provide my students with freprovide my students with fre e t ickets to the symphony.  In class, the General Manager of e t ickets to the symphony.  In class, the General Manager of 
the symphony, who is also the main decision maker in the case study the students the symphony, who is also the main decision maker in the case study the students 
prepare, speaks to my class about the role of the ASO in Atlanta and the value of  the prepare, speaks to my class about the role of the ASO in Atlanta and the value of  the 
arts.arts.   
  
Class:  Offshoring anClass:  Offshoring and Outsourcingd Outsourcing   
This class is concerned with offshoring, the movement of U.S. jobs to other countries, This class is concerned with offshoring, the movement of U.S. jobs to other countries, 
and outsourcing, the hiring of other f i rms to do the work formerly done within a company.  and outsourcing, the hiring of other f i rms to do the work formerly done within a company.  
The fol lowing aspects of the class are relevant :The fol lowing aspects of the class are relevant :   
  

Ethics,  GovernEthics,  Governmental  Pol icy,  The Western Backlashmental  Pol icy,  The Western Backlash   
“International Sourcing in Athletic  Footwear:   N ike and Reebok” case s tudy“International Sourcing in Athletic  Footwear:   N ike and Reebok” case s tudy   
  

  
Social  justice issues are explored in the comparison of Nike and Reebok.  Each footwear Social  justice issues are explored in the comparison of Nike and Reebok.  Each footwear 
manufacturer has a di fferent pol icy regarding social  jumanufacturer has a di fferent pol icy regarding social  justice regarding their offshore st ice regarding their offshore 
suppl iers.  suppl iers.    
  
  
Class:  Management Science in SpreadsheetsClass:  Management Science in Spreadsheets   
This is largely a math class.  The point is to demonst rate how a special  type of This is largely a math class.  The point is to demonst rate how a special  type of 
mathematics cal led “l inear programming” (an advanced matrix algebra topic) can be usedmathematics cal led “l inear programming” (an advanced matrix algebra topic) can be used  
to solve practical  business problems.   to solve practical  business problems.     
  
One part icular business problem that was solved by this method is displayed in the One part icular business problem that was solved by this method is displayed in the 
course:course:   
  
  Case Study:  Case Study:  Armco and the “Bubble Policy”Armco and the “Bubble Policy”   
  
Armco was the 8Armco was the 8 thth  largest steel manufacturer in the U.S.  This case discusses largest steel manufacturer in the U.S.  This case discusses  a landmark  a landmark 
decision by the Environmental Protection  Agency to deal with companies with a “bubble” decision by the Environmental Protection  Agency to deal with companies with a “bubble” 
pol icy.  That is, prior to this pol icy, each part icular smokestack was specif ical ly regulated pol icy.  That is, prior to this pol icy, each part icular smokestack was specif ical ly regulated 
by the EPA.  With this case the EPA decided to regulate Armco by the EPA.  With this case the EPA decided to regulate Armco as a “bubble.”  That is, to as a “bubble.”  That is, to 
regulate the overal l  level of pol lut ion that Armco emitted.  Linear programming is used to regulate the overal l  level of pol lut ion that Armco emitted.  Linear programming is used to 
create the best joint solutions between the EPA and Armco to f ind optimal pol icies that create the best joint solutions between the EPA and Armco to f ind optimal pol icies that 
both minimize pol lut ion whi le maximizing profi ts.both minimize pol lut ion whi le maximizing profi ts.   



BUS 553: Supply Chain Management 
  
Inst ructor :Inst ructor :     R ich Met tersR ich Met ters   
Te lephone :Te lephone :     404.727.7089404.727.7089   
EE-- mai l :ma i l :     R ichard_Met ters@bus.emory.eduR ichard_Met ters@bus.emory.edu     
Office Hours:Office Hours:     MM --F 9:30F 9:30 -- 5 (except T,Th15 (except T,Th1 --2 :30)or by appoin t ment2 :30)or by appoin t ment   

off ice 415off ice 415   
 
Course Materia lCourse Materia l   
• Case s tud ies avai lab le electronical l• Case s tud ies avai lab le electronical l y on the in ternet from y on the in ternet from www.Study.netwww.Study.net ..   
• Readings avai lab le electronical ly on e• Readings avai lab le electronical ly on e --reserve.reserve.   
• Opt iona l tex t,  • Opt iona l tex t,  Supply Cha in Management,  Strategy, Planning and Operat ionSupply Cha in Management,  Strategy, Planning and Operat ion , 2, 2 n dn d  ed. Chopra  ed. Chopra 
and Meindl,  2004.  ISBN 0and Meindl,  2004.  ISBN 0 --1313 -- 101028101028 --X (X (not availab le at  the books tore).no t availab le at  the books tore).   
  
Course OverviewCourse Overview   
The The supply chainsupply chain  i s the sys tem by which organizat ion s del iver the ir products and serv ices to  i s the sys tem by which organizat ion s del iver the ir products and serv ices to 
the ir custo mers.  Supply chains inc lude the ir custo mers.  Supply chains inc lude physica lphysica l  act iv i t ie s (such as receiv ing goods,  product ion,   act iv i t ie s (such as receiv ing goods,  product ion,  
and transpor ta tand transpor ta t ion) and ion) and in format iona lin format iona l  act iv i t ie s (such as product design, purchasing,  and  act iv i t ie s (such as product design, purchasing,  and 
p lanning).  The term “chain” i s used because these activ i t ie s typ ical ly l ink the effor t s of many p lanning).  The term “chain” i s used because these activ i t ie s typ ical ly l ink the effor t s of many 
d ifferen t companies and func t iona l areas.  d ifferen t companies and func t iona l areas.  Supply chain managementSupply chain management  represents the  represents the coco nsc iousnsc ious   
effort  by firms to develop and run supply chains,  rather than ind iv idua l f irms, in the mos t effort  by firms to develop and run supply chains,  rather than ind iv idua l f irms, in the mos t 
effect ive and efficien t way poss ib le.effect ive and efficien t way poss ib le.   
  
