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Pur pose

Public adm nistrators are frequently called on by el ected
officials and politically appointed departnment heads to

establish facilities and offices fromwhich the public will be
served or to reorganize existing facilities and offices. The
spect acul ar growt h in the availability of gover nnent

services--which arose to satisfy a robust growth in the demand
for government services--was necessarily related directly to
t he expansion of the governnent’s infrastructure of central
of fices and regional/local branch offices throughout the | ast
half century. While citizens have grown dependent on
governnment services, they have also grown restless wth
mounting tax bills and the national government’s frightful
accunul ati on of debt.

Confronted with the choice of reducing the availability
of popul ar government services and streanlining operations to
reduce the cost of governnent services, elected officials and
public admnistrators wll rationally opt for the latter
wher ever possi bl e. Furt her nore, public officials and
nonprofit managers are expected by the public to offer high-
qual ity services, both in terns of effective care and in terns
of speedy attention. Failure to provide such quality wll
cause a public official or nonprofit manager to “hear about
it” fromthe news nedia, voters, and so forth. Adm nistrators
who do not want their careers to suffer owe it to thenselves
to wunderstand and apply the principles of operati ons
managemnent .

Learni ng Obj ectives

M Be able to apply mathematical nodels pertaining to
inventory control, queuing theory, site |l|ocation, and
ot her issues of operations managenent.

B Understand the special challenges of delivering services,
as opposed to products.

B Under st and t he f ocus on qual ity t hat dom nat es



POLS 7660, Section A — Fall Senester 2008 2

contenporary thinking in service delivery in the public
and nonprofit sectors.

B Be able to apply end-user conputing (such as Mcrosoft
O fice software--Wrd, Excel, Access, and Power Poi nt--and
SPSS) to assignnents to denonstrate understanding of
conputi ng in the cont ext of publ i c-adm ni stration
producti on and probl em sol vi ng.

I nformation literacy

Concerning NGCSU s Information Literacy Learning OQutcones (based on
NGCSU s Qual ity Enhancenment Plan): These are the five outcones.

1. The information-literate student determines the nature and extent of
the information needed. Know (The homework assignments and the
research paper are designed to contribute to the fulfillnment of this
outcone.)

2. The information-literate student accesses needed information
effectively and efficiently. Access (The research paper and the
presentation of Mcrosoft Excel and Access are designed to
contribute to the fulfillment of this outcone.)

3. The information-literate student evaluates information and its
sources critically and incorporates selected infornmation into his or
her know edge base and val ue system Eval uate (The research paper
is designed to contribute to the fulfillment of this outcone.)

4. The information-literate student, individually or a a nmenber of a
group, uses information effectively to acconplish a specific
pur pose. Use (The homework assignnents, the research paper, and

the exercises in Mcrosoft Excel and Access and SPSS are designed to
contribute to the fulfillment of this outcone.)

5. The information-literate student understands many of the econonic,
|l egal, and social issues surrounding the use of information and
accesses and uses information ethically and legally. Ethical/legal?

(The research paper and the discussions about service and quality
are designed to contribute to the fulfillnment of this outcone.)

Cour se Requirenents

1. TEXTBOOKS

The required textbook, which s available at the
bookstore, is:

Metters, Richard; King-Metters, Kathryn; Pullmn, Madeleine;
and Walton, Steve. Successful Service Operations
Managenent . 2d ed. Mason, Ohi o: Thonmson Sout h-
West ern, 2006.

Learni ng Qutcones adapted fromthe Association of College and Research
Li brari es (ACRL) standards.
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Study the assigned readings on a tinmely basis in
accordance with the attached schedul e. To "study" does not
mean to scan; rather, to "study" involves careful reading and
note-taking (or underlining) to facilitate retention of facts
and to facilitate review for the exam nation.

2. PROFI CI ENT USE OF SOFTWARE | N PREPARI NG ASSI GNMENTS

Al menmbers of the class wll wuse conputer software
during <class sessions, parallel to our discussions and
exerci ses. If a student is sufficiently concerned about | ack

of proficiency with conputer software, he or she should
consider the possibility of taking an undergraduate conputer
course before undertaking POLS 7660.

