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ABOUT THE BOOK
The purpose of this book is to provide cutting-edge information on service 
management such as the role services play in an economy, service strategy, 
ethical issues in services and service supply chains. It also covers basic topics 
of operations management including linear and goal programming, project 
management, inventory management and forecasting.

This book takes a multidisciplinary approach to services and operational 
management challenges; it draws upon the theory and practice in many fields of 
study such as economics, management science, statistics, psychology, sociology, 
ethics and technology, to name a few. It contains chapters most textbooks 
do not include, such as ethics, management of public and non-profit service 
organizations, productivity and measurement of performance, routing and 
scheduling of service vehicles.

For any queries, please email us at marketing@feelbooks.in

READERSHIP
Students at the graduate and undergraduate level, professionals as well as 
members of public with a keen interest in service operations management.



CONTENTS
• Preface
• Understanding Services:

• The Important Role Services Play in an Economy
• The Nature of Services and Service Encounters
• Customers: The Focus of Service Management
• Globalization of Services
• Service Strategy and Competitiveness
• Ethical Challenges in Service Management

• Building the Service System:
• Technology and Its Impact on Services and Their Management
• Design and Development of Services and Service Delivery Systems
• Supply Chains in Manufacturing and Services and Their Management
• Locating Facilities and Designing Their Layout

• Operating the Service System:
• Managing Demand and Supply in Services
• (Supplement) Queuing and Simulation
• Service Quality and Continuous Improvement
• (Supplement) Tools and Techniques of Total Quality Management
• Service Productivity and Measurement of Performance
• Management of Public and Private Non-profit Service Organizations

• Tools and Techniques for Managing Service Operations:
• Forecasting Demand for Services
• Vehicle Routing and Scheduling
• Project Management
• Linear and Goal Programming
• Service Inventory Systems

• Appendix: Areas Under the Standard Normal Curve
• Index

For any queries, please email us at marketing@feelbooks.in

For orders or enquiries, please contact us:

Feel Books Pvt. Ltd.

Delhi Tel: +91 11 47472600, +91 9015043442, Email: orders@feelbooks.in

Bengaluru 

Mumbai 

Chennai 

Kolkata 

Tel: +91 80 26762129, Email: bangalore@feelbooks.in

Tel: +91 9820284211, Email: apandey@feelbooks.in

Mobile: +91 9003047502, Email: gsrinivasan@feelbooks.in 

Mobile: +91 9836160013, Email: dbhattacharjee@feelbooks.in

www.feelbooks.in