The course i s d iv ided in to three main sect ions.The course i s d iv ided in to three main sect ions.   
Part 1:  Inventory and Information Within a Firm 
This course concerns relationships between firms involving information and inventory.  
As a precursor to understanding the value and design of inter-firm relationships, this 
part of the course reviews the major methods by which inventory and information are 
handled within a firm. 
 
Part 2:  The Benefits of Cooperative Supply Chains 
The benefits of cooperation between supply chain partners is quantified and several 
methods of achieving cooperation are studied. 
 
Part 3:  International Issues 
Supply chains frequent ly cross in ternaSupply chains frequent ly cross in terna t iona l borders.  Specif ic problems rela t ing to t iona l borders.  Specif ic problems rela t ing to 
in ternat iona l sourcing are presented.in ternat iona l sourcing are presented.   
  



Grading/WorkloadGrading/Workload   
  
The course grade wi l l  inc lude both ind iv idua l and group component s.   Ind iv idua l component s The course grade wi l l  inc lude both ind iv idua l and group component s.   Ind iv idua l component s 
inc lude cla ss part ic ipa t ion and a final exam, whi le  group coinc lude class part ic ipa t ion and a final exam, whi le  group co mponents inc lude wri t ten case mponents inc lude wri t ten case 
evalua t ions,  quant i ta t ive ass ign ment s,  and the mi devalua t ions,  quant i ta t ive ass ign ment s,  and the mi d -- term exam.term exam.   
  
Group grades 
  Li t t lef ield Technologies 1 &2  (15%)Li t t lef ield Technologies 1 &2  (15%)   
  Choo se 3 from:  (10% each)Choo se 3 from:  (10% each)   
    Supply Cha in CloseSupply Cha in Close -- up:  The Video Vaul tup:  The Video Vaul t   
    Bayeri sche Motoren Werke AGBayeri sche Motoren Werke AG     
    Spor t OberSpor t Ober meyermeyer   
    Emerson Electr icEmerson Electr ic   
    HP Deskje t Prin terHP Deskje t Prin ter   
  
Individual grades 
  Part ic ipa t ion (20%)Part ic ipa t ion (20%)   
  Mid term exam (15%)Mid term exam (15%)   
  Final exam (20%)Final exam (20%)   
  
Partic ipat ionPartic ipat ion  i s required.  Due to the in teract ive and experien t ia l  nature of the course,  i s required.  Due to the in teract ive and experien t ia l  nature of the course, 
preparat ion and part ic ipa t ion are imperatpreparat ion and part ic ipa t ion are imperat ive.  ive.  Repeated lack of preparat ionRepeated lack of preparat ion   wil l  result in wi l l  result in 
course fa i lure, regardless of other course grades.course fa i lure, regardless of other course grades.     
  
The major i ty of the part icipa t ion grade wi l l  cen ter on case di scus sion in class,  bu t part ic ipa t ion The major i ty of the part icipa t ion grade wi l l  cen ter on case di scus sion in class,  bu t part ic ipa t ion 
in al l  class session s i s graded.  The purpose behind tin al l  class session s i s graded.  The purpose behind t h i s i s to foster s t i mu la t ing cla ss h i s i s to foster s t i mu la t ing cla ss 
d i scus s ions.   As to case s tud ies, specif ic quest ion s wi l l  be handeddiscus s ions.   As to case s tud ies, specif ic quest ion s wi l l  be handed -- out to guide case analys i s,  ou t to guide case analys i s,  
bu t ideas regarding cases should not focus so le ly on the quest ion s handedbut ideas regarding cases should not focus so le ly on the quest ion s handed --out.   ou t.     
  
Group gradesGroup grades  are based on grades for the wr are based on grades for the wr i t ten cases as wel l  as group class i t ten cases as wel l  as group class 
part icipation in group oriented activi t ies.  "Group Peer Grade" refers to the grade given a part icipation in group oriented activi t ies.  "Group Peer Grade" refers to the grade given a 
student by other students in their group.  At the end of the semester, students student by other students in their group.  At the end of the semester, students 
anonymously grade the performance of other  group anonymously grade the performance of other  group members.  The “Group Peer members.  The “Group Peer 
Evaluation” form used for this purpose is included in this syl labus.  In addit ion to graded Evaluation” form used for this purpose is included in this syl labus.  In addit ion to graded 
cases, there wi l l  also be several assignments that require group work.cases, there wi l l  also be several assignments that require group work.   
      
Group CaseGroup Case  requirements: requirements:   
  
For style considerations,  a review of For style considerations,  a review of the case is unnecessary, but i t  is important to ci te the case is unnecessary, but i t  is important to ci te 
case facts to justi fy conclusions.  Also, a balanced approach is recommended for case case facts to justi fy conclusions.  Also, a balanced approach is recommended for case 
wri tewri te --ups.  Comment on both the strengths and weaknesses of  managerial  action ups.  Comment on both the strengths and weaknesses of  managerial  action 
depicted in the case, rather than focusdepicted in the case, rather than focus ing in only on weaknesses.   ing in only on weaknesses.     
  
Questions wi l l  be handedQuestions wi l l  be handed-- out to guide case wri teout to guide case wri te -- ups.  The case wri teups.  The case wri te --up should not up should not 
focus solely on the questions handedfocus solely on the questions handed-- out .  Arriving at satisfactory answers to the out .  Arriving at satisfactory answers to the 



questions asked wi l l  receive a "PS."  Whi le content is thequestions asked wi l l  receive a "PS."  Whi le content is the  preeminent consideration, poor  preeminent consideration, poor 
edit ing (e.g., incorrect spel l ing, inconsistent spacing, poor grammar)  wi l l  result in  a lower edit ing (e.g., incorrect spel l ing, inconsistent spacing, poor grammar)  wi l l  result in  a lower 
grade.grade.   
  
