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ACADEMIC APPOINTMENTS  
2001 to
Emory University, Goizueta Business School

Present
Associate Professor

1998 to
Southern Methodist University, Cox School of Business

2001

Assistant Professor

1993 to
Vanderbilt University, Owen Graduate School of Management

1998

Assistant Professor

EDUCATION
Ph.D.,
  1993
   University of North Carolina - Chapel Hill, major in Operations



   Management.

M.B.A., 1989
   Duke University, major in Operations Management.



   Fuqua Scholar, Unisys Scholar.

B.A.,
  1982
   Stanford University, major in Economics.

JOURNAL PUBLICATIONS

M. Parzen, S. Lipsitz, R. Metters, and G. Fitzmaurice, “Correlation When Data Are Missing,”  Journal of the Operational Research Society, v.61, 1049-1056 (2010).
R. Metters, E. Bendoly, B. Jiang, S. Young, and X. Zhao, “ ‘The Way that Can Be Told of Is Not an Unvarying Way’:  Cultural Impacts on Operations Management in Asia.”  Journal of Operations Management, v.28(3), 177-185 (2010).
R. Metters, “A Typology of Offshoring and Outsourcing in Electronically Transmitted Services,” Journal of Operations Management, v.26(2), 198-211 (2008).

R. Metters and R. Verma, “History of Knowledge Services Offshoring,” Journal of Operations Management, v.26(2), 141-147 (2008).

S. Walton and R. Metters, “Production Planning by Spreadsheet for a Start-up Firm,”  Production Planning and Control, v.19(6), 556-566 (2008).
R. Metters, “A Case Study of National Culture and Offshoring Services,” International Journal of Operations and Production Management, v.28(8), 727-747 (2008).
R. Metters, C. Queenan, M. Ferguson, L. Harrison, J. Higbie, S. Ward, B. Barfield, T. Farley, A. Kuyumcu, and A. Duggasani, “The “Killer Application” of Revenue Management:  Harrah’s Cherokee Casino & Hotel.” [The last seven authors are practitioners.] Interfaces, v.38(3), 161-175 (2008).
R. Metters and S. Walton, “Strategic Supply Chain Choices for Multi-channel Internet Retailers,” Service Business, v.1(4), 317-331 (2007).

M. Ketzenberg, E. Rosenzweig, A. Marucheck and R. Metters and “Information Value for Supply Chain Inventory Replenishment,” European Journal of Operational Research, v.182(3), 1230-1250 (2007).

R. Metters and A. Marucheck, “Service Management - Academic Issues and Scholarly Reflections from Operations Management Researchers,” Decision Sciences, v.38(2), 195-214 (2007).

D. Crane, J. Stachura, S. Dalmat, K. King-Metters, and R. Metters, “International Sourcing of Services:  The ‘HomeShoring’ Alternative,” Service Business, v.1(1), 79-91 (2007).

E. Fox, R. Metters and J. Semple, “Optimal Inventory Policy with Two Suppliers,” Operations Research, v.54(2) March-April, 389-393 (2006).  Eleven page on-line companion document on the Operations Research web site at 

http://iol-a.informs.org/site/OperationsResearch/index.php?c=122&kat=TOC+v54.2. [Topic: Consumer choice between two retailers, one with low prices but geographically distant, the other with a convenient location but with high prices.]
M. Ketzenberg, R. Metters and J. Semple, “A Heuristic for Multi-Item Production with Seasonal Demand,” IIE Transactions, v.38(3), 201-211 (2006).  Article highlighted in the March, 2006 edition of Industrial Engineer (p.52).

J. Fairbank, G. Labianca, H. Steensma, and R. Metters, “Information Processing Design Choices, Strategy, and Risk Management Performance,” Journal of Management Information Systems, v.23(1), 293-319 (2006).  [Topic: Insurance industry information systems and operating results.]

K. Boyer and R. Metters, “Introduction to the Special Issue on ‘Service Strategy and Technology Application,’” Production and Operations Management, v.13(3), 201-204 (2004).

M. Ketzenberg, R. Metters and V. Vargas, “Breaking Bulk to Improve Retail Space Management,” International Journal of Production Economics, v.80(3), 249-263 (2002). [Topic:  Retail inventory management.]

S. Evangelist, B. Godwin, J. Johnson, V. Conzola, R. Kizer, S. Young-Helou, and R. Metters, “Linking Marketing and Operations at Blockbuster, Inc.,” Journal of Service Research, v.5(2), 91-100 (2002).  [Topic:  Retail firm model combining queuing, process analysis, and customer loyalty.  All co-authors are practitioners.]

A. Hill, D. Collier, C. Froehle, J. Goodale, R. Metters and R. Verma, “Research Opportunities in Service Process Design,” Journal of Operations Management, v.20(2), 189-202 (2002).

