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This is the second year we have run the 6 day programme that examines how to improve
operational performance in service organisations.
The programme covers 4 key areas that are critical for achieving improvements in service
organisations;

1. Developing an operational improvement strategy

2. Achieving operational excellence with Lean thinking to improve efficiency and

effectiveness

3. Achieving service excellence to improve customer service and response

4. Developing and sustaining a long term programme of improvement

The Programme Leader, Peter Ginty, has been working with a significant number of
Government and Financial Services companies to implement Lean and Service improvements.
This experience has been used to develop the workshop material so that it is applicable to Isle
of Man organisations, both Government and Private Sector Service Organisations.

The programme is delivered in 4 modules, totalling 6 days, over an 8 week period.
¢ Participants can attend the whole programme and also apply the operational principles,
in the form of an operational improvement assignment, within their own organisation.
e Alternatively, participants can just attend individual modules of interest.
o Module 1 (1 day) -Operations strategy
o Module 2 (2 days) -Achieving operational excellence with Lean Service
o Module 3 (2days) -Achieving service excellence
o Module 4 (1 day) -Developing and sustaining long term improvement

Who is it for?
This programme is designed for managers that will have responsibility for operational and
service improvement within their organisation, including;
e Operations Directors/Managers
General Managers
Customer Service Managers
Business Change Programme Managers
Finance Managers

What are the Benefits?
By the end of the programme you will be able to;
e Understand the role of operations in strategy formulation
e Understand how to improve efficiency, through reduced costs, without compromising
service.
e Understand how service improvements in key areas can improve customer satisfaction
and revenue
e Facilitate the design and implementation of operational and service improvements
¢ Understand how to develop and sustain longer term improvement plans.
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What is covered in the Programme?
The programme is delivered in 4 modules

Module 1 Operations Strategy
(1 Day - Strategy models balancing operational and service improvement
3" Feb) e Porter competitive forces
e Discipline of market leaders
e Value Chain Analysis
Module 2 Achieving Operational Excellence with Lean Service
(2 days—day 1 Applying the principles of lean thinking to understand what currently
15" Feb) happens in a service environment
¢ Understanding demand
e Mapping the process
¢ Identifying the waste in the process
e Lean simulation (part 1)
Module 2 Achieving Operational Excellence with Lean Service
(2 days — day 2 Applying the principles of lean thinking to achieve improvements in
16" Feb ) operational performance;
e Lean principles applicable in a service environment
e Right first time quality
e Lean simulation (part 2)
e Toyota philosophy
e Assignment guidance and briefing
Module 3 Achieving Service Excellence
(2 days —day 1 Understanding Service organisations as systems;
2" Mar) e Understanding the operational difference between service and
manufacturing organisations
e Service organisations as systems
¢ Demand management
e Improving the service package elements
Module 3 Achieving Service Excellence

(2 days — day 2
9™ Mar)

Applying service quality improvements;
¢ Understanding customer expectations
e Service Gap model
¢ Dimensions of service
e Measuring service improvements
e Service quality management

Module 4
(1 day =21 Mar)

Developing and sustaining long term improvement
Understanding how Senior Management can create a long term philosophy
of improvement;

e Kaplan linking strategy to deployment

e Strategy Maps

e Policy deployment
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Duration —Complete programme is delivered in 6 days on the dates shown below;

Dates
e Module 1- Operations strategy 3" Feb
e Module 2 — Achieving operational excellence with Lean Service 15" Feb & 16" Feb
¢ Module 3 — Achieving service excellence 2" and 9" March
e Module 4 — Developing and sustaining long term improvement 21 March

Location - International Business School, The Nunnery, Douglas
Cost
Complete 6 day programme = £1500 (plus VAT)

e Inclusive of all tuition fees, materials, and lunches.

Individual modules

e Module 1- Operations strategy lday = £325
¢ Module 2 — Achieving operational excellence with Lean Service 2 days = £650
e Module 3 — Achieving service excellence 2 days = £650
¢ Module 4 — Developing and sustaining long term improvement lday = £325

inclusive of all tuition fees, materials, and lunches.
(VAT is applicable to the above prices)

Course Leader
Peter Ginty is a Senior Lecturer in Strategic and Operations Management at the International
Business School. He runs the Consulting and Executive Education activities.

Peter has over 18 years of consulting experience; managing business improvement programmes
for multi-national organisations in Europe and the USA. He spent 8 years in the USA managing
consulting projects for the Technology and Pharmaceutical industries, with clients such as;
Microsoft, Dell and Pfizer.

On the Island, Peter has been working with a number of Financial Services and e-gaming
companies implementing operational and service improvements. He has also been working with
many of the Government Departments to implement lean improvements.






