
   
   

 
 

Introduction to Operations Management 
 

Syllabus for TRA 3151 
Lutgert College of Business, Florida Gulf Coast University 

Visiting Professor:  Diana M. Fandel 
Spring 2014 (CRN 10428, CRN 10429, CRN 10430) 

 
Office/Phone/e-mail: Lutgert Hall Room 3305; e-mail:  dfandel@fgcu.edu; phone:  590-7300 
 
Class Time/Room:  CRN 10428 Monday & Wednesday, 9:30 am - 10:45 am, Holmes Eng 224 
                                    CRN 10429 Monday & Wednesday, 11:00 am – 12:15 pm, Lutgert Hall 2202 
                                    CRN 10430 Monday & Wednesday, 5:00 pm – 6:15 pm, Lutgert Hall 2202 
 
Office Hours:  Monday & Wednesday, 2:00 pm – 4:30 pm and by appointment 
 
Course Materials--Required: OM4, by David A. Collier and James R. Evans, Publisher is South-

Western, a division of Cengage Learning, 4th Edition.    
Course Content 

We are in the Service and Information Age where information-, entertainment-, and 
service-content are increasingly dominating or complementing goods-content.  Service industries 
account for 82% of the jobs in the U.S. economy.  Goods-producing industries (all of manufacturing, 
construction, fishing, forestry, mining, and agriculture) account for the remaining 18% - but 50% of 
those jobs are also in service processes.  Therefore, 91% of the jobs in the U.S. economy involve 
designing and managing service-, information-, or entertainment-intensive processes.  As such, the 
emphasis in operations management is on value chains and associated processes in a wide variety 
of industries. 

 
The unifying theme of operations management is that value chains and associated 

processes create and deliver value to customers by transforming a set of inputs via a process into 
outputs.  All functional areas create outputs and outcomes through processes.   Outputs/outcomes 
can be in the form of a manufactured good, information, service, and entertainment.  In general, 
processes can be categorized into (1) primary processes such as the production process to build cell 
phones or the reservation process for a hotel room and (2) supporting processes such as an 
organization’s human resource management hiring process or accounting and billing processes. All 
functional areas such as engineering, accounting, information systems, marketing and finance use 
operations skills to design and manage their value creation processes. We will use business cases to 
help you understand the interdisciplinary nature of operations management and mimic real world 
work situations. 

 
Objectives of the Course 
1. To develop a general awareness of how domestic and global operational decisions such as 

product and process safety and quality control relate to competitiveness, ethics, and 
sustainability.  This includes the ability to understand value chains and operations management 
applicable to both goods-producing and service-providing organizations.   

2. To understand the interdependence of the operating system with other key functional areas of 
the firm so as to develop interdisciplinary thinking and perspective. 
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3. To learn the terminology, concepts, and methods of operations management and business so 
you can convey your analysis and decisions.  You must develop the critical thinking skills and 
capability “to apply” what you learn to new or different problem structures and situations.  

4. To become adept at critical thinking such as structuring and analyzing practical problems, 
identifying information needs and sources, defining objectives and strategies, identifying key 
qualitative and quantitative decision criteria, arriving at a decision, and selling your final 
recommendations to your boss, client, or peers via the analysis of business case studies.  

5. To be effective communicators in writing an effective case analysis and contribute to class and 
case discussions.  

 
This course is a required undergraduate core (common) course for all students in the Lutgert 
College of Business. Students learn to adapt and apply course content and methods to changing 
business environments, and communicate effectively through verbal and written formats. Class 
discussion and team assignments/presentations provide the opportunity for students to improve 
their communication skills. Students begin to understand how the concepts and methods of 
operations management provide a foundation for critical thinking and decision making as outlined 
in the previous course objectives. 
 
Religious Holidays 

All students at FGCU have a right to expect that the University will reasonably 
accommodate their religious observances, practices, and beliefs. Students shall not be penalized 
due to absence from class or other scheduled academic activities because of religious observances.   
 
Disability Accommodation 
 If you need an accommodation based on the impact of a disability, please arrange an 
appointment with me as soon as possible and contact the FGCU Office of Adaptive Services in 
Howard Hall 137.  Their telephone number is 590-7956.  
 