R. Metters, V. Vargas and D.C. Whybark, “An Investigation of the Sensitivity of DEA to Data Errors,” Computers and Industrial Engineering, v.41(2), 163-171 (2001).  [Topic:  Performance measurement largely in service firms.]

B. Downs, R. Metters and J. Semple, “Managing Inventory with Multiple Products, Lags in Delivery, Resource Constraints, and Lost Sales:  a Mathematical Programming Approach,” Management Science, v.47(3), 464-479 (2001).  [Topic:  Inventory for wholesale firms.]

R. Metters and V. Vargas, “A Typology of De-coupling Strategies in Mixed Services,” Journal of Operations Management, v.18(6), 663-682 (2000).

R. Metters and M. Ketzenberg, “Small is Beautiful:  The Re-emergence of the Convenience Strategy,” Journal of Business Strategies, v.17(1), 25-35 (2000).  [Topic: Retail store location strategy.]

M. Ketzenberg, R. Metters and V. Vargas, "Inventory Policy for Dense Retail Stores," Journal of Operations Management, v.18(3), 303-316 (2000).  [Topic:  Retail inventory.]

R. Metters, F. Frei and V. Vargas, "Measurement of Multiple Sites in Service Firms with Data Envelopment Analysis," Production and Operations Management, v.8(3), 264-281 (1999).  

R. Metters and V. Vargas, "A Comparison of Production Scheduling Policies on Costs, Service Level, and Schedule Changes," Production and Operations Management, v.8(1), 76-91 (1999).

R. Metters and V. Vargas, "Yield Management for the Nonprofit Sector," Journal of Service Research, v.1(3), 215-226  (1999).  [Topic: Service firm revenue management.]

R. Metters, "General Rules for Production Planning with Seasonal Demand," International Journal of Production Research, v.36(5), 1387-1399 (1998).

R. Metters, "Producing Multiple Products with Stochastic Seasonal Demand and Capacity Limits," Journal of the Operational Research Society, v. 49(3), 263-272 (1998).

R. Metters, "Quantifying the Bullwhip Effect in Supply Chains," Journal of Operations Management, v.15(2), 89-100 (1997). [Topic:  Quantifies the negative effects of a lack of coordination between supply chain members, including retailers, wholesalers, manufacturers, and suppliers of manufacturers.] 

R. Metters, "Production Planning with Stochastic Seasonal Demand and Capacitated Production," IIE Transactions, v.29(11), 1017-1029 (1997).

V. Vargas and R. Metters, "Adapting Lot-Sizing Techniques to Stochastic Demand Through Production Scheduling Policy," IIE Transactions, v.28(2), 141-148 (1996).

R. Rust and R. Metters, "Mathematical Models of Service," European Journal of Operational Research, v.91(3), 427-439 (1996).

R. Metters, "Interdependent Transportation and Production Activity at the United States Postal Service," Journal of the Operational Research Society, v.47(1), 27-37 (1996).  [Topic:  Combined time-sensitive service production and delivery problem.]
R. Metters, "A Method for Achieving Better Customer Service, Lower Costs and Less Instability in Master Production Schedules," Production and Inventory Management Journal, v.34(4), 61-65 (1993).

MANUSCRIPTS UNDER REVIEW
K. King-Metters and R. Metters, “Changing Chinese Culture? Chinese Workers in Western Managed Hotels.”  
M. Ketzenberg, N. Geismar, R. Metters, and E. van der Laan, “Managing Retail Inventory Remotely.” Under second review at Production and Operations Management.  
PRACTITIONER JOURNAL PUBLICATIONS 
K. King-Metters and R. Metters, “Misunderstanding the Chinese Worker,” The Wall Street Journal, “Business Insight” section, a bi-monthly joint publication with MIT Sloan Management Review, v.252(5), p.R11, July 7 (2008).

R. Metters and V. Vargas, “Organizing Work in Services,” Business Horizons, v.43(4), 23-32 (2000). [Topic:  Front- vs. back-office work organization.]

R. Metters, M. Ketzenberg and G. Gillen, “Welcome Back, Mom and Pop.  Big Retailers are Starting to Think Small Again,” ​Harvard Business Review, v.78(3), 24-26 (2000). [Topic: Retail store location strategy.]

OTHER PUBLICATIONS

(Conference proceedings not included)
R. Metters, “The Neglect of Service Science in the Operations Management Field” pp. 309-320 in Maglio, P., Kieliszewski, C., and Spohrer, J. (eds.) The Handbook of Service Science. New York:  Springer (2010).
R. Metters, V. Vargas, and S. Weaver, “MotherLand Air: Using Experiential Learning to Teach Revenue Management Concepts,” INFORMS Transactions on Education, 9(3) 124-134 (2009) [refereed journal dedicated to teaching].
R. Metters, “Branch Performance at Nashville National Bank,” reprinted in pp. 181-185 in K. Baker, Optimization Modeling with Spreadsheets, Duxbury (2006). [Topic: Measuring productivity in service firms.]