The main objective of requiring wri t ten cases is to provoke thoughtful ,  reasoned The main objective of requiring wri t ten cases is to provoke thoughtful ,  reasoned 
arguments that enhance the educational prarguments that enhance the educational process for the entire class.  For that reason, ocess for the entire class.  For that reason, 
arguments must be raised in class discussion to count for grading in a case wri tearguments must be raised in class discussion to count for grading in a case wri te --
upup ..   
  
Part icipation grading standards wi l l  be described in class.Part icipation grading standards wi l l  be described in class.   
  



  GROUP PEER EVALUATIONGROUP PEER EVALUATION   
  
  
Name Name                                                                             
  
The group component to the grade for an indiv idual is the combination of the group The group component to the grade for an indiv idual is the combination of the group 
grade and the group peer evaluation.  The overal l  group grade is adjusted for an grade and the group peer evaluation.  The overal l  group grade is adjusted for an 
individual in response to the peer evaluations.individual in response to the peer evaluations.   
  
List your group members List your group members --  other tha other tha n yourself n yourself --  in the spaces provided.  Included in your  in the spaces provided.  Included in your 
assessment of group contribution can be such areas as:  meeting attendance, punctual i ty assessment of group contribution can be such areas as:  meeting attendance, punctual i ty 
and preparedness; helpful  or disruptive att i tudes at meetings; cont ribution to group and preparedness; helpful  or disruptive att i tudes at meetings; cont ribution to group 
discussion; etc.discussion; etc.   
  
For each iFor each i ndividual in a group, the group grade is adjusted up or down on the basis of ndividual in a group, the group grade is adjusted up or down on the basis of 
the peer evaluations.  For active group members, assign posit ive or negative grade the peer evaluations.  For active group members, assign posit ive or negative grade 
points based on their group contribution.  For example, a +1.0 indicates a helpful  group points based on their group contribution.  For example, a +1.0 indicates a helpful  group 
member member who deserves a ful l  letter grade above the group average and who deserves a ful l  letter grade above the group average and -- 1.0 indicates a 1.0 indicates a 
ful l  letter grade below the group average.  ful l  letter grade below the group average.    
  
Al ternatively, you can designate a specif ic grade for group members.   This is usual ly Alternatively, you can designate a specif ic grade for group members.   This is usual ly 
appropriate when an individual has made l i t t leappropriate when an individual has made l i t t le  or no contribution to the group.  In that  or no contribution to the group.  In that 
case, a designated "LP" or "NC" may be appropriate.  This is taken seriously in overal l  case, a designated "LP" or "NC" may be appropriate.  This is taken seriously in overal l  
grading.  I f ,  for example, the group peer evaluations give an NC grade to an individual, grading.  I f ,  for example, the group peer evaluations give an NC grade to an individual, 
the individual wi l l  fai l  that port iothe individual wi l l  fai l  that port ion of the course, regardless of the overal l  group grade.n of the course, regardless of the overal l  group grade.   
  
I f  there are circumstances which should be considered in the group peer evaluation, I f  there are circumstances which should be considered in the group peer evaluation, 
wri te your comments on this page.  Due to the potential  for misrepresentation and lack of wri te your comments on this page.  Due to the potential  for misrepresentation and lack of 
confidential i ty, this  forconfidential i ty, this  form must be handed to me in person.m must be handed to me in person.   

              
Group MemberGroup Member         Point ScorePoint Score     Designated GradeDesignated Grade  
Do not include yourself in this l istDo not include yourself in this l ist   
Example:Example:   
Jane DoeJane Doe           +0.5+0.5   
  
  



Expected Class ScheduleExpected Class Schedule :  Actua l mi leage may vary:  Actua l mi leage may vary   
Cases in bold printCases in bold print   
  
9 /69/6   Course Introduc t ionCourse Introduc t ion   
  
Part 1:  Inventory and Information Within a Firm 
  

Capaci ty and lead t i mesCapaci ty and lead t i mes   
In troduct ion to In troduct ion to Litt lef ield TechnologiesLitt lef ield Technologies   

 Optional reading distributed in class. 
 
9/139/13   Inventory Inventory ––  Independent demand Independent demand   
  Inventory gameInventory game   

Reading:  Chapter 10 (Inventory Management) from “LogReading:  Chapter 10 (Inventory Management) from “Log is t ic s:   An Introduct ion i s t ic s :   An Introduct ion   
to Supply Cha in Management” by Waters, avai lab l e on eto Supply Cha in Management” by Waters, avai lab l e on e -- reserve and handed reserve and handed   
ou t in class on 9 /7.out in class on 9 /7.   

  
  Start  round 1 : Start  round 1 : Litt lef ield TechnologiesLitt lef ield Technologies   
    
9 /209/20   Inventory Inventory ––  (probably more) Independent demand (probably more) Independent demand   
  
  Inventory Inventory ––  Dependent demand:  Materi Dependent demand:  Materi al  Requirement s Planningal Requirement s Planning   
  Reading:  pp. 167Reading:  pp. 167 -- 177 from “Logis t ic s:   An In troduct ion to Supply Cha in 177 from “Logis t ic s:   An In troduct ion to Supply Cha in   

Management” by Waters, avai lab le on eManagement” by Waters, avai lab le on e-- reserve.reserve.   
  
9 /269/26   No classNo class   
  Round 1 : Round 1 : Litt lefie ld TechnologiesLi tt lefie ld Technologies  wri te wri te --up due.up due.   
  