Academic Misconduct 

Any material submitted for course credit must be your own work if it is an individual-based 
assignment or the work of your team if it is a group-based assignment.  Students are not permitted 
to discuss, read, etc. the work, thoughts, and ideas regarding the case or exams with other students 
(or another team for case work).  If outside references are used, they must be properly referenced.  
Also, with the case work, it is recommended that you take action to protect your work, such as 
collecting your materials from the lab printers and disposing of rough drafts at home.  Case write-
ups that are similar to current or past case write-ups or similar to on-line materials may initiate 
serious disciplinary action, so please do your own work as an individual or, when required, as a 
team.  Suspected cases of academic misconduct will be reported to the appropriate university 
departments.  Typical penalties include an E in the course, disciplinary probation and/or possible 
dismissal from the university.  Academic misconduct is a serious threat to the integrity and value of 
your degree and all that we do.  Employers expect you to know the body of knowledge that is 
documented in your academic transcripts.  The FGCU Student Code of Conduct documents the 
policies related to academic misconduct and honesty so please read these materials.   
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Exams  
• The exams are closed book, closed notes. Bring a calculator! 
• Formulas are given on the exams but you must know what the symbols mean and how to use 

them. 
• Each exam consists of some combination of conceptual questions, quantitative models, and 

problem solving. The material could be based on anything covered in the lecture, text, class and 
case discussions, homework, other assigned readings, videos, or guest presentations. A key to 
doing well on the exams is taking good class notes. 

• All electronic devices of any kind must be turned off during the exam.   
• A Scantron sheet is used to record your answers for exams.  Your answer on the Scantron sheet 

is the only valid answer (answers on the test itself will not be considered so check your 
Scantron answers several times). 

• You must use your own calculator – No sharing of calculators. 
• You are responsible on the exams for all questions and problems we work and discuss in class 

so take good class notes. 
• NO make-up, late or early exams are given. A comprehensive make-up exam is given at the 

end of the semester covering all course materials for any exam(s) you miss.   Business related 
absences are not excused.  Students should make arrangements now to avoid time conflicts. 

 
Class Participation, Attendance, Homework & Attentiveness 

Good managers can communicate their ideas and analysis in a management meeting and to 
their peer group.  Think of coming to our class meetings as coming to a management meeting and 
"practice" your communication skills.  Relax and tell us what you think!  Let's learn from each other!  
Consistent and quality class participation is expected.  All points of view should enter the class 
discussion.  Note, at times I might call on you directly to discuss or explain a topic to the class.  After 
classes, I review our class discussion and log participation. 

A poor attendance record will absolutely reduce your final course grade, so please 
communicate with me on attendance policy.  I will pass around a class attendance sheet, so please 
attend class and ensure you sign the attendance sheet each class.  I will also use a seating chart so 
please sit in the same seat starting with the second class onwards.      

Volunteering, and being selected, to “open” one of the cases on non-case study 
presentation days is a good way to achieve up to five of your 10 participation, attendance, 
homework and attentiveness points.  An excellent opening summary, plus an insightful and 
articulate analysis of the case, will earn you the full five points.  Volunteering to open, but not being 
selected, will earn you a point, up to a total of five points (ie., five times offered to open but not 
being selected). 

Power point slides I use in class will be posted to CANVAS.   
 

Grading and Course Performance 
Your grade is determined with 90% weight on individual performance and 10% on team assignment 
performance as follows: 
 
Individual Class Participation, Attendance, Homework & Attentiveness   - 10 % 
Individual Performance on Three Exams @ 26.67% each      - 80 % 
Team Presentations and Case Reports – One @ 10%        - 10 % 
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*Team presentations and reports focus on mini-cases.  Each team is responsible to present and 
hand-in their reports on the due date.   The team assignments are defined as follows: 

• Teams 1, 2, 3:  Case Presentation and Report (due February 10th) – BankUSA:  Credit Card 
Case Study (OM4, p. 67), submit neatly typed answers to questions 1, 2, 3, 4 & 5.   

• Teams 4, 5, 6:  Case Presentation and Report (due March 12th) – Tom’s Auto Service Case 
Study (OM4, p. 130), submit neatly typed answers to questions 1, 2, 3, 4 & 5.   

• Teams 7, 8, 9:  Case Presentation and Report (due April 2nd ) – David Christopher, 
Orthopedic Surgeon Case Study (OM4, p. 224), submit neatly typed answers to questions 1, 
2, 3, & 4.   

• Teams 10, 11, 12:  Case Presentation and Report (due April 23rd) – The Casey Company 
Case Study (OM4, p. 369), submit neatly typed answers to questions 1, 2, 3. 

 
• NOTE:  Case study write-ups can simply answer the case questions in a Q and A format (i.e., 

repeat the question and then answer it).  Well-written case insights, analysis, and content 
based on the case facts are valued much more than long, wordy paragraphs with little, if 
any, insights, analysis or content.  Take both a business focus AND AN OPERATIONS 
MANAGEMENT FOCUS as you answer the questions.    
 