As all of us develop proficiency with conputer software,

we will be expected to utilize this software in preparing
assignnments and in taking the mdterm and final exam nations.
The examnations wll require use of conputer software:

Word, Access, Excel, Power Poi nt, and SPSS.

If you don’t have a junp drive, please obtain one. Bring
your junp drive to each cl ass.

3. HOVEWORK

El even homework problens are assigned. Each probl em
accounts for 2 percent of the course grade. Late honework
will not be accepted.

4. EXAM NATI ONS

There will be a mdterm examnation on Monday,
Sept enmber 29. It will account for 2 percent of the course
gr ade. There will be a final exanm nation on Wdnesday,
Decenber 3. It will account for 25 percent of the course
gr ade.

| f, when an exam nation is in progress, you have in your
possession an electronic device that emts a signal, | wll
collect your examnation and you wll be ejected from the

classroom Any refusal to acquiesce may result in a grade of
zero and submnm ssion of a disciplinary conpl aint.

5. OPERATI ONS- MANAGEMENT APPLI CATI ON PAPER

You are required to wite an operations-nanagenent
application paper about a practical problem in a public or
nonprofit setting that can be addressed with the rationale and
met hods presented in this course. Your paper nust present an
anal yti cal approach to addressing the practical problem | f
you are pursuing an MP.A degree with a concentration in
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Crimnal Justice Adm nistration, be sure that your paper
focuses on a problemin a crimnal-justice setting (operating
a police station, scheduling crimnal trials, or sonething
simlar). If you are pursuing an MP.A degree with a
concentration in Health Care Managenent, be sure that your
paper focuses on a problemin a health-care setting (operating
a medi cal practice, handling hospital adm ssions, or sonething
simlar). The research paper must be based on and nust make
specific reference to literature of political science (i.e.
your textbooks, |ecture notes, nonographs, articles in public-
adm ni stration and/or nonprofit-mnagenent journals, etc.).
Ref erence to your textbook is essential.

Students are required in all MP.A courses to use full-
bl owmn APA style on all papers (including research papers, term
papers, witten case-study assignnents, etc.). You may W sh
to obtain a copy of the style nanual. It is available, for
exanple, at this Wb site:

http://ww. apastyl e. or g/ pubmanual . ht m

A really helpful resource is the acconpanying software to the
APA style manual. The software is available by direct
downl oad or by purchase of an actual CD-ROM | strongly
advise the purchase of the CD-ROM rather than the direct
downl oad. The software is available, for exanple, at this Wb
site:

http://ww. apastyl e. org/styl ehel per/

| would appreciate it if you would use the nodifications to
APA style that appear at this Web page:

http://ww. NGCSU. edu/ bdf / MPApr og/ APAMd. ht m

The operations-nmanagenent application paper is due on
Monday, Novenber 24. Pl ease submt two hardcopies. Do not

use report covers; just staple. The paper will account for
30 percent of your gr ade. Lateness w | i nvolve a
10- percent age-point penalty per week or part thereof; the
instructor will not be obligated to accept any term paper

submtted after the final exam nation is concl uded.
6. ATTENDANCE

Attendance is conpul sory. You are considered responsible
for being attentive to lectures and class discussions, for
taking notes, and for being aware of the content of all class
announcenents. Please take note of the university's policy on
"Cl ass At t endance” (2008- 2010 Under gr aduat e Bul | eti n,
pp. 79-80) which is incorporated herein by reference. A
student who accunul ates nore than four unexcused absences on
this two-cl ass-per-week schedule can expect to receive a "W
or "WF", or to sustain a reduction in the course grade by one
or nore |etter-grade |evels.
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7. PARTI Cl PATI ON

Cl ass participation and proper conduct are both expected,
and will determ ne 5 percent of the course grade. As st ated
in the "Regul ations of the MP.A Program"™ the participation
requi renment i s based on this policy:

In nost classes, it is inproper for a student to
be a passi ve spect at or in cl ass sessi ons.
M P. A, students are expect ed to be active
participants in the proceedings of their classes.
Contributions to class discussions are vital to the
experience of gr aduat e st udy in public
adm ni stration and enhance the value of the program
for all students enrolled in it.