9 /279/27   Master Product ion Schedul ing GameMaster Product ion Schedul ing Game   
  Co s t Co s t of uncoord ina ted supply chains (prev iew): learn ing curvesof uncoord ina ted supply chains (prev iew): learn ing curves   
  Start  round 2 : Start  round 2 : Litt lef ield TechnologiesLitt lef ield Technologies   
  
10 /410/4   Ju stJu st -- InIn --Ti me syste msTi me syste ms   
  Reading:  Reading:  Does Manufacturing Need a JIT Revol ution?Does Manufacturing Need a JIT Revol ution?   
  Ju stJu st -- InIn --Ti me case s tudy:  Ti me case s tudy:  Toyota Motor Manufacturing, USA, Inc.  Toyota Motor Manufacturing, USA, Inc.  99 --693693 --019019   
  
10 /1110/11   (No class (No class ––  Fal l  break)  Fal l  break)   
  Group Group Litt lef ield Technologies Litt lef ield Technologies assign ment dueassign ment due   
  
10 /18  Mid10/18  Mid -- term examterm exam  
  



Part 2:  The Benefits of Cooperative Supply Chains 
  Reading:  Reading:  What i s the Right Supply Chain for Your Product?What i s the Right Supply Chain for Your Product?   
  Reading:  HBS note Reading:  HBS note Aligning Incentives in Al igning Incentives in Supply Chains Supply Chains 99 --600600 -- 110110   
  
10 /2510/25   Co s t s of Uncoordina ted Supply Cha ins:  Co s t s of Uncoordina ted Supply Cha ins:    

Supply Chain CloseSupply Chain Close --up:  The Video Vault up:  The Video Vault 99 --102102 -- 070070   
  Specif ic top ics:  double margina l izat ion ; revenue shar ing; markdown money;Specif ic top ics:  double margina l izat ion ; revenue shar ing; markdown money;   

jo in t inventory order ingjo in t inventory order ing   
Opt iona l reading:  Chopra and MeinOpt iona l reading:  Chopra and Mein dl,  pp.258dl,  pp.258 -- 264, avai lab le on e264, avai lab le on e --reserve.reserve.   

  
  Syncra Systems Syncra Systems 99 --601601 -- 035035   
  
11 /1 11/1   Strateg ic supply chain al l iancesStrateg ic supply chain al l iances   
  Laura Ashley and Federal Express Strategic Al l i ance Laura Ashley and Federal Express Strategic Al l i ance 99 --693693 --050050   
  Guest Speaker:  Sean Flaherty, Market ing Manager, UPS Supply Cha in ServicesGuest Speaker:  Sean Flaherty, Market ing Manager, UPS Supply Cha in Services   
  
11 /811/8   HigHig h variety, qu ick response supply chainsh variety, qu ick response supply chains   

Guest Speaker:  Al len Podrat sky, SVP Produc t Develop ment and Supply Cha in Guest Speaker:  Al len Podrat sky, SVP Produc t Develop ment and Supply Cha in   
Management,  Simmon s Co mpanyManagement,  Simmon s Co mpany   

  
JIT II:   JIT II:   Bose Corporation:  The JIT I I Program (A)Bose Corporation:  The JIT I I Program (A)  9 9 --694694 -- 001001   

    
11/15  Green supply chains:  Guest Speaker Jim Hartzfeld, VP – Sustainable 
Business Strategy, Interface Research Corp. 
 
 Interface’s Evergreen Services Agreement 
  

  
  
Part 3:  International Issues 
  
11 /22 11/22   Forecast ing :  Forecast ing :  Sport Obermeyer, Ltd. Sport Obermeyer, Ltd. 99 --695695 --022022   
  
  Co s t analysi s in in terna t iona l Sourcing:  Co s t analysi s in in terna t iona l Sourcing:  Emerson ElecEmerson Elec tric Company tric Company   

APC Divi s ion:  The Fan Subpack Sourcing Decis i on APC Divi s ion:  The Fan Subpack Sourcing Decis i on (Darden) UVA(Darden) UVA--OMOM --06310631   
 
11/29 Supply Chain Ethics:  Levi Strauss & Co.:  Global Sourcing 9-395-127 

  
  Bayer ische Motoren Werke AG (A)  (Not avai lable on study.net)Bayer ische Motoren Werke AG (A)  (Not avai lable on study.net)   
 
Final ExamFinal Exam  

  



Business 658:  Service Operations 
Course Syllabus, Fall 2005 

  
Instructor:Instructor:     Rich MettersRich Metters   
Telephone:Telephone:     404.727.7089 404.727.7089   
EE--mail:mail:     Richard_Metters@bus.emory.eduRichard_Metters@bus.emory.edu   
Office Hours:Office Hours:     MondayMonday--Friday 9Friday 9 --5 or by appointment, off ice 415 5 or by appointment, off ice 415   
  
Course Material 
Textbook:  “Successful Service OperationTextbook:  “Successful Service Operations Management,” (2003) by s Management,” (2003) by 
Metters, KingMetters, King--Metters, and Pullman.  ISBN 0Metters, and Pullman.  ISBN 0--324324--1355613556--4.  4.    
  
Case studies are avai lable on the Web at Study.net (some of which wi ll be Case studies are avai lable on the Web at Study.net (some of which wi ll be 
handed out in class, but are paid for via Study.net).  Some case studies handed out in class, but are paid for via Study.net).  Some case studies 
and additional readings and additional readings may be distr ibuted by emay be distr ibuted by e --mail or put on electronic mail or put on electronic 
reserve.reserve.   
  
Course ConceptCourse Concept   
The principal course objective is to explore operations specif ic  to the The principal course objective is to explore operations specif ic  to the 
service sector.  In addit ion to the perspective of a service sector service sector.  In addit ion to the perspective of a service sector 
manager, the perspective of a consultant manager, the perspective of a consultant to the service sector is given to the service sector is given 
some emphasis, in both the roles of being a consultant and when to use some emphasis, in both the roles of being a consultant and when to use 
consultants.  The course is d ivided into four basic sections:consultants.  The course is d ivided into four basic sections:   
  
Phase 1:  “Operations Strategy”Phase 1:  “Operations Strategy”   
Preparation for general management careers often focuses onPreparation for general management careers often focuses on  strategy.   strategy.  
Further, the bulk of many consulting assignments continues to be general Further, the bulk of many consulting assignments continues to be general 
strategic consulting.   Consequently,  cases and lectures are used to strategic consulting.   Consequently,  cases and lectures are used to 
develop and assess strategies specif ic  to service operations.develop and assess strategies specif ic  to service operations.   
  