Your “team” is responsible for helping “all team members” understand the concepts and methods 
of the course—teach and help one another learn the material!    We will also work selected end-of 
chapter homework problems in class so keep a log of what problems we work and take good notes.  
Teams can share class notes on homework and cases to prepare for the exams.   
  
The grading standard used is as follows: 
> 92 A 
90-91 A- 
88-89 B+ 
82-87 B 
80-81 B- 
78-79 C+ 
70-77 C 
60-69 D 
< 60 F 
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Class No./Day/Date   General Topic/Assignment  
 

I. Introduction to Operations Management 
1 Mon/ Jan 6 -      Introduction to course, team assignments.  BRING notepaper to class 
 
2 Wed/ Jan 8 -      Before Class Read: Chapter 1 (OM4) 

- Before Class Read & Prepare: Zappo’s (OM4, pp. 22-23), Case Study 
Questions #’s 1, 2, 3 

- In class discussion of case 
- Hand in homework:  case study 
 

II. Value Chains  
3 Mon/ Jan 13 -   Before Class Read:  Chapter 2 (OM4) 

-   Homework problems due next class:  P & A #’s 1, 7, 8 
 

4 Wed/ Jan 15 -   Before Class Read & Prepare:  Bookmaster Case Study (OM4, p. 46), All 
        In class volunteer opening/discussion by all of case 

-   Review of homework problems assigned 
-   Hand in homework:  both case study and assigned problems 
 

January 20th, Dr. Martin Luther King Holiday – No Class   
 

III. Introduction to Operations Performance Measurement 
5         Wed/ Jan 22 -   Before Class Read:  Chapter 3 (OM4) 

-   Homework problem due next Wednesday:  P & A # 10 
 

IV. Operations Strategy  
6 Mon/ Jan 27 -   Before Class Read:  Chapter 4 (OM4) 

-   Homework problems due next class:  Disc. Question # 4; P & A #’s 2 & 3 
 

7 Wed/ Jan 29 -   Before Class Read & Prepare:  Sustainable Lawn Care                       
              Case Study (OM4, p. 88), All      

-   In class volunteer opening/discussion by all of case   
-   Review of homework problems assigned  
-   Hand in homework:  both case study and assigned problems 
 

V. Supply Chain Design  
8 Mon/ Feb 3 -   Before Class Read:  Chapter 9 (OM4) 

-   Homework problems due next class:  Disc Question # 3; P & A #’s 6 & 7 
     

9 Wed/ Feb 5  -   Before Class Read & Prepare:  Boston Red Sox Spring Training Decision                      
              Case Study (OM4, p. 202) Case Study Questions 1, 2, 3, 5       

-   In class volunteer opening/discussion by all of case 
-   Review of homework problems assigned 
-   Hand in homework:  both case study and assigned problems 
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Class No./Day/Date   General Topic/Assignment  

 
CASE STUDY PRESENTATION DAY 

10 Mon/ Feb 10 -   Before Class Read & Review Associated Questions:  BankUSA: Credit                     
              Card Case Study (OM4, p. 67)    

      -   Teams 1, 2, 3 hand-in case study report, send electronic presentation 
-   Teams 1, 2, 3 present case study in class 

 
VI. Goods and Service Design  

11 Wed/ Feb 12 -   Before Class Read:  Chapter 6 (OM4) 
-   Homework problems due next class:  P & A #’s 2, 6, 8 
 

12 Mon/ Feb 17 -   Chapter 6 continued     
-   Review of homework problems assigned 
-   Hand in homework problems 
 

13 Wed/ Feb 19   EXAM # 1 (the exam covers all material to date) 
 

VII. Process & Value Chain Design and Management 
14 Mon/ Feb 24 -   Before Class Read: Chapter 7 (OM4)  
   -   Homework problems due next class:  P & A #’s 5, 7, 8, 12  
 
15 Wed/ Feb 26 -   Before Class Read:  Hopewell Hospital Pharmacy Case (OM4, p. 157), All 
   -   Chapter 7 continued 

-   In class volunteer opening/discussion by all of case 
-   Review of homework problems assigned 
-   Hand in homework:  both case study and assigned problems 
 
March 3rd & 5th, Spring Break – No Class   
 

VIII. Capacity Management 
16 Mon/ Mar 10 - Before Class Read: Chapter 10 (OM4)  

-   Homework problems due March 17th: P & A #’s 3, 9, 10 
 

CASE STUDY PRESENTATION DAY 
17 Wed/ Mar 12 - Before Class Read & Review Associated Questions:  Tom’s                         
              Auto Service Case Study (OM4, p. 130)      