C. Froehle and R. Metters “Insourcing, offshoring, and automation: different operational approaches to customer service,” POMS Chronicle, v.11 (3-4), 4-6 (2005).  [Topic:  Services offshoring.]

R. Metters, “What’s the relevance of ‘scoring’ systems to service operations and how to teach it,” POMS Chronicle, v.11 (3-4), 9-11 (2005).

R. Metters, “Models for Customer Selection,” ch.14, pp. 291-304, in J. Fitzsimmons and M. Fitzsimmons (eds.), New Service Development:  Creating Memorable Service Experiences, Sage Publications, Thousand Oaks, CA. (2000). [Topic:  Modeling approaches used by service firms such as banks, colleges, brokerage houses, etc., to select customers.]

JOURNAL SERVICE

Special issue co-editor, Journal of Operations Management, ‘Culture, Development, and OM Viewpoints in Asia’, v.28(3), 2010.
Special issue co-editor, Decision Sciences, ‘The Next Frontier in Services Research’, v.38(2), 2007

Special issue co-editor, Production and Operations Management, ‘Service Strategy and Technology Application’, v.13(3), Fall 2004

Editorial Board member:  Service Business, 2006-present (first issue January 2007)

Editorial Review Board member:
Journal of Service Research, 1998-present

Associate Editor:  


Decision Sciences, 2005-present

OMEGA, 2005-2008


Interfaces, 2008-present
Editorial Review Board member:


Production and Operations Management, 1999-present


Journal of Operations Management, 1999-2003, 2007-present

Ad hoc reviewer for Journal of Operations Management, Management Science, Production and Operations Management, Decision Sciences, Manufacturing & Service Operations Management, Journal of Service Research, Journal of the Operational Research Society, Operations Research, IIE Transactions, and other journals.

Romey Everdell Award Committee member, 2002, 2003 (This committee determines the best article award for Production and Inventory Management Journal).

UNIVERSITY SEMINARS (Non-employment related)

U. Victoria, Washington U., Clemson U., Ohio State U. (2), Emory U., Vanderbilt U., U. Virginia (Darden), Cornell U. (joint hotel school/business school), U. Kentucky, U. Cincinnati, Capella U., U. Texas – Dallas, Virginia Tech, Georgia Tech, U. North Carolina – Chapel Hill, U. North Carolina - Greensboro. 
TEACHING MATERIALS

Textbook 
R. Metters, K. King-Metters, and M. Pullman, Successful Service Operations Management (2003), South-Western College Publishing, Cincinnati, OH.

Specialty textbook in the sub-field of Service Operations. 


Chinese edition (2004).

R. Metters, K. King-Metters, M. Pullman, and S. Walton, Successful Service Operations Management, 2nd ed. (2006), South-Western College Publishing, Cincinnati, OH.

Other Teaching Materials
Bozarth, C. and R. Metters, instructor's manual to Vollmann, Berry and Whybark Manufacturing, Planning and Control Systems, Irwin, 1992.

Class Length Case Studies Used by Other Schools

Yield Management at MotherLand Air.  Airline yield management case involving overbooking, capacity allocation between customer classes, and differential pricing. Also used at the U. of So. California, Wharton, Stanford U., Vanderbilt U., U. of Calgary, U. of Alberta, INSEAD, Koc U. (Turkey), and Babson College.

Site Selection at La Quinta Hotels.  Location analysis for demand-sensitive service industries.  Also used at Vanderbilt U., Babson College, Baruch College, and Oregon State University.
Branch Productivity at Nashville National Bank.  This case introduces data envelopment analysis as a measurement technique.  Also used at Duke U., Dartmouth, Carnegie-Mellon U., Columbia U., Wharton, U. of Rochester, U. of Calgary, U. of North Carolina, Georgetown U., Boston College, U. Delaware, National Inst. of Development Admin. (Thailand), Golden Gate U., and Lockheed Corp.
Check Processing at Nashville National Bank.  (Adapted from Lincoln National Bank by W. L. Berry and R. Skitt.)  Interactive transportation and personnel costs.  Also used at Brock University.

MBA Savings and Loan.  Introduces mathematical customer selection methods.  Also used at Babson College and Vanderbilt U.

Builder's Inc.  A capstone case for a manufacturing planning and control course requiring use of regression based forecasting, master production scheduling, MRP, capacity planning, lot-sizing and JIT.  Also used at Emory U. prior to my arrival.

