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Contributors

Uday Apte teaches operations management at South-
ern Methodist U His research imnterests and publica-
tions are n service operations management and man-
agement information systems He became familiar
with the drive-through-window test and results dur-
mng a case study he conducted during his research on
quality management in services.
Roger H. Ballou 1s currently president of the Travel
Services Group, US at American Express Prior exper-
ence mcludes leading various Travel Services Group
business unuts, American Express UK/Ireland, and
Strategic Busiess Systems Development reengineer-
ing He 15 a graduate of the Wharton School and
Amos Tuck at Dartmouth
Donald E. Brown 1s associate professor of systems
engineering and associate director of the Institute for
Parallel Computation at the U of Virginla He earned
his PhD 1n industnial and operations engineering from
the U of Michigan
Peter J. Denning chairs the department of computer
science, directs the Center for the New Engineer, and
is associate dean for computing at George Mason U
A prolific author, he chairs the Association for Com-
puting Machinery publications board and 1s working
on electronic publication
James R. Freeland 1s the Sponsors professor of busi-
ness administration and associate dean for faculty at
the Dardon School His interests include just-in-time
manufacturing
Patrick T. Harker 1s the UPS Transportation Profes-
sor and charrman of the department of systems eng-
neering at the U of Pennsylvama He was a 1991-
1992 White House Fellow, serving as special assistant
to the director of the FBI, and his hobbies include cy-
chng, woodworking, and theological study
Christopher Huntley 1s a PhD candidate at the U of
Virginia His primary interest 1s the theory and appli-
cation of pseudo-random heurstic search for large-
scale optimization problems Other interests include
parallel computation, computer-aided engineenng
design, and software development
Bernard Markowicz earned his PhD from Princeton
in avil engineering He 1s a senior consultant with
Arthur D Little specializing 1n transportation opera-
tions analysis Prior to leaving CSX Transportation in
1992, he was director of the firm’s OR and freight
equipment distribution groups.
Raul Medina-Mora 1s vice-president for research and
chief scientist at Action Technologies He was respon-

May-June 1995

sible for developing and testing the ActionWorkflow
Manager system. He earned a PhD in computer sci-
ence and software engineering at Carnegie-Mellon
Ceyhun Ozgur is an assistant professor of decision
sciences at Valparaiso U His research and teaching
mnterests are 1n statistics, quality control, operations
management, and management science

Charles Reynolds is senior director of franchising at
KFC He holds an MBA from the Cox School of Busi-
ness. He has over 23 years of experience in the quick
service restaurant industry and 1s mterested in the
practical apphcation of TQM He led the drive-
through-window speed-of-service improvement test
described.

Scott E. Sampson is an assistant professor of opera-
tions management at Florida State U His research
concerns methods for using customer feedback to
improve quality in the service sector.

David Sappington earned his degrees from the U of
Virginia His mnterests include building software that
apphes various optimization techmques to specific in-
dustnial and mlitary problems When time and
weather permut, he enjoys canoeing in Virginia’s
whitewater

Sandra E. Strasser 1s an assistant professor of deci-
sion sciences at Valparaiso U Her research and
teaching interests are in statistics, quality control,
operations management, and transportation

Elliot N. Weiss is an associate professor of business
administration at the Darden School His interests in-
clude capacity planming and scheduling problems for
service sector companies
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