Phase 2: “Managing Experiences” Phase 2: “Managing Experiences”   
EconomiEconomic progression has seen most developed economies move from an c progression has seen most developed economies move from an 
agricultural economy, to a manufacturing economy, then to a service agricultural economy, to a manufacturing economy, then to a service 
economy.  It has been proposed that a further development in this economy.  It has been proposed that a further development in this 
progression is an “experience economy.”  Here, we consider hoprogression is an “experience economy.”  Here, we consider how to w to 
manage customer and employee “experiences.”manage customer and employee “experiences.”   
  
Phase 3:  “Capacity Management (Revenue Management)”Phase 3:  “Capacity Management (Revenue Management)”   



Tactically, one of the most d iff icu lt questions for service operations is Tactically, one of the most d iff icu lt questions for service operations is 
managing capacity.  Unlike manufactur ing operations, capacity in many managing capacity.  Unlike manufactur ing operations, capacity in many 
services services cannot be stored in the form of inventory.  We will look at three cannot be stored in the form of inventory.  We will look at three 
techniques of capacity management that are collectively known as “y ield techniques of capacity management that are collectively known as “y ield 
management”:  overbooking, capacity allocation between classes of management”:  overbooking, capacity allocation between classes of 
customers, and differential pric ing for identical cacustomers, and differential pric ing for identical capacity. pacity.   
  
Phase 4:  “Putting science into ‘gut feel’”Phase 4:  “Putting science into ‘gut feel’”   
Many of the most important managerial decisions in many services are Many of the most important managerial decisions in many services are 
often decided based on anecdote, rather than data.  We explore simple often decided based on anecdote, rather than data.  We explore simple 
mathematical methods for selecting locations, selecting customemathematical methods for selecting locations, selecting customers, and rs, and 
other topics.other topics.   



  
Course MethodsCourse Methods   
Primarily, the pattern of instruction on a specif ic topic includes a Primarily, the pattern of instruction on a specif ic topic includes a 
discussion/lecture followed by a decis ion oriented case.  The course is discussion/lecture followed by a decis ion oriented case.  The course is 
structured around group work. Both group cases and instructured around group work. Both group cases and in --class group work class group work 
are care central activit ies.entral activit ies.   
  
GradingGrading   
Grading is intended to make both the group and the individual Grading is intended to make both the group and the individual 
accountable.   There are graded case assignments as wel l as exams. accountable.   There are graded case assignments as wel l as exams.   
  
Group Grade x Group Peer GradeGroup Grade x Group Peer Grade  35%35%  
Final Exam Final Exam           35%35%  
ParticipationParticipation           30%30%  
  
Group grades are baGroup grades are based on grades for the written cases as well as group sed on grades for the written cases as well as group 
class participat ion in group oriented activit ies.  "Group Peer Grade" refers class participat ion in group oriented activit ies.  "Group Peer Grade" refers 
to the grade given a student by other students in their group.  At the end to the grade given a student by other students in their group.  At the end 
of the semester, students anonymously grade the perof the semester, students anonymously grade the per formance of other formance of other 
group members.  In addition to graded cases, there wil l also be pass/fail group members.  In addition to graded cases, there wil l also be pass/fail 
case assignments that require group work, as well as a class length group case assignments that require group work, as well as a class length group 
game.  game.    
  
Case requirements can differ signi f icantly depending on the case.  In Case requirements can differ signi f icantly depending on the case.  In 
general, a general, a group writegroup write --up of no more than five doubleup of no more than five double --spaced pages spaced pages 
(excluding exhibits) is suff icient.  For more numerically oriented cases, (excluding exhibits) is suff icient.  For more numerically oriented cases, 
less writ ing is needed.  There are, however, no minimum or maximum less writ ing is needed.  There are, however, no minimum or maximum 
page lengths and no specif ic formatting requirements.  page lengths and no specif ic formatting requirements.    
  
FoFor style considerations, a review of the case is unnecessary, but it is r style considerations, a review of the case is unnecessary, but it is 
important to cite case facts to justify conclusions.  Also, a balanced important to cite case facts to justify conclusions.  Also, a balanced 
approach is recommended for case wri teapproach is recommended for case wri te --ups.  Comment on both the ups.  Comment on both the 
strengths and weaknesses of managerial action depstrengths and weaknesses of managerial action dep icted in the case, icted in the case, 
rather than focusing in only on weaknesses.   rather than focusing in only on weaknesses.     
  
Questions wi ll be handedQuestions wi ll be handed--out to guide case writeout to guide case write --ups.  The case writeups.  The case write --up up 
should not focus sole ly on the questions handedshould not focus sole ly on the questions handed--out.  Arriving at out.  Arriving at 
satisfactory answers to the questions asked will  rsatisfactory answers to the questions asked will  receive a "PS."  Although eceive a "PS."  Although 



no specif ic format is required, poor edit ing (e.g., incorrect spell ing, no specif ic format is required, poor edit ing (e.g., incorrect spell ing, 
inconsistent spacing, poor grammar) will result in a lower grade.inconsistent spacing, poor grammar) will result in a lower grade.   
  
The main objective of requir ing writ ten cases is to provoke thoughtfu l, The main objective of requir ing writ ten cases is to provoke thoughtfu l, 
reasoned arguments treasoned arguments that enhance the educational process for the entire hat enhance the educational process for the entire 
class.  For that reason, class.  For that reason, arguments must be raised in class discussion arguments must be raised in class discussion 
to count for grading in a case writeto count for grading in a case write --upup ..   
  
Participation grading standards wil l be described in class.Participation grading standards wil l be described in class.   



  GROUP PEER EVALUATIONGROUP PEER EVALUATION   
  
  
Name Name                                                                             
  
The group component to the grade for an individual is the combination of  The group component to the grade for an individual is the combination of  
the group grade and the group peer evaluation.  The overall group grade the group grade and the group peer evaluation.  The overall group grade 
is adjusted for an individual in response to the peer evaluations.is adjusted for an individual in response to the peer evaluations.   
  
