
HTMT 352, Spring 2023, Service Operations Management

Instructor Information:

Dr. Brumby McLeod
Associate Professor
Department of Hospitality & Tourism Management
School of Business
College of Charleston
Beatty Center, Room 436
5 Liberty Street
Charleston, SC 29424

mcleodb@cofc.edu

843-953-0735 (office) | 843-708-8814 (mobile)

Course Title, Course Number, CRN, Class Days, Time, and Location

Service Operations Management | HTMT 352-01 (20286) | Tues & Thurs | 0925 to 1040 | ECTR 120

Course Catalog Description:

This course focuses on the socio-technical systems of hospitality operations. Through cases, role-playing
and computer simulations, students will be exposed to a variety of human relations skills (i.e.,
communications, negotiating and personal selling) as well as technical skills (i.e., yield management,
CRS) required to manage successful “hi-tech hi-touch” businesses.

Office hours:

Open office hours on Thursday from 1530 to 1645 and by appointment on Monday | Wednesday | Friday

Prerequisites:

Junior rank or higher; HTMT 210 or permission of the instructor.

Required Course Materials & Technology:

Readings are provided in class and complemented with independent outside research by students.  A
textbook is not utilized in this course. Notes from the lectures are not provided to students.  Students are
required to attend and participate in lectures and class discussion to acquire the necessary materials for
success in the course.  In-depth assignments are used to expand beyond the classroom, to demonstrate
understanding and application of the material, and to assure continuous engagement in the course.

Students are required to have a smartphone and laptop every class for course participation, class
exercises, collaboration, in-class research and general communication.  Students are also encouraged to
have smart phone tethering capabilities, as a backup to wifi and other network connectivity challenges.
Your mobile device will also need an app such as TurboScan or Dropbox for digitizing class exercises and
homework for submission via OAKS.  Grades, communication, and assignment submissions are
managed and facilitated in OAKS, a learning management system powered by Desire 2 Learn and
branded as OAKS at the College of Charleston.  Chrome is the recommended browser.

Although this is a face-to-face course, there is always the possibility of utilizing Zoom because of
inclement weather, outside guest speakers, or unforeseen circumstances.  Zoom meeting technology is
an essential technology for maintaining a synchronous, visual, and audible learning environment.   When
using Zoom as an alternative, engagement in the course is demonstrated by a quiet and stable learning
environment, the ability to mute and engage with video and audio at a moments notice, and use of the
built-in features of Zoom such as screen sharing, chat, responding to questions, and raising the digital
hand to speak.  When Zoom is utilized for class, you are required to be on video the entire class.
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Course Objectives:

This course is designed to introduce, examine, and apply principles of service operations management
with the understanding that service excellence is achieved through design, systems and people.  By the
end of this course, students should have an understanding and appreciation for (1) the service concept,
(2) service theory models, (3) customer relationship management, (4) managing expectations, (5)
managing supplier relationships, (6) demand management, (7) service design, (8) defining and measuring
service quality, and (9) service recovery.

School of Business Learning Goals and Assessment Methods:

All of the Business Learning Goals listed below are addressed in this course via in-depth assignments.

What will students know and be able to do when
they complete the course?

Assessment Method and Performance Expected
How will each outcome be measured? Who will
be assessed, when, and how often? How well
should students be able to do on the
assessment?

COMMUNICATION SKILLS:  Students will
demonstrate the ability, via both written and spoken
word, to effectively present, critique, and defend
ideas in a cogent, persuasive manner.

Students will produce and present a collection of
written and visual presentations on the
application of service operation principles in
hospitality and tourism organizations.

INTELLECTUAL INNOVATION AND CREATIVITY:
Students will be able to demonstrate their
resourcefulness and originality in addressing
extemporaneous problems.

Students will design and present an alternative
service delivery system to disrupt, complement
or improve an existing service delivery system.

GLOBAL CIVIC RESPONSIBILITY: Students will be
able to integrate knowledge and skills in
applications that facilitate student articulation and
response to social, ethical, environmental and
economic challenges at local, national and
international levels.

Students will conduct an analysis of sustainable
practices in service delivery systems within a
common set of businesses in hospitality and
tourism.

SYNTHESIS: Students will demonstrate the ability
to integrate knowledge from multiple disciplines
incorporating learning from both classroom and
non-classroom settings, in the completion of
complex and comprehensive tasks.

Students will model a service solution using the
principles of service operations management.

QUANTITATIVE FLUENCY:  Students will
demonstrate competency in logical reasoning and
data analysis skills.

Students will examine and analyze statistics
related to measuring quality in hospitality and
tourism organizations.

