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The great mysteriesThe great mysteries…

1. Why isn’t there a synonym for “synonym”?
2. Why don’t sheep shrink when it rains?
3. When police arrest mimes do they tell them they have the3. When police arrest mimes do they tell them they have the 

right to remain silent?
4 When sign makers go on strike who makes their picket4. When sign makers go on strike, who makes their picket 

signs?
5 Why the word abbreviation is so long?5. Why the word abbreviation is so long?
6. “What exactly is it that you people in Service Operations 

Management do?”Management do?
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Service Operations Management?
Manage Service Operationsg p
Manage Service Processes



What are service operations?What are service operations?

“intangible goods”
“customer-intensive 

t f tiintangible goods resource transformation 
(integration) processes”
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We believe in Service BlueprintingWe believe in Service Blueprinting...
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We believe in Supply Chain DiagramsWe believe in Supply Chain Diagrams...
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p
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We believe in Interactive Process Networks!
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A process entityA process entity

Pizza Restaurant

Restaurant’s Process DomainRestaurant s Process Domain

identifynegotiate develop

forecast
supply needs

identify 
ingredients

cook
pizza

preheat
ovens take order

supply
contract

develop
recipes

supply needs
order

supplies
online

receive 
s pplies

p

maintain
s pplies

serve
pizzasupplies supplies p

Sampson & Bone May 2010 99Sampson 2010



Three regions of a Process DomainThree regions of a Process Domain
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Three regions of a Process DomainThree regions of a Process Domain
1. Direct Interaction
•Entity person acting in conjunction 
with another entity person.
•People with people•People with people.

2 Surrogate Interaction2. Surrogate Interaction
•Entity person acting on/with 
resource(s) of another entity.( ) y
•People with things (belongings, 
information).

3. Independent Processing
•Entity acting only on/with entity’s 
own resources.
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Networks of process entitiesNetworks of process entities
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Networks of process entitiesNetworks of process entities
“Service is in the alleys”
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Sampson’s Process-Chain-Network DiagramSampson s Process-Chain-Network Diagram
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Service is a choice!Service is a choice!
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SummarySummary

Service operations are customer-intensive processes.
Non-service operations are independent processes.
Processes span supply-chain networks.Processes span supply chain networks.
Service (customer-interactive processing) is a strategic 

choice!choice!
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P-C-N depictions of service conceptsP-C-N depictions of service concepts
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