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MGT 283—Operations and Programs for Kroc Centers 
 

Syllabus 
 

Instructor:   Brent Wilcoxson, MBA, CFA 
E-mail:   Brent_Wilcoxson@usc.salvationarmy.org      
Phone:  616-588-7200 x2009 
 
Course Description 
This course introduces students to Kroc Center operations and the importance of both mission and 
margin for the sustainability of the enterprise.  Emphasis is given to understanding the importance of 
these dual roles in strategic planning, finances, programming, employees and customer development. 
Key metrics and technology systems and infrastructure will be covered as well as an overview of Kroc 
Operating Standards. 
 
Duration:    April 24 – 28, 2017 
Delivery Mode:    Intensive 
Credits:     3 Credit hours 
Prerequisites:     Participation in the Certificate Cohort Sequence 

Required Textbooks   (to be read prior to the intensive week) 
 
Quinn, Robert E, et alia. Becoming a Master Manager: A Competing Values Approach, 6th Ed. San 

Francisco, CA: Wiley, 2015.  ISBN-13: 978-1118582589 

Zimmerman, Steve, and Jeanne Bell. The Sustainability Mindset: Using the Matrix Map to Make Strategic 

Decisions. San Francisco, CA: Jossey-Bass. 2014.  ISBN: 978-1-118-76735-1 
 
Additional Course Materials (digital access/copies provided on the MyBoothOnline course site) 
 
Festen, M. “Planning the Evaluation.” Level Best. San Francisco, CA: Jossey-Bass. 2007. 29-39. 
Mattesich, Paul. “What is Program Evaluation.” The Manager's Guide to Program Evaluation, St Paul, 

MN:  Wilder,  2003. 1-11. 
Moodian, M.A. (Ed). Gardenswarz, Lee and Anita Rowe. The Effective Management of Cultural Diversity. 

Sage Publications, 2009. 35-43. 
Blodget, Henry. “8 Habits of Highly Effective Google Managers.” businessinsider.com. Business Insider, 

March 20, 2011. 
Duhigg, Charles. “What Google Learned from its Quest to Build the Perfect Team.” New York Times 

Magazine. February 25, 2016.  
Gallo, Amy. "Stop Being Micromanaged." Harvard Business Review, September 22, 2011. 
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Herman, Melanie Lockwood and Carlye Christianson. "Let's Get Entrepreneurial." nonprofitrisk.org. 
Nonprofit Risk Management Center. 

Koenig, Marc. “Dear Nonprofit Organization, You are in Sales.”  nonprofithub.org. Nonprofit Hub. 
Quinn, Robert E. “Moments of Greatness:  Entering the Fundamental State of Leadership.” Harvard 

Business Review. July-August, 2005. 
"5 Key Elements of Successful Management." crmlearning.com. CRM Learning, Inc. 
 

Learning Objectives 
After successful completion of this course, the participant will be able to: 

1. Describe the breadth of Kroc Center programs in order to communicate to stakeholders the 

overarching purpose and value of a Kroc Center in the community. 

2. Understand the importance of organizational and governance structure, management principles 

and Kroc best practices in order to provide appropriate oversight and mentoring to personnel. 

3. Evaluate present programs relative to mission and margin in order to provide effective 

outcomes and long term sustainability of the Kroc Center. 

4. Utilize business principles appropriate to a Kroc organization in order to effectively market Kroc 

Center products and promote excellent customer service practices. 

5. Appreciate the value of program and key performance indicator data collection relating to 

membership utilization and program outcomes in order to assure quality improvements and to 

assist in the preparation of stakeholder reports and funding proposals. 

COURSE OUTLINE 

Monday Lead Instructor: Brent Wilcoxson 

 

Guest Instructor: Steve Zimmerman 

Thought Provocation & Prayer:  Creating Vision 

 Introductions, Course Overview 
 
Implementing The Mission:  How the 
mission was born;  Overview of breadth 
and depth of impact across all Kroc 
Centers;  Highlights of award-winning 
programs.  
 