List yList your group members our group members --  other than yourself  other than yourself --  in the spaces provided.   in the spaces provided.  
Included in your assessment of group contribution can be such areas as:  Included in your assessment of group contribution can be such areas as:  
meeting attendance, punctuality and preparedness; helpful or disruptive meeting attendance, punctuality and preparedness; helpful or disruptive 
attitudes at meetings; contribut ion to groupattitudes at meetings; contribut ion to group  discussion; etc. discussion; etc.   
  
For each individual in a group, the group grade is adjusted up or down on For each individual in a group, the group grade is adjusted up or down on 
the basis of the peer evaluations.  For active group members, assign the basis of the peer evaluations.  For active group members, assign 
posit ive or negative grade points based on their group contribution.  For posit ive or negative grade points based on their group contribution.  For 
example, a +1.0 indiexample, a +1.0 indicates a helpful group member who deserves a full cates a helpful group member who deserves a full 
letter grade above the group average and letter grade above the group average and --1.0 indicates a ful l letter grade 1.0 indicates a ful l letter grade 
below the group average.  below the group average.    
  
Alternatively, you can designate a specif ic grade for group members.  Alternatively, you can designate a specif ic grade for group members.  
This is usually appropriate when This is usually appropriate when an individual has made l itt le or no an individual has made l itt le or no 
contribution to the group.  In that case, a designated "LP" or "NC" may be contribution to the group.  In that case, a designated "LP" or "NC" may be 
appropriate.  This is taken seriously in overall grading.  If, for example, appropriate.  This is taken seriously in overall grading.  If, for example, 
the group peer evaluations give an NC grade to an individual, the the group peer evaluations give an NC grade to an individual, the 
indind ividual wil l fa il that portion of the course, regardless of the overall ividual wil l fa il that portion of the course, regardless of the overall 
group grade.group grade.   
  
If there are circumstances which should be considered in the group peer If there are circumstances which should be considered in the group peer 
evaluation, write your comments on th is page.  Due to the potential for evaluation, write your comments on th is page.  Due to the potential for 
misrepresentation and lackmisrepresentation and lack  of conf identiality, th is form must be handed to  of conf identiality, th is form must be handed to 
me in person.me in person.   

              
Group MemberGroup Member        Point ScorePoint Score    Designated Designated 
GradeGrade   
Do not include yoursel f in this l istDo not include yoursel f in this l ist   
Example:Example:   



Jane DoeJane Doe           +0.5+0.5   
  
                                                              
  



Class Schedule:  Life is uncertain, so is Class Schedule:  Life is uncertain, so is this schedule.this schedule.   
Cases in bold print 

  
Phase 1:  “Service Operations Strategy” 
  
9/69/6   Course introduction (optional textbook reading:  Chapter 1)Course introduction (optional textbook reading:  Chapter 1)   

  
Different views of services (opt ional readings on eDifferent views of services (opt ional readings on e -- reserve):reserve):   
“Are Services Really Different?” (1992) Lovelock, pp“Are Services Really Different?” (1992) Lovelock, pp . 1. 1 --8 in 8 in 
Lovelock (ed.) Lovelock (ed.) Managing Services.Managing Services.   
  
“The Customer Contact Approach to Services:  Theoretical Bases “The Customer Contact Approach to Services:  Theoretical Bases 
and Practical Extensions” (1981) Chase, and Practical Extensions” (1981) Chase, Operations ResearchOperations Research , , 
29(4).29(4).   
 
“The Four Service Marketing Myths” (2004) Vargo and Lusch, Journal of Service 
Rearch, 324-335. 
 
What should services do?  
“Production“Production --Line Approach to Service” (1972), Levitt, Line Approach to Service” (1972), Levitt, Harvard Harvard 
Business ReviewBusiness Review , Sep, Sep--Oct.Oct.   
  
“How Can Service Businesses Survive and Prosper?” Schmenner, “How Can Service Businesses Survive and Prosper?” Schmenner, 
pp. 31pp. 31 --43 in Lovelock (1992), 43 in Lovelock (1992), Managing ServicesManaging Services   

  
9/89/8   Decoupling Decoupling Services (reading: Chapter  7 of textbook) Services (reading: Chapter  7 of textbook)   

  
9/139/13   Outsourcing and Offshoring (Reading handed out 9/7.  Caselette at Outsourcing and Offshoring (Reading handed out 9/7.  Caselette at 
the end of the reading.)the end of the reading.)   
  
9/159/15   Quality: The Gurus speak Quality: The Gurus speak ––  the views of Deming, Juran, and Crosby   the v iews of Deming, Juran, and Crosby    
  
9/209/20   Offshoring Guest speakers:  Offshoring Guest speakers:    

Jim StaJim Stachura, Director of Research and Analytics, Aelera chura, Director of Research and Analytics, Aelera 
Corp. Corp.   

Dustin Crane, CEO, Aelera Corp.Dustin Crane, CEO, Aelera Corp.   
  
9/229/22   SixSix --Sigma Quality Tools:  Guest speaker, Steve WaltonSigma Quality Tools:  Guest speaker, Steve Walton   

(reading to be handed out 9/16)(reading to be handed out 9/16)   



  
Phase 4 (the pre-quel):  “Putting science into ‘gut feel’”  
  
9/279/27   Waiting Waiting LinesLines   
  
9/299/29   Waiting Lines part DeauxWaiting Lines part Deaux   
  
10/410/4   Global Financial Corp. Global Financial Corp. (Group case write(Group case write --up)up)   
  
Phase 2:  “Managing Experiences” 
  
(reading:  Chapter 6 of textbook)(reading:  Chapter 6 of textbook)   
  
10/6 10/6   Shouldice HospitalShouldice Hospital  (Minor group case write (Minor group case write --up required)up required)   
  
10/11  No class 10/11  No class ––  Fal l break Fal l break   
  
10/1310/13     PY and the DomePY and the Dome   (case will be e  (case will be e --mailed)mailed)   
  
10/1810/18   Guest speakers:  Vega String Quartet and Will Ransom, Music Guest speakers:  Vega String Quartet and Will Ransom, Music 
DepartmentDepartment   
  Class will be held at the Schwartz Performing Arts Center.Class will be held at the Schwartz Performing Arts Center.   
  