-   Teams 4, 5, 6 hand-in case study report, send electronic presentation 
-   Teams 4, 5, 6 present case study in class   
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Class No./Day/Date   General Topic/Assignment  

 
IX. Inventory Management 

18 Mon/ Mar 17 -   Before Class Read: Chapter 12 (OM4) 
-   Review Chapter 10 homework problems 
-   Homework problems due next class:  P & A #’s 6, 8, 9 (EOQ only) 
 

19 Wed/ Mar 19 -   Chapter 12 continued  
-   Review of homework problems assigned 
-   Hand in homework problems 

 
X. Lean Management  

20 Mon/ Mar 24 -   Before Class Read: Chapter 17 (OM4) 
 

XI. Forecasting & Demand Planning 
21 Wed/ Mar 26 -   Before Class Read:  Chapter 11 (OM4) 
      
22 Mon/ Mar 31     EXAM #2 (the exam covers all material since Exam # 1) 
 

CASE STUDY PRESENTATION DAY 
23 Wed/ Apr 2 -   Before Class Read & Review Associated Questions:  David Christopher,                   
              Orthopedic Surgeon Case Study (OM4, p. 224)      

-   Teams 7, 8, 9 hand-in case study report, send electronic presentation 
-   Teams 7, 8, 9 present case study report in class 

 
XII. Quality Management  

24 Mon/ Apr 7 -   Before Class Read:  Chapter 15 (OM4) 
-   Homework problems due next class:  P & A #’s 5 & 6 (EPMO only), 11 
 

25 Wed/ Apr 9 -   Before Class Read & Prepare:  Sunshine Enterprises                       
              Case Study (OM4, p. 349), Case Study Questions #’s 1, 3, 4      

-   In class volunteer opening/discussion by all of case 
-   Review of homework problems assigned 
-   Hand in homework:  both case study and assigned problems 
 

XIII. Quality Control and SPC 
26 Mon/ Apr 14 -   Before Class Read: Chapter 16 (OM4)  

-   Homework problems due next class: P & A # 13 (Cp only) 
 

XIV. Technology, Facility and Work Design 
27 Wed/ Apr 16 -   Before Class Read:  Chapters 5 & 8 (OM4)  

  -  When you come to class, sit with your team  
-  Review of homework problem assigned 
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Class No./Day/Date   General Topic/Assignment  

 
XV. Project Management  

28 Mon/ Apr 21 -  Before Class Read: Chapter 18 (OM4) 
   -  Homework problems due on April 28:  P & A #’s 8 & 12 
   -  [NOTE:  cost information for # 8 in table under # 12] 

 
CASE STUDY PRESENTATION DAY 

29 Wed/ Apr 23 -   Before Class Read & Review Associated Questions:  The Casey                   
              Company Case Study (OM4, p. 369)      

-   Teams 10, 11, 12 hand-in case study report, send presentations 
-   Teams 10, 11, 12 present case study  
 

30 Mon/ Apr 28 -   Chapter 18 continued  
-   Review of homework problems assigned 
-   Hand in homework problems  
-   Summary Comments 
 

31 Finals week    EXAM #3 (the exam covers all material since Exam #2) 
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Volunteer Case Opening Guidelines 
 

If you wish to volunteer to open a case, see me before class starts. 
 
To open, summarize the following (typed up or VERY NEAT penmanship): 
 
Title of Case 
 
Business Facts (tell us about the business based on the case notes) 
 
What is the operational challenge or decision in front of this company? 
 
Comprehensively answer the questions by restating each question and then 
giving your comprehensive answer.  Keep in mind both a business focus AND 
AN OPERATIONS MANAGEMENT FOCUS as you address each question. 
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Homework Guidelines 
 
HOMEWORK PROBLEMS: 
 
I will assign specific problems, usually in the problems and activities section (P & A) at the 
end of the chapter.  You don’t need to do other questions unless you want to do so.  Neatly 
handwritten or typed are both acceptable.  You only need to include the problem chapter 
and number, then your answer.  You do NOT need to restate the question. 
 
CASE STUDIES: 
 
For the case studies assigned as homework (NOT the team presentations), please answer 
each question.  Neatly handwritten or typed are both acceptable.  For the case studies, I 
am seeking just enough of an answer to let me know that you are thinking about this case 
and and have given some thought to your answers to the questions.  These are not large 
papers/reports.  On the other hand, two meaningless sentences in answer to the question 
will be graded as if you did not do anything.   
 
