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Agenda 

Monday, November 13, 2006 
**It is suggested that participants bring a calculator to the meeting. 
7:00 AM – 8:00 AM Registration and Continental Breakfast 

 
 

8:00 AM – 10:00 AM Introduction, Expectations, and Community 
Building 

• Introduction 
o Hospital Project 
o Observation Project 

• Lessons Learned 
• Overview of Operations Management 

 

 

10:00 AM – 10:30 AM  Break 
 

 

10:30 AM – 12:00 PM McDonald’s and Burger King: 
Case Studies:   

• McDonald’s (HBS 9-681-044) 
• Burger King (HBS 9-681-045) 

Readings:   
• Note on Process Analysis in Health 

Care (BU) 
• Types of Processes  (HBS 9-682-008) 

 

 

12:00 PM – 1:00 PM  Lunch 
 

 

1:00 PM – 2:30 PM Kristen's Cookie Company 
Case Study:   

• Kristen's Cookie Company (A1) (HBS 
9-686-093) 

Reading:   
• Note on Case Study 

 

 

2:30 PM – 3:00 PM Break 
 

 

3:00 PM – 4:00 PM Inventory Location Problems 
 

 

4:00 PM – 4:30 PM Extranet Training and Review of Day 2 
 

 

4:30 PM – 5:30 PM Cocktail Reception  
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Tuesday, November 14, 2006 
7:00 AM – 8:00 AM Continental Breakfast 

 
 

8:00 AM – 10:00 AM Queuing Theory 
Readings:   

• Notes on the Management of Queues  (HBS 
9-680-053) 

• Match Supply and Demand in Service 
Industries (HBR 76608) 

 

 

10:00 AM – 10:30 AM Break 
 

 

10:30 AM – 12:00 PM Continuation of Queuing Theory 
 

 

12:00 PM – 1:00 PM Lunch 
 

 

1:00 PM – 3:00 PM Continuation of Queuing Theory 
 

 

3:00 PM – 3:30 PM Break 
 

 

3:30 PM – 5:00 PM  Sof-Optics, Inc.   
Case:   

• Sof-Optics, Inc.  (HBS 9-681-052) 
Reading: 

• Designing Services that Deliver (HBR 84115) 

 

 
Wednesday, November 15, 2006 
7:00 AM – 8:00 AM Continental Breakfast 

 
 

8:00 AM – 10:00 AM  Cost and/or Quality?  Variability in Demand and 
Performance in Health Care Organizations 
Reading:   

• Cost and quality under managed care: 
Irreconcilable Differences? (The American 
Journal of Managed Care) 

• A Note on the Cost of Quality (BU)  
 

 

10:00 AM – 10:15 AM Break 
 

 

10:15 AM – 11:45 AM Cost and/or Quality?  Variability in Demand and 
Performance in Health Care Organizations 
Continued 
 

 

11:45 AM – 12:00 PM Upcoming Events and Closing 
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