Matrix Mapping: A visual guide to 
developing a sustainability model for 
each Kroc Center (or any enterprise). 
Marrying mission impact and financial 
viability 

Reading:   
The Sustainability 
Mindset  
(see Assignments) 

Activity:                   
Group case study—
evaluating and 
creating a matrix map 
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Tuesday Guest Instructor: Steve Bireley 

Thought Provocation & Prayer 

 Importance of "numbers" to Mission 
Financial statement overview and use. 
How’s and why’s of budgeting 
One big Army and need for consistency 

The “Most” important numbers 
Revenue – Membership, programs, 
rentals 
Expense – Labor, labor, labor (maybe 
maintenance, supplies and utilities as 
well) 

Reading: 
Becoming a Master 
Manager  
(See Assignments) 
 

 

Wednesday Guest Instructor: Steve Carpenter 

Thought Provocation & Prayer 

 Imperative of People to Mission 
Hiring for “cultural fit” 
Vertical vs. Horizontal structures 
 
Managing vs. Mentoring 
Carver Governance Model 
 

Reading: 
"Moments of Greatness 
. . . Leadership" 
"What Google Learned  . 
. . the Perfect Team" 
"The Effective 
Management of Cultural 
Diversity"  
"Stop Being 
Micromanaged" 
"8 Habits of Highly 
Effective Google" 
"5 Key Elements . . . 
Management"  

Activity: 
Small group develop 
written statement of 
“culture” for 
employees to fit into 

Thursday Guest Instructor: Bill Rossi  

Thought Provocation & Prayer 

 Integrating customers into the Mission 
The Value Proposition  
Selling at the Kroc 

Radical Customer Service  
Retention-Keys for impacting 
 

Reading: 
"Let's get 
Entrepreneurial" 
"Dear Nonprofit 
Organization, You are in 
Sales" 
 

Activity: 
Role playing the sales 
process 

Friday Guest Instructor: Roger Severn 

Thought Provocation & Prayer 

 Incentives of Mission 
Kroc Standards- Process vs Outcome 
Technology Systems – Capturing and 
using information to effect change. 

Reading: 
"What is Program 
Evaluation” 
"Planning the 

Activity: 
Review reports and 
interpret data to 
reach a conclusion 
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Wrap-up, review and release 

Evaluation" 

 
Assignments  
 
Prior to the course read:   
The Sustainability Mindset.  Zimmerman and Bell. The entire book will be used for the presentation on 
Monday;. 
Becoming a Master Manager:  A Competing Values Approach. Quinn, et al. Pages 1 – 99, 144-153. Every 
effort to read the entire book should be made. 
 
Prior to Wednesday, read:  
"Moments of Greatness: Entering the Fundamental State of Leadership";   
"What Google Learned from its Quest to Build the Perfect Team";   
"The Effective Management of Cultural Diversity";  
"Stop Being Micromanaged";  
"8 Habits of Highly Effective Google Managers";   
"5 Key Elements of Successful Management" 
 
Prior to Thursday, read:   
"Let's get Entrepreneurial";    
"Dear Nonprofit Organization, You are in Sales" 
 
Prior to Friday, read:   
"What is Program Evaluation”;    
"Planning the Evaluation" 
 
Due Tues - Friday, 8:00AM each day of the course:  Write a one-half page summary of the previous 
day’s presentation making special note of change actions it may cause you to take. Upload to each day’s 
assignment folder at MyBoothOnline. 
 
Due Wednesday, May 3, 2017, 12:00 Midnight CST:  Learning Objective One states that after 
completing this course, you should be able to communicate the purpose and value of a Kroc Center to 
the community. Prepare a written presentation of two to four pages persuading a neutral audience as to 
the purpose and value of a Kroc Center and the efficacy of having one in the community. Use 
information from each day’s presentations as well as your own personal understanding to develop this 
communication. Upload to folder “Final Assignment,” at MyBoothOnline. 

All written assignments are to be typewritten, double-spaced, 12 point font. Include your name, email 
and date in a heading. Assignments will be graded for content, critical thinking, grammar, spelling and 
punctuation. 