NOTE:  IF you intend to volunteer to open, you will want to put more effort into the case, per 
the syllabus guidelines I reviewed the first day of class.  This is because you are seeking the 
full five points.  So clear, succinct, comprehensive, insightful answers to the questions, plus 
the opening information, is expected. 
 
GRADING: 
Both the homework problems and homework case studies will be graded as pass/fail.  If 
you completed them to my satisfaction, regardless if you got the answer correct, it will be 
graded as a pass.  My objective is to see that you are doing the homework.  We review the 
problems and cases in class so that you can see how well you did the homework and where 
you went right or wrong.   
 
HAND IN both the problems and case study write-ups at the beginning of class.  Keep a 
copy for yourself to refer to. 
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TEAM CASE REPORTS and PRESENTATIONS 
 

The written report is due at the beginning of class on presentation day.  The written report 
is 90% of the grade.  The total grade will be a numeric number. 
 

A typed report is expected, no more than six pages (less than six pages is fine). 
 
Clear, succinct but comprehensive, insightful answers will be graded highest.  Lots of 
words with little true content is not encouraged.  
 
Taking both a business view AND an operations management view is the right 
approach.  Typing the question and then your answer is fine.   

 
The presentation is 10% of your grade.   
 

Prepare a power point presentation. 
 
Casual, neat clothing is fine. 
 
The presentation should be planned for approximately 10 minutes with 5 minutes 
of Q&A from the audience. 
 
Every team member must have a speaking role. 
 
Send the professor your electronic power point slides before class. 

 
Audience (class) expectations: 
 

Come to class having read the case, reviewed the questions and having thought 
about them.   
 
Everybody, except for the team presenting at the front of the room, is in the role of 
that business’s senior management team.   
 
You should ask questions – professionally of course – to the presenting team upon 
their presentation conclusion.  I am seeking thought-filled questions and comments, 
not aggressive questioning designed to impress me. 
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Team Tips and Expectations 
 

Tips 
 
Effective Case Study Preparation (in order): 

1) Start working on the case as soon as we have covered that chapter in class 
2) Each team member prepare the case independently – think about multiple 

options of how to proceed, look back in the applicable chapter for ideas, look on 
page 4 at the “What Do Operations Managers Do” box and on page 10 at Exhibit 
1.1 

3) Come together as a team to discuss what you prepared independently and to 
pull together your team case study – engage in an excellent and thought-
provoking conversation, think about different options…both business and 
operational, select the best option(s) to go forward, be decisive and defend your 
recommendations  

4) Develop your case report (be sure to include the option(s) you considered and 
why you selected your final recommendation(s) and consider adding why you 
did not go with other options - if appropriate) 

5) Develop your presentation  
 
Case Study DON’Ts: 

1) Do not wait until the last minute to work on your case 
2) DO NOT DIVIDE UP THE CASE AND ASSIGN EACH TEAM MEMBER A QUESTION 

TO COMPLETE 
3) Do not simply choose the “obvious” solution, but don’t ignore the obvious either 
4) Do not take only a business strategy view (DO:  PRIMARILY FOCUS ON THE 

OPERATIONAL VIEW AND DECISIONS…within the larger business context) 
 
Expectations/Agreements 
 
1) When will the team meet (discuss your schedules and constraints)? 

________________________________________________________________________ 
 
2) How will you accomplish your work?  

________________________________________________________________________
________________________________________________________________________ 

 
3) What number score will the team work towards achieving? ______________________ 

 
4) Any other agreements?  

________________________________________________________________________
________________________________________________________________________ 
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TEAM WORKLOAD CASE REPORTS  - OPTIONAL FORM 
 
Your team has been given $100 to allocate to team members as a bonus consulting fee.  
Divide the money among your team based on the quality and effort of each team 
member’s contribution.  The objective of this information is to document individual team 
members who are outliers (high or low percentage of total management report effort).  If, 
in your opinion, everyone contributed to the management reports in different ways 
"roughly" equally, there is no need to hand in this optional evaluation.   Unless the 
instructor is told otherwise by handing in this form, it is assumed that all members of the 
team participated and contributed about equally to the development and preparation of 
the mini-team case assignments. Please explain your response in a professional manner.  
This team evaluation is due to the instructor by the last regular class and is optional.   
 
Team Name & 
Number 

 Your estimate of 
percent (%) of work by 
each team member 

(1) Your name:   

(2) Other names:   

(3)   

(4)   

(5)   

Total   $100 or 100% 

Discussion/Comments: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


