
 

 

Course Title Operations Management Course Code BA 303 

 

Course Description 

 

Operations managers throughout the world are producing products every day to provide for the well-

being of society. These products take on a multitude of forms. They may be washing machines at 

Whirlpool, motion pictures at DreamWorks, rides at Disney World, or food at Hard Rock Cafe. These 

firms produce thousands of complex products every day—to be delivered as the customer ordered 

them, when the customer wants them, and where the customer wants them. This is a challenging 

task, and the operations manager’s job, whether at Whirlpool, Disney, or Hard Rock, is demanding. 

Managers who successfully design and deliver goods and services throughout the world understand 

operations. In this course, we look not only at how managers create value but also how operations 

managers in services, as well as in manufacturing, do so. Operations management is demanding, 

challenging, and exciting. It affects our lives every day. Ultimately, operations managers determine 

how well we live. 

Therefore, this course attempts to provide a clear presentation of the concepts, tools, and 
applications of the field of operations management.  
 

Course Objectives 

 

Operations is an exciting area of management that has a profound effect on productivity. Indeed, few 
other activities have as much impact on the quality of our lives. The goal of this course is to present a 
broad introduction to the field of operations in a realistic, practical manner. Even if a business student 
is not planning on a career in the operations area, he/she will likely be working with people in 
operations. Therefore, having a solid understanding of the role of operations in an organization will be 
of substantial benefit to hem/her. This course will also help business students to understand how OM 
affects society and our lives. Certainly, we will better understand what goes on behind the scenes 
when we attend a concert or major sports event; purchase a bag of Frito-Lay potato chips; buy a meal 
at an Olive Garden or a Hard Rock Cafe; place an order through Amazon.com; board a flight on 
Alaska Airlines; or enter a hospital for medical care. 
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Course Learning Outcomes 

 

 

By the end of the course it is expected that students will be able to : 

 Define operations management  
 Explain the distinction between goods and services 
 Explain the difference between production and productivity  
 Compute single-factor productivity 
 Compute multifactor productivity  
 Define mission and strategy  
 Identify and explain three strategic approaches to competitive advantage  
 Understand the significance of key success factors and core competencies  
 Use factor rating to evaluate both country and outsource providers  
 Identify and explain four global operations strategy options  

 Define product life cycle  
 Describe a product development system  
 Build a house of quality  
 Explain how time-based competition is implemented by OM  
 Describe how goods and services are defined by OM  
 Describe the documents needed for production  
 Explain how the customer participates in the design and delivery of services  
 Apply decision trees to product issues  

 Define quality and TQM  
 Describe the ISO international quality standards  
 Explain Six Sigma  
 Explain how benchmarking is used in TQM  
 Explain quality robust products and Taguchi concepts  
 Use the seven tools of TQM  
 Describe four process strategies  
 Compute crossover points for different processes  
 Use the tools of process analysis  
 Describe customer interaction in service processes  
 Identify recent advances in production technology 
 Identify and explain seven major factors that affect location decisions  
 Compute labor productivity  
 Apply the factor-rating method  
 Complete a locational cost–volume analysis graphically and mathematically  
 Use the center-of-gravity method  
 Understand the differences between service- and industrial-sector location analysis  
 Define capacity  
 Determine design capacity, effective capacity, and utilization  
 Perform bottleneck analysis  
 Compute break-even  
 Determine expected monetary value of a capacity decision  
 Compute net present value 
  Discuss important issues in office layout  
 Define the objectives of retail layout  
 Discuss modern warehouse management and terms such as ASRS, cross-docking, and 

random stocking  
 Identify when fixed-position layouts are appropriate  
 Explain how to achieve a good process-oriented facility layout  
 Define work cell and the requirements of a work cell  
 Explain how to balance production flow in a repetitive or product-oriented facility 

 



Course Content  
 

   

 1- Chapter 1: Operations and Productivity  

 What Is Operations Management?              
 Organizing to Produce Goods and Services  
 The Supply Chain  
 Why Study OM?  
 What Operations Managers Do  
 The Heritage of Operations Management  
 Operations for Goods and Services  
 The Productivity Challenge  
 Current Challenges in Operations Management  
 Ethics, Social Responsibility, and Sustainability  
 
 

2- Chapter 2: Operations Strategy in a Global Environment 

 Developing Missions and Strategies  
 Achieving Competitive Advantage Through Operations  
 Issues in Operations Strategy  
 Strategy Development and Implementation  
 Strategic Planning, Core Competencies, and Outsourcing  
 Global Operations Strategy Options  

 
 

3- Chapter 5: Design of Goods and Services 
 Goods and Services Selection 
 Generating New Products  
 Product Development 
 Issues for Product Design 
  Product Development Continuum 
 Defining a Product 
 Documents for Production 
 Service Design 
 Application of Decision Trees to Product Design 
 Transition to Production 

