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CHAPTER 1
	1. Discuss the role of efficiency and effectiveness in the creation of value. 
Creation of value means establishing a balance between efficiency and effectiveness for the market need that a product should satisfy. Efficiency is achieved when all resources are optimized to ensure delivery of goods and services at the lowest cost and best way possible. Efficiency allows a business to operate and deliver consistently at the profit margin as well as manage the industry fluctuations without losing competitiveness or market share in the industry. While efficiency is about optimization of resources, if it is ineffective then it does not matter how effective a firm can be since it will not be sustainable in the long term.  Efficiency works with effectiveness to develop a perception in the industry as a cost cutting bottom feeding organization hence reaching sustainable profits. Effectiveness is regarded as doing what is right to create the most value for a company. Effectiveness is concerned with meeting the contractual requirements in all areas which equals a perceived value in the market place. 



CHAPTER 2
	2. 
	Describe a specific example of the trade-offs between any two of the competitive dimensions. 
Two of the trade-offs in competitive dimensions are cost and differentiation. The cost of a product should be relatively low. For example, IKEA the furniture retailer provides stylish yet affordable furniture. Differentiation provides a competitive edge for a product as well as it gives a product or service a unique identity. 




	

	3. 
	Explain the role that "order qualifiers" and "order winners" play as the interface between marketing and operations. 
Order qualifiers are competitive advantages that a company demonstrates so as to be a viable competitor in the market. Order qualifiers in regards to operations mean a company should meet the minimum criteria in order to be considered part of the competitive set. For most of industries, quality is regarded as an order qualifier.  Order winners are competitive advantages of a company such as speed in delivery, quality, flexibility, reputation, and quality and product design. These factors make the customers of a firm choose the products and services of that company. It is important in marketing since it is the reason why customers purchase the product of a company. 



CHAPTER 3
	4. 
	Describe what rapid prototyping is and where it is particularly useful in the development process. 
Rapid prototyping if fabrication of a model or assembly using CAD. Rapid prototyping is completed using the additive manufacturing otherwise called 3D printing. Rapid prototyping is useful in speeding up the product development process thus enabling physical models to be produced from CAD data files in a short time so as to evaluate the design before committing capital for mass production. 

	



	5. 
	Describe what concurrent engineering teams are and what problems they address. 

	


The concurrent engineering team consists of five teams; the project management
 Team, new technology team, product team, cross functional product development team and cross functional process development team. The concurrent engineering teams emphasize ion the integration of cross functional and concurrent development of a product.  The concurrent engineering teams are important because it will be easy to take the product from engineering to production. Production helps ensure easy transition when all teams are involved in the design hence making it easy to manufacture. 
	6. 
	How might the generic product development process described in the text be different if developing a process-intensive product? 
Generic product development describes the process of developing a new product or service then launching it to the market. A generic product development process takes two paths. Step one includes idea generation, product design and product engineering then second stage involves market research, analysis and target population. When developing a process-intensive product, both product design and development take place simultaneously. The process involves screening and idea generation, product design, development and testing, market research and analysis, financial analysis, product development, market testing and product commercialization. 


CHAPTER 4
	
	7. Describe how CPM handles the trade-offs between time and cost in the scheduling of a project. 
Critical Path Method (CPM) is a scheduling technique used to analyze and represent the tasks involved in the project completion. CPM incorporates a trade-off between the duration and the cost of an activity. The duration of an activity in CPM is assumed to depend on the resources assigned to it. It incorporates a trade-off between its duration and cost of the assigned resources. When more resources are assigned to an activity, the overall cost increases thus leading to lower than expected duration of an activity. The project manager constructs the critical path. The critical pat duration is the duration of the project. A project duration can be reduced by reducing the critical path length. A project activity is regarded as activity crashing if the decrease in the activity duration leads to a corresponding increase in activity cost. 


