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Education

1991-96 Sloan School of Management, Massachusetts Institute of Technology Cambridge, MA, USA
Ph.D. in Management. Major: Operations Management/System Dynamics; Minor: Behavioral Sciences.
Dissertation: 4 Dynamic Theory of Service Delivery: Implications for Managing Service Quality.

Research interests: Operations in the service industry, service strategy, operations management, system
dynamics, behavioral decision making, large systems change, and system methodologies.

1987-88 Department of Systems, University of Lancaster Lancaster, England, UK
M.A. in Systems in Management. Distinction.
Thesis: 4 systems study of Department Purpose Analysis in British Telecom: A TOM Implementation.

1986-87 Universidad Auténoma de San Luis Potosi San Luis Potosi, SLP, Mexico
Studied graduate-level courses on macroeconomics and organizational theory.

1981-85 Instituto Tecnologico y de Estudios Superiores de Monterrey (ITESM) Queretaro, Qro., Mexico
B.E. Industrial and Systems Engineering. Distinction; highest GPA in class.

Academic grants and honors

1997 Universidad Adolfo Ibafiez. Excellence in Teaching award.

1991-95 Consejo Nacional de Ciencia y Tecnologia. Mexico. Fellowship to undertake graduate work.

1991-93 MacArthur Foundation grant to undertake graduate work.

1991 ITESM, Campus San Luis Potosi. Mexico. Nominated for Award for Excellence in Teaching, 1988-91.
1987-88 Consejo Nacional de Ciencia y Tecnologia. Mexico. Fellowship to undertake graduate work.

Publications

Refereed Publications

Oliva, R. Model Calibration as a Testing Strategy for System Dynamics Models. European Journal of Operational
Research, Vol. 151(3): 552-568, 2003.

Oliva, R., J. Sterman and M. Giese. Limits to Growth in the New Economy: Exploring the 'Get Big Fast' Strategy in
e-commerce. System Dynamics Review, Vol. 19(2): 83-117,2003.

Oliva, R. and R. Kallenberg. Managing the Transition from Products to Service. International Journal of Service
Industry Management, Vol. 14(2): 160-172, 2003.

Suarez, F. and R. Oliva. Learning to Compete: Transforming Firms in the Face of Radical Environment Change.
Business Strategy Review, Vol. 13(3): 62-71, 2002.

Oliva, R. and J. Sterman. Cutting Corners and Working Overtime: Quality Erosion in the Service Industry.
Management Science, Vol. 47(7): 894-914, 2001.

Homer, J. and R. Oliva. Maps and Models in System Dynamics: A Response to Coyle. System Dynamics Review,
Vol. 17(4): 347-355, 2001.

Oliva, R. Tradeoffs in Responses to Work Pressure in the Service Industry. California Management Review, Vol.
43(4): 26-43, 2001. (Reprinted in Engineering Management Review, Vol. 30(1): 53-63, 2002, and in Managing
Human Resources, Business Fundamentals Series. HBS Publishing, 2002.)

Keating, E., R. Oliva, N. Repenning, S. Rockart and J. Sterman. Overcoming the Improvement Paradox. European
Management Journal, Vol. 17(2): 120-134, 1999.






