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Course  code  AUS556C 

Enterprise Models 
 

 

 
Course Object ives: 
 

T his  cours e deals  with the provis ioning of  services 1enabled by Information 
T echnology. 
 
T his  cours e teaches  s tudents  how the bus ines s  model and the firms  
pos itioning in the market is  as s ociated with the operations  of the f irm. 
S tudents  learn how to clas s ify s ervice f irms  bas ed on a number of dimens ions  
and how that clas s if ication is  as s ociated with other operational as pects  of  the 
f irm. S tudents  als o learn about how the s ervice concept is  different from 
s ervice delivery, s ervice s tandardization and s ervice operations  of  the f irm.  In 
addition, s tudents  will als o learn about the unique characteris tics  that 
challenge managers  in the s ervice indus try. A ll f irms  are IT  enabled f irms  and 
the clas s  will encourage s tudents  to think of  f irms  in the s haring economy. A ll 
of  thes e f irms  are IT  enabled and the focal f irm are bas ically platform 
providers . 

 
T he cours e takes  an entrepreneurial approach by engaging s tudents  in an exercis e 

where s tudents  are required to apply each concept to a hypothetical s tartup 
s ervice f irm. T his  exercis e is  a running exerc is e that culminates  in a f inal 
project.  
 
T he f irs t part (week 1) of  the cours e provides  a broad high level view of 
s ervice organizations  while the s econd half  of  the cours e provides  a detailed 
proces s  management view of the f irm with a focus  on proces s  optimization. 
 
T he under lying theme throughout the cours e is  the role of IT . In mos t modern 
organizations  bus ines s  proces s es  are encoded within information s ys tems . 
 
T he cours e takes  an entrepreneurial approach and therefore s tudents  will be 
as ked to think of  an IT  enabled bus ines s  and apply the concepts  they learn in 
clas s  to that bus ines s .  
 
T he cas e s tudies  provide s tudents  expos ure to a broad range of  s trategic and 
tactical is s ues  that s ervice frames  have to face. T he cas es  have been picked 
from the Healthcare sector. Mos t of  the cases  relate to IT  implementations . 

 
1A  s ervice is  a time-peris hable, intangible experience performed for a cus tomer acting in the role of co-producer 
(F itzs immons  and F itzs immons , 20 0 6 : R ecommended T ext).  
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Logist ics: 
Course Dates:  

 
 Monday Tuesday 

 
W ednesday 
 

Thursday 
 

Friday 
 

W eek # 1  July3, 2018 July4,2018 July5, 2018 July6,2018 
W eek # 2 July9,2018 July10 ,2018 July11,2018 July12,2018 

 
 

 
Class Times: 9:00  am – 1:30  pm on the days the classes are scheduled (See table 
above).  Please note that  the class may be extended if  needed. Students are 
expected to come between 8:30  am and 9:00  am to load the presentat ions on the 
class computer.  
 
The act ivit ies of the day will comprise of  three dist inct  teaching units (See table 

below). 

Act ivit y Time 
  
Teaching Unit  – 1   9 :00  am unt il 10 :00  am 
15 minut e Break 10 :0 0  am unt il 10 :15  
Teaching Unit  – 2 10 :15 am unt il 11:45 am 
15 minut e Break 11:4 5 pm unt il 12:0 0  noon 
Teaching Unit  – 3 12:00  noon unt il 1:30  pm 

 
Off ice Hours (Availability outside class t imes) - Locat ion: Amrita University Campus: 
 

 Monday Tuesday 
 

W ednesday 
 

Thursday 
 

Friday 
 

W eek # 1   July4, 2018 
[2:00  pm to 3:0 0  
pm] 

July5, 2018 
[2:00  pm to 
3:0 0  pm] 

 

W eek # 2 July9, 2018 
[2:00  pm to 
3:0 0  pm] 

 July11, 2018 
[2:00  pm to 3:0 0  
pm] 

 Final Exam 

 
You can also reach me by e-mail via Sebast in or Prabha. While these are st ipulated 
as of f ice hours, I am available every day af ter class. 