10/2010/20   Atlanta Symphony Orchestra (minor group case writeAtlanta Symphony Orchestra (minor group case write --up up 
required)  required)    

GuGuest:  John Sparrow, Vice President and General Manager, est:  John Sparrow, Vice President and General Manager,   
Atlanta Symphony OrchestraAtlanta Symphony Orchestra   
Visit to ASO:  Date TBDVisit to ASO:  Date TBD  

  
Phase 3:  “Capacity Management (Revenue Management)”Phase 3:  “Capacity Management (Revenue Management)”   
  
10/2510/25   Capacity management lecture Capacity management lecture   

required reading: Chapter 2 “capacity strategies”, pages 1required reading: Chapter 2 “capacity strategies”, pages 177--19, and 19, and 
Chapter 9.Chapter 9.   
  Optional reading on eOptional reading on e -- reserve:reserve:   

“Yield Management at American Air l ines” (1992), Smith, Leimkuller, “Yield Management at American Air l ines” (1992), Smith, Leimkuller, 
and Darrow, and Darrow, Interfaces,Interfaces,  22(1), pp.8 22(1), pp.8 --31.31.   



“Hold My Place, Please” (1995), Harris and Peacock, “Hold My Place, Please” (1995), Harris and Peacock, Marketing Marketing 
ManagementManagement , 4(2), pp. 34, 4(2), pp. 34 --46.46.   

  
10/210/27 7   Capacity management lectureCapacity management lecture   
  
11/111/1   Yield Management at MotherLand AirYield Management at MotherLand Air  ( in ( in -- class group game, no class group game, no 
writewrite --upup   

 required.  Prize for winning team.  Game is on pages 175 required.  Prize for winning team.  Game is on pages 175--178 of 178 of 
the textbook.  the textbook.    

Data is on student CD.)Data is on student CD.)   
  
11/311/3   The Parker House:  Sales and ReservatioThe Parker House:  Sales and Reservations Planningns Planning  (Group  (Group 
case writecase write --upup   

required)required)   
  



Phase 4:  “Putting science into ‘gut feel’” 
  
11/811/8   Site selection (reading: Chapter 14.  Skip pages 304, 306Site selection (reading: Chapter 14.  Skip pages 304, 306--307)307)   
  
11/1011/10   Site selection Site selection ––  again again   
  
11/1511/15   La Quinta HotelsLa Quinta Hotels  (Pages 311 (Pages 311--317 of textbook.  Group case writ317 of textbook.  Group case writee --up up 
required)required)   
  
11/1711/17   Multiple Site Performance Evaluation (reading: Chapter 15)Multiple Site Performance Evaluation (reading: Chapter 15)   
  
11/2211/22   Branch Performance at Nashville National Bank Branch Performance at Nashville National Bank   

(Pages 332(Pages 332--337 of textbook.  PASS/FAIL group case write337 of textbook.  PASS/FAIL group case write --up) up)   
  
11/24 Thanksgiving holiday11/24 Thanksgiving holiday   
  
11/2911/29   Scoring systems (reading:Scoring systems (reading:  Chapter 16 of textbook) Chapter 16 of textbook)   
  Optional reading on eOptional reading on e -- reserve:reserve:   

“Managing Consumer Credit Delinquency in the US Economy:  A “Managing Consumer Credit Delinquency in the US Economy:  A 
MultiMulti --Bil l ion Dol lar Management Science Application,” (1992) Bil l ion Dol lar Management Science Application,” (1992) 
Makuch, Dodge, Ecker, Granfors, and Hahn, Makuch, Dodge, Ecker, Granfors, and Hahn, InterfacesInterfaces , 22(1), pp. , 22(1), pp. 
9090--109.109.   
“Data“Database Marketing Increases Prospecting Effectiveness at Merril l base Marketing Increases Prospecting Effectiveness at Merril l 
Lynch,” (1994) Labe, Lynch,” (1994) Labe, InterfacesInterfaces , 24(5), pp. 1, 24(5), pp. 1 --12.12.   

    
12/112/1   MBA Savings & Loan MBA Savings & Loan (Pages 351(Pages 351--355 of textbook. 355 of textbook.   

PASS/FAIL group case writePASS/FAIL group case write --up)up)   
    
Final examFinal exam  
 



Lead Week:  Offshoring and Outsourcing 
 
Instructor: Rich Metters 
Office  415 
Telephone: 404.727.7089 
 
Course Objectives 
This course concerns two related, but distinct business practices:  Offshoring and 
outsourcing.  There is a considerable amount of misinformation, confusion, and 
apprehension regarding offshoring and outsourcing.  In the most recent presidential 
campaign these terms were used, and misused, frequently.  They remain emotional 
hot-buttons for many. 
 
The learning objectives of this course are  

- to separate the facts from the hype, 
- to identify current practice, 
- to determine best practice,  
- to develop appropriate models of strategic fit, and 
- to explore ethical and public policy issues. 

 
Class Schedule:   
Monday, January 23:  Underpinning Theory of Outsourcing/Offshoring 
Manufacturing:   

Strategic Contingency viewpoint 
Product-Process Matrix 

Services: 
 Customer Contact model 
 Services De-coupling model 
 
Tuesday, January 24:  Choice Complexities, Models of Offshoring/Outsourcing 
Manufacturing: 

Required reading:  “Emerson Electric” case study 
Questions to consider:  
1. What are the sources of risk to ACP in each of the alternatives? 
2. An Excel file (sent to the course conference) calculates the landed total costs 

of each alternative (rather than typing in the excruciatingly complex exhibits).  
There are some costs that “total landed cost” does not count, such as tooling 
and expenses related to auditing foreign operations that should also be 
considered.  Determine the best choice from a cost basis. 