The daily summaries will, in total, encompass 40% of the course grade. 

The course summary assignment will be 60% of the course grade. 
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Please refer to the BoothUC.ca web page under “Academics” for complete information 
regarding the Academic Policies.  

Letter Grades & Grade Points 

A+  (4.5) Exceptional performance with evidence of outstanding original thinking, superior 
organization, exceptional capacity to analyze and synthesize; a superior grasp of the subject matter 
with sound critical evaluations; evidence of an extensive knowledge base. A final grade of A+ may be 
awarded only with the approval of the Academic Dean. 

A (4.0) Excellent performance with evidence of excellent original thinking, excellent organization, 
excellent ability to analyze and synthesize; an excellent grasp of the subject matter with sound critical 
evaluations; evidence of an extensive knowledge base. 

B+ (3.5) Very good performance with evidence of original thinking, very good organization, 
demonstrated ability to analyze and synthesize; a very good grasp of the subject matter; evidence of 
good critical judgment, a very good understanding of the relevant issues under examination; very 
good familiarity with the relevant literature. 

B  (3.0) Good performance with evidence of a good grasp of the subject matter; evidence of critical 
capacity, good analytical ability, a good understanding of the relevant issues under examination; 
evidence of good familiarity with the relevant literature. 

C+ (2.5) Satisfactory performance with evidence of a satisfactory grasp of the subject matter; 
evidence of critical capacity, demonstrated analytical ability, an understanding of the relevant issues 
under examination; evidence of familiarity with the relevant literature. 

C  (2.0) Adequate performance with evidence of an adequate grasp of the subject matter; some 
evidence of critical capacity, an ability to develop solutions to simple problems found in the material; 
evidence of familiarity with some of the relevant literature. 

D  (1.0) Marginal performance with evidence of marginal familiarity with the subject matter and 
some evidence that critical and analytical skills have been used. 

F   (0) Inadequate performance with little evidence of even a superficial understanding of the 
subject matter; serious weaknesses in critical and analytical skills; limited or irrelevant use of the 
literature; failure to satisfy course requirements. 
 

Academic Integrity 

It is a serious offense to present a piece of work for course credit as one’s own if the work was done by 
some other person (plagiarism). Plagiarism or any form of cheating in examinations or term tests (e.g. 
crib notes) is subject to serious academic penalty that may include loss of part or all of the marks for an 
assignment/test, failure in the course, dismissal from the College, or other serious consequences. 

Plagiarism or cheating in a course in which a student is cross-registered with a partner university may 
lead to additional disciplinary action by that university according to its policies.  To plagiarize is to take 
ideas or words of another person and pass them off as one’s own. In short, it is stealing something 
intangible rather than an object. Obviously it is not necessary to state the source of well-known or easily 
verifiable facts, but students are expected to acknowledge the sources of ideas and expressions they use 
in their written work, whether quoted directly or paraphrased. This applies to diagrams, statistical tables 
and the like, as well as to written material and materials or information from Internet sources. To 
provide adequate documentation is not only an indication of academic honesty but also a courtesy 
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which enables the reader to consult these sources with ease. Failure to do so constitutes plagiarism. It 
will also be considered plagiarism and/or cheating if a student submits an assignment in whole or in part 
by someone other than him/herself, or copies the answer or answers of another student in any test, 
examination, or take-home assignment. 

At the beginning of their program of study, all students are required to complete the prescribed 
plagiarism tutorial. 

Instructors are required to report all allegations of plagiarism or cheating to the Associate Academic 
Dean for Extended Learning before a grade is assigned.  The original assignment is submitted to the 
Associate Academic Dean.  The Dean will chair a joint meeting of student and instructor to hear both the 
allegations and the student’s response to the allegations.  The Academic Dean will then make a 
determination whether or not plagiarism or cheating has in fact occurred and decide on appropriate 
disciplinary measures. The student and instructor will be notified of the Academic Dean’s decision in 
writing. A copy of the decision will be sent to the Registrar and College President. 

The student has the right to appeal the decision of the Academic Dean (see Academic Appeals in course 
calendar). 

 