Accordingly, the score for participation and conduct wll
invol ve these considerations: (1) ability to <cite and
interpret readings assigned for homework, (2) contribution to
coll ective problemsolving processes, (3) denonstration of
adaptability in coping with new situations, and (4) ability to
support and enhance the value of the work of peers.

The conduct requirenent includes the expectation that you
will not allow any cell phones or other electronic devices to
emt signals that will disturb the class. Turn them off or
don’t bring themto class.

8. OTHER REQUI REMENTS AND NOTI CES

a. Oher controlling docunents. Al of the rules,
regul ati ons, and standards published in the undergraduate and
graduate bulletins of North Georgia College & State University
and the "Regulations of the MP.A Progranl are incorporated
by reference in this docunment.

b. Academ c integrity; plagiarism and cheating. NGCSU' s
integrity code--“"On ny honor, I wll not |ie, cheat, steal
pl agi ari ze, evade the truth, or tolerate those who
do”--refl ects t he uni versity’s conm t nent to academ c
integrity. The " Academ c Integrity Pol i cy" (2008- 2010
Under graduate Bulletin, p. 90; see also the Student Handbook)
is incorporated herein by reference. Please note that in this
course, as in all others at NGCSU, plagiarism and other forns
of cheating are expressly prohibited. Any student who commts
pl agi ari sm or cheating may receive a reduced grade, which may
involve a failing grade, and his or her matriculation in the
MP.A Program my be termnated by the MP.A Advisory
Comm ttee. A report of the incident will be provided to the
university’' s Academ c Integrity Council. The council and the
vice president for academc affairs may take additional
action, which my include a formal reprimnd, probation,
suspensi on, or expul sion.
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By registering for this course, students agree to the
foll ow ng: Al required papers may be subject to subm ssion
for textual-simlarity review to Turnitin.com or a search
using a search engine such as Google for the detection of
plagiarism In the case of Turnitin.com all submtted papers
will be included as source docunents in the Turnitin.com
reference database solely for the purpose of detecting
pl agi ari sm of such papers. Use of the Turnitin.com service is
subject to the Terns and Conditions of Use posted on the
Turnitin.comsite.

c. Disabilities. North Georgia College & State
University is commtted to equal access to its prograns,
services, and activities for people with disabilities. [If you

bel i eve that you have a disability requiring an accommopdati on,
reasonabl e prior notice needs to be given to the instructor
and the O fice of Student Disability Resources. 1In this case,
contact Elizabeth Ml ntosh, coordinator of student disability
resources, at Barnes Hall, Room 122 (706-867-2782).

d. On-line students’ eval uation of course. Cour se
evaluations at NGCSU are now conducted on-line through
BANNER. Eval uation of the class is considered a conponent of

the course and students will not be permitted to access their
course grade wuntil the evaluation has been conpl eted. The
evaluations will be accessible beginning one week prior to the
final - exam week.

e. Course grades. Course grades are avail able on BANNER
Web 2000 wthin about two days of the end of final
exam nati ons. Except in energency situations, please do not
request grades by tel ephone, E-mail, or simlar nmethod.

SCHEDULE OF READI NG ASSI GNMENTS

Day Dat e Topi ¢ and Readi ngs

W Aug. 20 Delivery of Services Ch. 1

M Aug. 25 Delivery of Services
M crosoft Word

Aug. 27 No Cl ass — Annual Meeting of the National Executive

Sep. 1 Council of the Pi Sigma Al pha Political-Science
Honor Soci ety, Boston, and Labor Day

==

W Sep. 3 Strategy Ch. 2
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M Sep. 8 Strategy
M crosoft Excel

W Sep. 10 Selling over the Internet Ch. 3

M Sep. 15 Selling over the Internet

W Sep. 17 Service-Level Options Ch. 5

M Sep. 22 Custoners’ “Experience” Ch. 6

W Sep. 24 Back-Oifice Operations Ch. 7

M  Sep. 29 M DTERM EXAM NATI ON

This exam nation will need to be acconplished on the

conputer during the exam period. Thus, you will need to

know W ndows, M crosoft Word, and M crosoft Excel.