 
Course related assignments should be submit ted to Prabha or via email to 
k_prabhavathi@mites.amrita.edu 
 
Recommended Text : 
 
Tit le: Service Management : Operat ions, St rategy and Informat ion Technology 
Authors: James A. Fitzsimmons and J. Mona Fitzsimmons 
Publishers: McGraw-Hill Publishing Co. 
 

mailto:amrita.enterprise.models@gmail.com
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Tit le: Managing B us ines s  P roces s  F lows (Recommended Reading) 
A uthors : R avi A nupindi, S unil C hopra, S udhakar D. Des hmukh, Jan A . V an Mieghem and 
E itan Zemel 
P ublis hers : P rentice Hall, Upper S addle R ivers  

 
 

Fr om the Inst r uc tor ’s Desk:  
 
I believe that  t ime spent  in the classroom should be both informat ive and fun.  While 
a professor's role is not  that  of  a stand-up comedian, he or she should never be 
recognized as a cure for insomnia.  Students should not  only look forward to 
at tending class, but  they should expect  to part icipate as well. 
 
Class part icipat ion is expected and will be used extensively in the assignment  of  
class grade. I expect  you to think, and support  your arguments with facts (citable 
references with sources). 
 
Please do not  ask me t o make allowances for submit t ing t he work lat e.  
Coming lat e t o class aut omat ically leads t o lower class part icipat ion point s.  
Please make it  a point  not  t o be on t he phone or schedule appoint ment s dur ing 
class hours.  
 
I hold the view that if  I acquiesce to your special requests (barring some except ions), 
it  is unfair to others who have worked to meet  the guidelines specif ied. 
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Cont ent  Organizat ion: The cont ent  in organized int o four t hemat ic areas: 
 

Theme 1 Understanding Processes, Services and    
 
An ef fect ive compet it ive st rategy is part icularly important  for IT enabled service f irm    
compete in an environment  where there are low barriers to entry. This module discus    
service vision about  the purpose and place of a ITES service f irm in this market . Harv    
McKesson provide business contexts that  requires of students to revisit  some of the    
Modules 1 and Module 2. 
 

Theme 2 Designing Sustain    
 
In Modules 3 and 4, students learn how to design sustainable service models given th   
int roduced in Module 1. Students are exposed to the process view of the f irm. Studen    
balancing value creat ion to sat isfy customer percept ions and expectat ions and the f i       
The Harvard Business Case Int ermount ain Healt h Care  case brings the lessons of th    
sharper focus. 
 

Theme 3  Managing   
 
This module provides insights into quest ions about  why managing service operat ions      
IT enabled service Management  System the client  often appears twice: once as a cus     
the product ion environment . Customers int roduce process variabilit y in the product io    
dif ferences in demand and unpredictability in demand. This module provides a system    
accommodate, understand and mange variability. IT also int roduces students to tools    
control.  The Harvard Business Cases   Tele-Monit or ing at  Visit ing Nurse Healt h Sys     
W ireless: Call Cent er Performanceinforms students how to analyze this data. Class     
and Module 6 are used to int roduce these concepts. 
 

Theme 4    
 
Students apply lessons to their project  and present  their work 
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Module 1 (Tuesday July3, 20 18) 
 
Int roduct ion to Business and 
Service  
 

 
Teaching Unit  – 1 1. Int roduct ion to the Course (Logist ics and evaluat io  

2. Discussion on the service Economy and Sharing e     
Reacj Chapter # 1. Come prepared to discuss the c     
PPT. 

 

15  minut e Break 

Teaching Unit  – 2 ● S tudent P res entations  – T eams  1, 2, 3 , 4  and 5 . {15     
15 minut e Break  
T eac hing Unit – 3  ● S tudent P res entations  – T eams  6 , 7, 8 , 9  and 10 . {     

 
 

Module 2 (W ednesdayJuly4 , 
20 18) 
 