Page 2 of 5 Last Updated on Friday, January 13, 2023



HTMT 352, Spring 2023, Service Operations Management

Grade Determination:

Nine Assignments, one per content area 90%
Ten class engagement inquiries 10%

TOTAL 100%

Grading Scale:

A 94 or above

A- 90 – 93

B+ 87 – 89

B 84 – 86

B- 80 – 83

C+ 77 – 79

C 74 – 76

C- 70 – 73

D 60 – 69

F Below 60

Course Schedule to Spring Break

Service Operations Management (SOM) Topic Day | Date Class Format by Date

The Service Concept Thurs, 1-12 Introduction | Syllabus (emailed)

Tues, 1-17 Lecture | Reading | Assignment

Thurs, 1-19 Application | Discussion

Service Theory Models Tues, 1-24 Lecture

Thurs, 1-26 Reading | Assignment

Tues, 1-31 Application | Discussion

Customer Relationship Management Thurs, 2-2 Lecture

Tues, 2-7 Reading | Assignment

Thurs, 2-9 Application | Discussion

Managing Expectations Tues, 2-14 Lecture

Thurs, 2-16 Reading | Assignment

Tues, 2-21 Application | Discussion

Managing Supplier Relationships Thurs, 2-23 Lecture

Tues, 2-28 Reading | Assignment

Thurs, 3-2 Application | Discussion

Spring Break
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Course Schedule Post-Spring Break to End of Term

Service Operations Management (SOM) Topic Day | Date Class Format by Date

Demand Management Tues, 3-14 Lecture

Thurs, 3-16 Reading | Assignment

Tues, 3-21 Application | Discussion

Service Design Thurs, 3-23 Lecture

Tues, 3-28 Reading | Assignment

Thurs, 3-30 Application | Discussion

Defining & Measuring Service Quality Tues, 4-4 Lecture

Thurs, 4-6 Reading | Assignment

Tues, 4-11 Application | Discussion

Service Recovery Thurs, 4-13 Lecture

Tues, 4-18 Reading | Assignment

Thurs, 4-20 Application | Discussion

Course Wrap-up | Flex Day if Necessary Tues, 4-25 Course Evaluations

Final Exam Period | 0800 to 1000 Tues, 5-2 Flex Day in Necessary

Academic Integrity Statement

As members of the College of Charleston community, we affirm, embrace and hold ourselves accountable
to the core values of integrity, academic excellence, liberal arts education, respect for the individual
student, diversity, equity and inclusion, student centeredness, innovation and public mission.  Congruent
with these core values, the College of Charleston expects that every student and community member has
a responsibility to uphold the standards of the honor code, as outlined in the Student Handbook.  In
pursuit of academic learning, you are expected to reference the work of other scholars, and complete
your own academic work, while utilizing appropriate resources for assistance.  Any acts of suspected
academic dishonesty will be reported to the Office of the Dean of Students and addressed through the
conduct process.  Your adherence to these practices and expectations plays a vital role in fostering a
campus culture that balances trust and the pursuit of knowledge while producing a strong foundation of
academic excellence at the College of Charleston.  Any questions regarding these expectations can be
clarified by your instructor.

Accommodations for Students with Disabilities

If there is a student in this class who has a documented disability and has been approved to receive
accommodations through the Center for Disability Services/SNAP (Students Needing Access Parity),
please come and discuss this with me during my office hours.
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The Center for Disability Services/SNAP is committed to assisting qualified students with disabilities
achieve their academic goals by providing reasonable academic accommodations under appropriate
circumstances. If you have a disability and anticipate the need for an accommodation in order to
participate in this class, please connect with the Center for Disability Services/SNAP. They will assist you
in getting the resources you may need to participate fully in this class. You can contact the Center for
Disability Services/SNAP office at 843-953-1431 or at snap@cofc.edu. You can find additional information
and request academic accommodations at the Center for Disability Services.

Center for Student Learning:

I encourage you to utilize the Center for Student Learning’s (CSL) academic support services for
assistance in study strategies, speaking & writing skills, and course content for any of your courses.  They
offer tutoring, supplemental instruction, study skills appointments, and workshops.  Students of all abilities
have become more successful using these programs throughout their academic career and the services
are available to you at no additional cost.  For more information regarding these services please visit the
CSL website at Center for Student Learning.

I also encourage you to take advantage of the Writing Lab in the Center for Student Learning (Addlestone
Library, first floor).  Trained writing consultants can help with writing for all courses; they offer one-to-one
consultations that address everything from brainstorming and developing ideas to crafting strong
sentences and documenting sources.
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