Which LINKS?
Services J

The LINKS Services Management Simulation is a sophisticated, competitive, team-based services management simulation. LINKS
firms market and deliver “support services” (e.g., computing/IT support, financial management, health care, repair, or maintenance
services) to households (consumers) and major accounts (businesses) in multiple market regions. Within-simulation performance is
evaluated with a balanced scorecard of financial, operational, and customer-facing metrics. Target courses include services
management, services operations management, and services marketing courses where a “substantial” within-course simulation
emphasis is desired.

The LINKS Services Marketing Simulation is a smaller version of the LINKS Services Management Simulation with less-detailed
decisions in the services operations area and fewer research studies. Services operations decisions in the LINKS Services
Marketing Simulation are for the firm as a whole, with region- and service-specific allocations of service personnel managed
automatically by the LINKS software. Target courses include services marketing courses and marketing principles courses where a
simulation with a service marketing focus is desired.

The LINKS Services Operations Management Simulation is a smaller version of the LINKS Services Management Simulation with
less-detailed decisions in the marketing area and fewer research studies. Target courses include elective services operations
management courses and introductory operations management courses.

The LINKS Services Marketing Simulation
and the LINKS Services Operations
Management Simulation combine to form
the full LINKS Services Management
Simulation. The services marketing and
services operations management variants
are subsets of the full services
management simulation.

Current and potential LINKS instructors are invited to contact the LINKS author, Randy Chapman (Chapman@ChapmanRG.com) to
discuss the LINKS simulation variant that may be most appropriate for their instructional application.



Comparison of LINKS Services Simulation Variants

Services Marketing

Services Operations
Management

Services Management

Learning Emphases

Developing and executing a value-creating strategy for customers

Matching demand and supply (capacity) in a competitive environment
Managing service quality and technology

Managing service personnel (staffing and compensation)
Interpreting business performance metrics (e.g., employee job satisfaction and customer satisfaction

survey data)

Enhancing and encouraging fact-based analysis and decision making
Experiencing competitive dynamics in an evolving marketplace

Target Courses

Serwces marketing courses and
marketing principles courses
where a simulation with a

Elective services operations
management courses and
introductory operations

Services management, services
operations management, and
services marketing courses where

service marketing focus is | management courses. a “substantial” within-course
desired. simulation emphasis is desired.
Simulation Size “Modest” “Substantial”
Minimum Rounds 5 6
Typical Rounds 6-8 8-9
Time Per Round 1.5to 2.5 hours 3 to 4 hours
Typical Team Sizes 3-4 4-5

Typical Firms Per
LINKS Industry

4-6 firms

[minimum of 2 and maximum of 8 firms per LINKS industry]

Cost [academic degree-

granting programs]

$30/student

$45/student




Detailed Comparison of LINKS Services Simulation Va  riants
Services
Services Operations Services
Marketing Management Management
Initialization Conditions Categories [H="Household”, M="Major Accounts”] 2
Services [maximum of 5 services] 2 [1H & 1M]
and Market Structure . . .
Regions [maximum of 6 regions] 3
Service Design Decisions Service Design Attributes 6
Services Operations Firm-Wide (Single Decisions For The Firm):
Decisions CSR Salary Yes
CSR Hiring/Firing Yes
CSR Maximum Capacity Limit Yes
Service- and Region-Specific (Decisions Specific
To Services and Regions):
CSR Salary Yes Yes
CSR Hiring/Firing Yes Yes
CSR Experienced Hiring Yes Yes
CSR Transfers Across Regions Yes Yes
CSR Maximum Capacity Limit Yes Yes
CSR Time Allocation Yes Yes
Marketing Decisions Price Yes Yes Yes
Marketing Spending Yes Yes Yes
Marketing Mix Allocation Yes Yes
Marketing Positioning Yes Yes
Forecasting Decisions Short-Term Sales Volume Forecasts Yes
Billing System Technology Yes
Information Technology Industry-Wide CS_R Satisfaction Survey Yes
Decisions Internal CSR Satlsfacn_on Survey Yes
Internet-Delivered Ancillary Service Yes
Telecommunications Systems Support Yes
Research Studies 19 15 24