W Oct. 1 No Class — Rosh Hashanah (however, POLS 7220
will nmeet as usual beginning at
7:05 p.m)

M Oct. 6 ADVISEMENT FOR SPRI NG SEMESTER
DI SCUSSI ON OF OPERATI ONS- RESEARCH PAPER
Of f shori ng and Qut sourci ng Ch. 8
W Oct. 8 Analyzing the Delivery System Ch. 9

M Oct. 13 Analyzing the Delivery System
Problens 9.1, 9.2

W OCOct. 15 Service Quality Ch. 10
M crosoft Access

M Oct. 20 The Six Sigma Approach Ch. 11

W Oct. 22 Optimzing Usage of Capacity Ch. 12

M Oct. 27 Optim zing Usage of Capacity
Problens 12.1, 12.4

W Oct. 29 Inventory Managenent Ch. 13
SPSS

M  Nov. 3 PREREG STRATI ON FOR SPRI NG SEMESTER
I nvent ory Managenent
Probl em 13. 5
W Nov. 5 Queuing Theory Ch. 14

M  Nov. 10 Queuing Theory
Problens 14.1, 14.2
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W Nov. 12 Scheduling Ch. 15
M crosoft Power Poi nt

M  Nov. 17 Scheduling
Problens 15.1(a,c,d), 15.2(a,c,d)

W Nov. 19 Locating Service Centers Ch. 16

M Nov. 24 OPERATI ONS- MANAGEMENT APPLI CATI ON PAPER DUE
Locating Service Centers
Probl ens 16.1, 16.6

W Nov. 26 No Class — Thanksgiving Eve
M Dec. 1 Review

W Dec. 3 FINAL EXAM NATION (5:30-7:30 p.m)

This exam nation will need to be acconplished on the
conputer during the exam peri od. Thus, you will need to
know W ndows, M crosoft Word, M crosoft Access, M crosoft
Excel, M crosoft PowerPoint, and SPSS.

QUESTI ONS THAT MAY APPEAR ON THE M P. A. COVWPREHENSI VE
EXAM NATI ON

1. Name at |east four distinct variables that a woul d-be
entrepreneur or founder would take into account in
order to develop a potentially useful strategy for
creating a new enterprise.

2. What kind of people gravitate toward interactive Wb
sites that process transactions (such as sales)? What
features of a Web site gratify such individuals? What
features nmi ght alienate such individual s?

3. An agency or organization provides a core product or
service, but what other features of a transaction
determine the |evel of service that a customer
recei ves and his perceived “experience”?

4. ldentify four distinct advantages that m ght notivate
managenent to separate the front office and the back
of fice.

5. What notivates the managenent of sone organizations
to outsource some of their functions? What are
possi bl e di sadvant ages of outsourcing?

6. \What behaviors of a governnent agency determ ne the
l evel of quality of its service to the public? What
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10.

11.

attitude of managenment and front-line enployees would

be nmost likely to produce high-quality service to the
public?
Why do transportation conpani es, hospitality

establishments, and some other service providers
over book? How do they determ ne how much overbooki ng
to do? What happens to those who are “bunped”?

The basic EOQ nodel allows an operations nanager to
cal cul ate g*. What is Qg*? What is the effect of
ordering gq* units?

Why do waiting lines develop in service facilities?
What m ght managenent do to constructively manage the
waiting line (e.g., to reduce the annoyance felt by
people in the queue or to reduce the length of a
custonmer’s waiting tinme)?

In using scheduling processes such as PERT, how do
operations managers cal cul ate the estimte of how nmuch
time is necessary to conplete a project?

Explain the purpose, logic, and method of the
“gravity nodel of demand.”

Vocabul ary

Coi nci dence and Accessibility

di versity of demand M crosoft Access
Si nul ati on Capacity
Load factor SPSS

Responsi veness