Service Strategy 
 

 
T eac hing Unit – 1 Short  Quiz # 1: (Chapt er 1 and all mat erial covered in  

Understanding two key concepts: Business Model and   15  minut e Break 
Teaching Unit  – 2 Basic Business Concepts  
15  minut e Break 
Teaching Unit  – 3 Understanding Service - Nature of Services (Chapt er  

Take home assignment : Village Volvo 
 

Module 3 (ThursdayJuly5 , 
20 18) 
 
Designing Sustainable IT Service 
Models 
 

 
Teaching Unit  – 1 Short  Quiz # 2 (Chapt er 2  plus all mat erial covered in  

Discussion of Village Volvo 15 minut e Break 
Teaching Unit  – 2 Service Strategy (Chapt er 3) 

Take Home exercise: Alamo Drafthouse 15 minut e Break 
Teaching Unit  – 3 Disney Videos 

 
 

Module 4  (Friday July6 , 20 18) 
 
Technology in Service 

 
Teaching Unit  – 1 Short  Quiz # 3 (Chapt er 3  plus all mat erial covered in  

Discussion of Alamo Drafthouse 15 minut e Break 
Teaching Unit  – 2 New Service Development  (Chapt er 4 ) 
15  minut e Break 
Teaching Unit  – 3 Videos 

Discussion about  the test  
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Module 5  (Monday July9 ,20 18) 
 
IT Service Process Control 
 

 
Teaching Unit  – 1 Test  #1 (Chapters 1-5; Data collect ion and data analy   

(10 :0 0  am t o 11:0 0  am).  15  minut e Break 
Teaching Unit  – 2 Service Quality and Process Improvement  (Chapt er   

(Not e we may have a one hour session af t er lunch} 15  minut e Break 
Teaching Unit  – 3 Exercise on Service Qualit y 

 
Module 6  (Tuesday July 10 ,20 18) 
 
IT Service Variability 
 

 
Teaching Unit  – 1 Service Quality and Process Improvement  (Chapt er     
15  minut e Break 
Teaching Unit  – 2 Video – Chase Bank 
15 minut e Break 
Teaching Unit  – 3 Managing Capacity and Demand (Chapt er 11) 

 
Module 7 (W ednesdayJuly 11, 
20 18) 
 
Applicat ions: Case Studies 
 

 
Teaching Unit  – 1 Team 1 and Team 2 
15 minut e Break 
Teaching Unit  – 2 Team 3 and Team 4 
15 minut e Break 
Teaching Unit  – 3 Team 5 and Team 6 

 
 

Module 8  (Thursday  July 12,20 18) 
 
Applicat ions: Case Studies and 
Wrap-up 
 

 
Teaching Unit  – 1 Team 7 and Team 8 

 15  minut e Break 
Teaching Unit  – 2 Discussion on Final Exam 
15 minut e Break 
Teaching Unit  – 3 Wrap-up 

 
 
Fr iday – July 13: Final Exam  (9 :0 0  am): In class writ t en exam: all mat erial covered in class. Pay 
close at t ent ion t o Chapt ers 6 , 7 and 8 . 
Final Class Project  Report  Due: (Sunday) July 15 t h, 20 18  – 10 :0 0  am. 
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Evaluat ion 
 
Deliverables at  a Glance 
Please make sure t hat  Ms. Prabha has a copy of  all t he deliverables. Lat e work is never 
graded. 

   
Tuesday July 3, 2018 Chapter # 1 – Home Work # 1: 

Service economy and sharing economy 
– Write up 

In Class Exercise (Requires preparation 
at home) 
(participation points only) 

   
 Survey Presentation (PPT) Due in Class (participation points only) 
   
Wednesday July 4, 
2018 

Class Work – Business Concepts, Value 
Proposition and Business Model 

Due in Class (participation points only) 

   
 Short Exercise relating to Chapter 2 Due in Class (participation points only) 
   
Thursday July 5, 2018 Mini Case: Village Volvo Due prior to the start of Quiz 2– 

participation points only 
   
 Disney Video related Questions Due in Class (participation points only) 
   
 Short Exercise relating to Chapter 3 Due in Class (participation points only) 
   