3.3.   Where should the fan subpack be sourced?  
 
Services: Which services are offshored/outsourced, 

Extent of the market, 
History of offshoring, 
Risks of offshoring. 



 
Wednesday, January 25:  Ethics, Governmental Policy, The Western Backlash 
Manufacturing: 

Required reading:  “International Sourcing in Athletic Footwear:  Nike and 
Reebok” case study 
 

Questions to consider: 
1. Evaluate Nike’s “Memo of Understanding” (ex. 6) and Reebok’s “Human 

Rights Production Standards” (ex. 7).  Which do you favor? 
2. Phil Knight replies that Nike is not “gouging” by pointing to operating 

profits that are in line with the industry.  Assess his argument. 
3. Does shifting production between countries, such as from S. Korea to 

Indonesia, raise any ethical concerns? 
4. What responsibilities does a multinational corporation have regarding 

labor, environmental, and other standards in foreign countries?  How 
does outsourcing change that responsibility? 

 
Services: Introduction to cultural issues, 
  Governmental response to offshoring, 
  “Homeshoring” movement. 
 
Thursday, January 26:  (Outsourced)  Cultural Issues 
 
Required reading: “Femininity and Flexible Labor” by Carla Freeman  

Guest speaker:  Carla Freeman, Professor, Women’s Studies and 
Anthropology, Emory University. 
 
It is often noted that a process cannot simply be moved from the U.S. to 
another country as is.  Professor Freeman will identify why.  Professor 
Freeman is the author of High Tech and High Heels in the Global Economy, a 
book about the offshoring of back-office service work.  As part of her 
research program, she spent three years on site in an offshored back-office 
service firm in Barbados.   

 
 
Friday, January 27:  (Outsourced)  Implementing an Offshoring Agreement  

Guest speaker:  Nitin Kapila, President, GRM Group (Global Resource 
Management) 
 
GRM Group (www.grmgroup.net) facilitates relationships between U.S. firms 
and, largely, Indian firms.  They specialize in Business Process Outsourcing of 
services and service components of manufacturing firms, such as Human 
Resources, Finance, etc.  

 



Management 557P:  Management Science in Spreadsheets 
 
 
Instructor:  Rich Metters 
Telephone:  404.727.7089 
 
Course Textbook 
Practical Management Science, 2nd ed., by Winston and Albright, 2001. 
 
Course Objectives 
This course demonstrates two quantitative tools that have wide applicability in 
business practice:  linear programming and simulation.  The focus is on linear 
programming.  These tools are used in every functional area in a significant majority 
of large firms.   
 
The objective is not to create expert mathematicians.  The theoretical underpinnings 
of these techniques will be discussed only as needed.  Rather, the emphasis is on 
assessing the applicability of these techniques in practical situations.   
 
WARNING:  the course objective is NOT to make you “handier” at Excel.  Although you 
will become more familiar with the capabilities of spreadsheet software packages 
and we will be performing virtually all classwork in Excel, the course is not designed 
to assist in becoming an Excel expert. 
 
Course Methods 
The work in this course will largely consist of structuring managerial problems 
mathematically in spreadsheets.  Consequently, class time is expected to focus on 
utilizing spreadsheets. 
 
Grading 
Proposed:  60% exam, 40% class leadership.  Exact grading scheme to be decided in 
class. 
 



Class Schedule:  This schedule is subject to change 
    
 
Understanding the Basics of Linear Programming 
8/9 Course Introduction (ch 1 - optional) 
 

The Basics of Modelling Business Decisions as Linear Programs  
(ch 3-3.3, 3.5, 3.7, pp. 67-77, 82-85, 90-95) 
 Accounting/Finance/Operations: cost accounting and production 

planning 
 Operations:  the diet problem (p.67-68) 
 
Linear Programming in Pictures:  Graphical/Sensitivity Analysis 
(ch 3.4, 3.6, pp. 78-83, 86,87) 

Economics/Finance/Cost Accounting:  calculating marginal 
costs/revenues and transfer prices 

Operations:  Blending problems (ch 4.5. pp. 137-142) 
  
 Multiple objective functions 
 Finance: Asset allocation (p.145 question 28) 

 SolverTable (p. 78) 
   
Modelling Business Decisions with Linear Programming 
8/11   Operations/HR:  Workforce Scheduling (ch 4.2 pp. 113-118) 

Finance: “Blending” a portfolio:  Bond selection (p.143, question 25) 
 

Sequential Decision Making (ch 4.3) 
Operations:  Aggregate planning (pp. 120-129) 

 Finance:  Short-term cash flow planning (ch 4.7, pp.154-159) 
 
 Non-linear objective functions (non-constant returns to scale):  

Piece-wise approximation 
 Marketing:  Media selection 

 
8/13  LP with no objective function  
  Finance:  Arbitrage (case 4.2, p.189) 
  Non-profit pricing 
  Operations: Finding feasible schedules 
 

LP Under Uncertainty 
  Finance:  Cash flows with inaccurate forecasts 
  Operations:  Production planning with inaccurate forecasts 
 
8/16 Data Envelopment Analysis (ch 4.8, pp. 162-168) 
 Case study:  DEA At Nashville National Bank (to be e-mailed) 
 



 Environmental LP:  Armco 
 
8/18 Guest Speaker: Gene Ramsay, Profit Point, Inc.  

(expected class ending time: 8:30 
  
8/20 Integer Programming 

Finance:  Capital budgeting (ch 6.3, pp. 278-284) 
  Operations:  Facility location (ch 5.2, 6.6, 6.7, pp. 193, 306-316) 
 
8/23 Simulation  

Inventory and Financial problems (ch 12.2-12.3) 
Queueing (ch 14) 

 
8/25 Environmental LP:  Armco 
 
8/27 Exam 