	

	
	8. What is the criterion for determining whether a project activity is on the "critical path" or not? 
 


The criteria for entering a task in the CPM is that the completion cannot be delayed without delaying the completion of the whole project. Before commencing a project the activities that depend upon other activities are identified. These dependencies activities depend on activities that may be parallel to asks that may not be included in the critical path. 
CHAPTER 5
	
	9. What is a capacity cushion, and why would a firm have one? 

	


Capacity cushion is the reserved capacity that a firm must satisfy an unexpected increase in demand or temporary breakdown in production capacity. It is important for a firm to have cushion capacity in order to be able to deal with the customer demands when they suddenly peak in demand. When production experienced unexpected stoppage, capacity cushion helps the firm satisfy its most important demand. If it gets too low, it is an indication that the firm requires the traditional capacity. 

	
	10. Why does volatility of demand have a higher effect on a service delivery system than on a manufacturing system?

	 



Volatility of demand have higher effect on service delivery system than on manufacturing system because services cannot be stored thus inventory cannot smooth demand just like in manufacturing. Customers have different needs and different levels of experience with the process since they interact with the production system directly. 



	
	11. Describe the relationship between capacity utilization and quality in a service operation. 
 Capacity utilization in services is different from capacity utilization of products. Time is very critical in the capacity utilization of services. In service operations, service should be offered to the customer before he or she purchases the service. For example, a beauty salon should be located near the customer if he or she wants the service. The quality of a service depends on the capacity utilization. For instance, if a customer experiences long quieting lines then he or she will not enjoy the quality of service. 


CHAPTER 7
	12. 
	Describe the implications of the product-process matrix for process design in a competitive situation.

	 


Product-process matrix is a tool for analyzing the relationship between the lifecycle of a product and that of the technological life cycle. The product-process matrix for process design provides positive impacts in a competitive situation. This is because the product process matrix helps an organization make a determination regarding what is the most efficient and effective methodology of production that will be utilized in a competitive situation. 



	13. 
	Distinguish between a work center and a manufacturing cell.



A work center is an area of production line whereby processes that are similar are grouped together such as machinery and staff associated with product painting and stripping. A manufacturing cell has a linear assembly process where all machinery that produces parts and components that are similar are grouped together in manner that is effective and efficient in order to speed up the production process. 
	14. 
	Assume that you are offered a new piece of equipment for $10,000. The equipment will produce 10,000 units per year with a margin of $6.00 per unit. Demand for the product being produced has been 2,000 units per year. Your current equipment is fully depreciated and can produce the 2,000 units per year at but at a margin of only $4.00 per unit. Should you purchase the new equipment? Under what conditions? .



Margin earned by the old equipment=$4 per unit
Margin by the new equipment=$6 per unit
Additional gain in margin earned by the new equipment=$6-44= $2 per unit
The units demanded annually= 2000 units
Net additional gain in margin= 2000*2= $4000 per year
Time taken to cover $10,000 of the new equipment=10,000/ 4000= 2.5 years
New equipment will be purchased if and only if the demand of the product continues at least for 2.5 years, progressive demand of the product gives more profit and useful life of new equipment should be more than 2.5 years. 
The old machine is already fully depreciated and useful life is consumed. Therefore, it is only wise to buy a new equipment given the mentioned conditions. 









CHAPTER 8
	15. 
	What are the main differences between facility layout for manufacturing and for retail service establishments?  

	


The facility layout in manufacturing consists of configuring the buildings, work areas, plant site lines and other features such as department boundaries. 
The manufacturing layout will have a facility layout that emphasizes on storage space for equipment, chemicals and other paper work. Retail layouts have a unique facility layout that emphasizes on sales floor space, inventory logistics, and attractiveness of the store and issues of foot traffic. 
	16. 
	 Is office layout more akin to retail service layout or to manufacturing layout? Explain your answer. 

Office layout is more close to the retail service layout. This is because the office workers are more concerned with the status and aesthetics than the workers in factories. The office layout is concerned with the floor space, attractiveness of the office location such as who gets the best window space. Other important aspects that an office layout is similar to the retail service layout are the acoustics, lighting and ventilation. 
 


CHAPTER 9
	17. 
	Contrast the "personal attention approach" to service with the "assembly-line approach." In your opinion, which is superior? Why? 