 
 
 

           ----------------- First Mid-term Exam (to be arranged later)------------------- 
 
 

4- Chapter 6: Managing Quality 
 Quality and Strategy  
 Defining Quality 
 Total Quality Management 
 Tools of TQM 
 The Role of Inspection 
 TQM in Services 

 

 
 

5- Chapter 7 Process Strategy 
 Four Process Strategies 
 Selection of Equipment  
 Process Analysis and Design 
 Special Considerations for Service Process Design  
 Production Technology 
 Technology in Services  
 Process Redesign  

 



 

 
6- Chapter 8: Location Strategies  

 The Strategic Importance of Location  
 Factors That Affect Location Decisions  
 Methods of Evaluating Location Alternatives  
 Service Location Strategy  
 Geographic Information Systems 

 

       -------------- The Second Mid-term Exam (to be arranged later)--------------- 
 

7- Chapter 9: Layout Strategies  
 The Strategic Importance of Layout Decisions  
 Types of Layout  
 Office Layout  
 Retail Layout  
 Warehouse and Storage Layouts  
 Fixed-Position Layout  
 Process-Oriented Layout  
 Work Cells  
 Repetitive and Product-Oriented Layout  

 
8- Supplement 6: Statistical Process Control  

 Statistical Process Control (SPC)  
 Control Charts for Variables  
 The Central Limit Theorem  
 Setting Mean Chart Limits ( x -Charts)  
 Setting Range Chart Limits ( R-Charts)  
 Using Mean and Range Charts  
 Control Charts for Attributes  
 Managerial Issues and Control Charts  
 Process Capability  
 Process Capability Ratio ( C p )  
 Process Capability Index ( C pk )  
 Acceptance Sampling  

 

       ----------------- The Final Exam (to be arranged later)------------------- 
 
 

 

Teaching Methodology 

 

The lecturer presents the course topics through direct teaching methodology, this will repeated in 

each class session, and this methodology will cover about 80% of class time. After presenting a topic, 

Group discussion methodology will be adopted to analyse cases related to the topics covered, the 

focus is on discussing the related topics and solve problems through applying techniques discussed 

in the lecture, or any issue the lecturer could present for discussion, this methodology will cover the 

rest  20% of the class time, as a part of lifelong learning students will be asked to access websites of 

telecommunication companies, operations and telecommunication associations, and societies to learn 

from real business experiences. 

 

 



 

General Guidelines 

 

Classroom Expectations, Rules, Procedures and Consequences 

The expectations, rules, procedures and consequences of my classroom are intended to keep the 

classroom environment safe, orderly, and productive.  Please respect the rules so that we can 

maximize learning time together.  The rules are not hard to follow, nor are any of them “out of the 

ordinary.”  They are simply expected behaviours for university students in this classroom.  If you have 

any questions about any of these rules, or why they are in place, you have the right to find out – 

please ask me as soon as possible.  There should never be a rule that does not have a purpose!  

Thank you for your cooperation!  
 

Class Expectations 

1. Respect yourself, your instructor and others at all times. 

2. Put forth your best effort at all times. 

3. Be prepared for class each day: Come prepared with all materials necessary. 

4. Preserve a positive learning environment: Student actions that interfere with teaching or learning in 

the classroom will NOT be tolerated.  

5. Minimize classroom interruptions by arriving to class on time and not leaving the classroom during 

the hour. 

6. You are able to absent 15% of classes, which equals 6 classes of (Sun., Tue, Th.) or 4 of (Mon, 

Wed), those who exceed the maximum limit will not be allowed to enter the final exam. 

7. Take responsibility for your actions: if you are confronted about a rule infraction, own up to it.  Don’t 
deny it, lie about it, or blame someone else. 

Class Rules 

1. Turn off cell phones & electronic devices 

2. No food or drink, except water allowed. You may drink bottled of water in the classroom.  

3. Arrive to class on time & ready to learn: Be “physically” and “mentally” present in the classroom 

4. Do not cheat, plagiarize, or copy work: Cheating is completely unacceptable.  If I see you cheating 

on any assignment I will give you a zero and report the incident to the school deanship.  

 

Textbook and Resources  
 

 Main Textbook 

     Heizer, J. Render, B. and C.Munson, Operations management; sustainability and supply chain 
management. 12th edition. Pearson Education, 2017. 

  

 Additional resources 

1- Stevenson, W.J, Operations Management. 13th edition. New York, NY: McGraw-Hill Education, 
2018. 

 

2- Jacobs, F., Chase, B., Operations and supply chain management. 15th edition. New York, NY: 
McGraw-Hill Education, 2018. 

 

 