HONORS AND AWARDS

Service
Keough Award, 2006 (award given to one faculty per year for service to the school by the Goizueta Business School, Emory University)

“Meritorious Service Award,” Operations Research, 1997

“Best Reviewer Award,” Journal of Service Research, 2003
Teaching

Southern Methodist University

1999, 2000 “Superior Instructor” list.  (The superior instructor list combines student evaluation data for both overall teaching effectiveness and rigor.)

Emory University

2006 Distinguished Educator Award – Evening MBA program.  (Student voted on teaching award.)

BUSINESS EXPERIENCE  (1982-1987)

Citicorp Savings and Loan, Oakland, California



Analyst for Credit Policy Department.

Bank of America, San Francisco, California



Financial analyst for the domestic bank.

Crocker Bank, San Francisco, California



Retail loan officer, branch operations manager, domestic bank analyst.
PROFESSIONAL SERVICE
Professional Societies 
POMS Board of Directors: Secretary 2010

POMS National Meeting:  


General Chair for annual meeting, April 4-7, 2003, Savannah, Georgia, “POM in 



the Service Economy”

Service Operations track co-chair 2009

College of Service Operations

President 2009-present

Board of Directors 2003-6
VP-Membership 2005-6
Treasurer/Secretary 2006-9
DSI National Meeting:  


Service Operations track chair, 2001, 2005; Services Mini-Conference steering 


committee and invited session chair, 1999, 2000


Innovative Education track chair, 
2003; 
Publications Committee, 2003-4; 


manuscript discussant, 1991-2000

INFORMS National Meeting:  Invited session organizer, 1996, 2000 (retail inventory), 


2006 (two sessions on services offshoring)

Board of Directors, Middle Tennessee chapter of APICS, 1994-1998

Board of Directors, Middle Tennessee Roundtable, CLM, 1995
University Service

Academic Liaison for Student Chapters of APICS and CLM, 1994-7 

Faculty Advisor for 11 independent study courses

Faculty Advisor for Initiative for a Competitive Inner-City (ICIC) project, 1996

Admissions Committee, 1994-1997

Technology Committee, 1998-2000

Evening MBA Policy Committee (chair), 2004-6

MBA Policy Committee, 2000-1, 2002-3

Faculty Council 2003-6

Faculty Council Budget Review Committee (chair) 2004-6

University Senate 2003-6

Library Policy Committee, 2003-6

Research Committee, 2001-2

Faculty Advisor for Students in Free Enterprise, 2004-2006

Ad hoc committee:  Student Evaluation of Teaching (chair) 2004-5

Ad hoc committee:  Defining the faculty 2005

Media since 2001:

Provided material for 33 Knowledge@Emory articles

Weather Channel, program “Climate Code.”  October 15, 2006, 2.5 minute segment on business involvement in climate change and environmental issues.

Atlanta Business Chronicle, quoted for May 28, 2004 article, “Study:  Atlanta cheaper than most cities.”

CBS Evening News, December 5, 2002.  Implications of a bankruptcy of United Airlines.

Emory Report, Nov.  26, 2001, p.6 “Metters Shops for Ways to Explain Grocery Choice”

TEACHING EXPERIENCE
Degree Programs

Emory University

Service Operations (MBA and undergraduate)

Supply Chain Management (MBA)

Offshoring and Outsourcing (MBA)

Introductory Production and Operations Management (MBA, Executive MBA)

Management Science in Spreadsheets (MBA)

Southern Methodist University

Introductory Production and Operations Management (MBA and undergraduate)

Service Operations for Consultants (MBA)

Vanderbilt University 

(Vanderbilt University does not have an undergraduate business school)

Introductory Production and Operations Management

Management of Service Operations (qualitative services course)

Service Operations Models (quantitative services course)

Management Science in Spreadsheets 

Executive Education

Bank Administration Institute:  Graduate School of Bank Operations and Technology


(3 engagements)

SMU Mid-Management Certificate Program (5 engagements)

SMU Hospital Management Development Program (12 engagements)

Print Pack Executive Development Program

Synovus Leadership Institute (2 engagements)

Siemens

Emory Management Development Program

Emory LIMAK program (for European firms)

International  Programs

“Doing business in Andean Pact countries.”  Venezuela, January 9-16, 1999 (attended as visiting scholar) MBA ‘Lead week’ 1.5 credit course at Emory University.

“Global Leadership Program – Latin America.”  Brazil, Argentina, Chile, April 28-May 12, 2001 – faculty leader, 3 credit graded course at Southern Methodist University.

“Halle Institute for Global Learning:  Faculty Study Trip Program.”  India, January 3-20, 2003.
“Doing business in China.”  MBA ‘Lead week’ or ‘mid-semester module’ 1 credit course at Emory University.


January 3-22, 2007

January 3-21, 2008


February 27-March 13, 2009

MBA mid-semester module in Japan, March 1-11, 2010, 1 credit course at Emory U.