	
A personal attention approach to service is a concept of mass customization that is applied to services. Here, services are based on the customer preferences or the individual to whom the services are being provided. This approach allows each customer to be treated as an individual with the services provided thus maintaining the database of each customers likes and dislikes. The assembly line approach follows the idea that services can be efficiently produced just like those manufactured by a factory. The assembly line approach is cost effective in the short run but may be of no value add in the long run in regards to employee retention, training and spending.  The personal attention approach is more superior because it focuses on the minimization of personal turnover and maximize the profits of a company through emphasizing focus on the personnel, cost minimization of the personnel, customer satisfaction through new technologies and paying attention to the needs and preferences of customers. These emphasis lead to increased profitability of the company. 





	18. 
	Describe the role of service guarantees from the marketing and the operations perspective. 


 Service guarantee is an attempt to increase the consumer interest by giving a marketing promise. From the marketing perspective, a service guarantee aids in customer acquisition as well as drive customer interest. From the operations perspective, the service guarantee ensures quality improvements thus providing a competitive edge. 
	



	19. 
	How does the degree of customer contact relate to the kinds of skills needed by service workers and the degree of training they require? 
When providing products and services to consumers, it is important to have customer service professionals. The customer service workers are the face of the company since they have a direct contact with the customers of the company. Good customer service generates new customers and return business since great customer service reputation is a differentiator in a competitive market and happy customers are more likely to come back and busy the company products and services. Thus the service workers need to have skills such as empathy, patience, problem solving, and good communication skills and require much training on how to deal with customers others failure in customer service affects the image of the company and overall success of a company.



 


CHAPTER 11
	20. 
	What might you do in designing a two-stage process where each process had equal average process time but with high process time variability in the first stage and low variability in the second stage? Why?  

	



	21. 

	Three fast-food chains are discussed in the text. McDonald's traditional process is make-to-stock; Wendy's has a make-to-order process; Burger King has a process which is a hybrid of the other two. Discuss the advantages and disadvantages of each of these approaches. Why do you suppose that each of these approaches can survive in the fast-food industry? 

	Made-to-stock process has the advantages of ensuring fast delivery and standardized preparation. However, it has the disadvantage of lack of freshly prepared and served food.  The make-to-order process by Wendy’s has the advantages of providing freshly prepared food. It has the disadvantage of delaying customers due to time taken to prepare and serve. The hybrid process by Burger King provides the advantages of providing freshly prepared and fast delivery of food. However, it has the disadvantages of poor perception such as poor food, poor service and poor drinks. Each of these approaches can effectively survive in the fast food industry if each capitalizes on its advantages and work on improving its disadvantages. 





	22. 
	What are the advantages and disadvantages of using a make-to-order process compared to the advantages and disadvantages of a make-to-stock process? 


Make-to-order process has the advantages of minimization of waste, reduced risks of inefficiency and provision of customizable products compared to the make-to-stock process that does not provide freshly customized food services, poor prediction of customer trends and poor inventory management which can lead to increased resource wasted. However, make-t0-demand process has several disadvantages compared to make-to-stock process such as irregular sale demands, incorrect stock level which can lead to stock falling behind and increased customer wait times. Make-to-stock process minimizes the customer wait times and ensures proper make to stock scheduling and effective spread of resources and production which maximizes efficiency. 


CHAPTER 14
	23. 
	  As lean production methods reduce changeover and setup times and thus enable smaller economic lot sizes and less work-in-process inventory, is the importance of quality increased or decreased? Why? 


Lean production methods are employed by firms in order to reduce the production cost which are incurred while maintaining quality. It changes the way a firm measures the plant performance.  Reducing changeover or set up times allows for the increased machine uptime thus improving the process efficiency; quality is thus increased. 


	



	24. 
	.  Explain why lean manufacturing requires a stable demand environment. 
A stable demand environment is important as it identifies and eliminates all waste. Manufacturing organizations tend to have a stable demand on their operations hence providing a good environment for lean production to take place effectively. 
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