Friday July 6, 2018 Mini Case: Alamo Drafthouse Due prior to the start of Quiz 3– 

participation points only 
   
 Video related Questions Due in Class (participation points only) 
   
 Short Exercise relating to Chapter 3 Due in Class (participation points only) 
   
Monday July9 ,20 18  Exercise on Service Qualit y (Chapter 

6) 
Due by 7:00 pm by e-mail to class 
account 

   
Tuesday July 10 , 
20 18  

Homework problems from Chapter 6 Due prior to the start of Class. See 
grade sheet for points.– – Graded for 
Quality 

   
 Exercise notes – Chase Bank Due in Class (participation points only) 
   
W ednesday July 11, 
20 18  

PPT due – Your Project and Surveyed 
Business 

Due prior to the start of class. See 
grade sheet for points– Graded for 
Quality 
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Thursday July 12, 
20 18  

Survey – related work (PPT only) Due by 5:00 pm– Graded for Quality 
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Assessment  – Point  Dist r ibut ion 
 
It em Point s 
Project  20  points 
Test  # 1:MondayJuly 9,2018 
(Content  covered during Week 1) 
 

20  points 

Test  # 2:FridayJuly 13,2018 
(Content  covered during Week 1 and Week 2) 
 

20  points 

3 Short  Quizzes conducted in class (5 points each) 15 points 
Class Work + Class Part icipat ion 25points 
 
***Please see Appendix A for details. Please note that  in order to incent ivize you at tending 
all of  the case presentat ions and discussions – for the pleasure of  missing each case 
presentat ion and discussion – you posit ion statement  will not  be accepted. You will 
obviously also loose points case discussion points as well.  
 
Note: 
- The inst ructor may give bonus points for addit ional work arising out  of  the discussion. 
- Please note that  mini-cases f rom the text  book are only for in class discussion / class 

part icipat ion points as part  of  the regular class lecture. 
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APPENDIX – A 

Class Policy &  Philosophy 
 

 
Learning is an act ive process.  Therefore, students are required to part icipate in 
classroom discussions and hands-on exercises as st ipulated by the inst ructor.  
 
● L ate deliverables  will not be graded. It tilts , what I call the ‘balance of  fairnes s ’ in 

your favor when I accept late work. I would like to be fair in all my ways . 
 
● C opying /cheating in anyway cons titutes  academic dis hones ty and you s hould 

refrain from this  activity. W hen you cheat, you deprive yours elf  of an opportunity 
to learn. W hen you give others  your work, you deprive them of a learning 
opportunity. Ins tead help them unders tand the concepts  and encourage them to 
do their own work. 

 
● E xtenuating C ircums tances :If  you are facing extreme hards hip I will work with you 

on all matters  regarding the cours e.  I will do my bes t to accommodate you to the 
maximum extent I can. However, you have to provide me evidence (documents  
needed) of  extreme hards hip. 

 
● In fairness to all the part icipants, you must resist  asking me for favors that  provide 

you an unfair advantage over others.   
 
● Common Courtesy 
 

i. If  you do have to leave early for good reason, you must  inform the 
inst ructor.  

 
ii. Please do not  pursue any act ivity that  is disturbing to the class.  

 
1. Do not  eat  in class – making loud chewing noise. If  you have to 

eat  do it  quiet ly. 
 

2. Turn of f  your pagers, cell phones and other elect ronic devices. If  
you do have to take a call, please step outside the class room 
and have your conversat ion in a way that  you are not  disrupt ing 
the class. The break between sessions is only an hour away at  
the most . Most things can wait  for the break. 

 
3. You may leave the classroom temporarily to use the rest room. It  

is very disrupt ive for others when there is constant  mot ion of  
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part icipants walking in and out  of  the room while the lecture is in 
progres s . T herefore keep it incons picuous  and to a minimum. 

 
4 . A void engaging in convers ations  during the lecture. It is  

dis tracting. It is  als o rude. 
 

5 . Dis cus s  pers onal is s ues  (including your tes t paper) if  needed, on 
a one-on-one bas is  and off line.  


