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’ Chapter 1: Introduction



1 what is operations management and supply chain management (OSCM)?

Operations and supply chain processes

Differences between services and goods

Why should operations be perceived as important?

2
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4 Operations as service
5
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Current issues in operations and supply chain management
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Transformation processes

« A transformation process uses resources to convert
Inputs into some desired output.

« Transformation processes are used in all types of
business.

* In general, transformation processes can be categorized
as follows,

Physical (JBXKZ)

Location ((E#HZE)
Exchange (LAYIZ¥I3HR4E)
Storage (4Ji7%)
Physiological (Z2fz)
Informational (FEER)




Input-Transformation-Output Relationships for Typical Systems

=i EXHA — EX@IRI6

55 A BE B BRE pwmw (cm) BRERIOA
‘ oY, B, BHE.  FORY. FHE e
%E% ﬁﬂﬁﬁﬁ'ﬂgfﬁ i%i% 7 %%\ ﬁ%i@ﬁ"]i%i% lﬁ:@ﬂggﬁ
R iR 3% 18 g AT TIEREENE samgss
P AR e B owE PSR amwemme
e e BEIEE. BRE  pemcme
HEAT PR Br AL BER g smiranm  FRERLAERS
7= K (3TH) =
e A mE BT HEEBEE  ERSEENEY
e ol | RALAE. i . RRMHEER
EesyN= = LA i B RO T



1. What is operations management and
supply chain management (OSCM)?

« OSCM is defined as the design, operation, and improvement
of the systems that create and deliver the firm’s primary
products and services.

« Like marketing and finance, OSCM is a functional field of business
with clear line management responsibilities.

» At the most fundamental level, OSCM is about getting the day-to-
day work done quickly, efficiently, without errors, and at low cost.

 In addition to making processes work right, an essential feature
of OSCM is helping companies create dramatic improvement in
customer service and reductions in cost.



2. Operations and supply chain processes

Operations Supply Chain

Manufacturing and
service processes
— used to transform
resources into
products

Processes that

| move information
and material to

and from the firm




« Operations =» manufacturing, service, and health care process
that are used to transform the resources employed by a firm into
physical products or service desired by customers.

« Supply chain = processes that move information and material to
and from the manufacturing and service processes of the firm.

Logistics processes that physically move product and the warehousing

and storage process that position products for quick delivery to the
customer.
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Operations and supply chain processes

Making

Returning




Planning ==» the processes needed to operate an existing supply chain
strategically

Sourcing = the selection of suppliers that will deliver the goods and
services needed to create the firm’s product

Making = \Where the major product is produced or the service provided

Delivering == carriers are picked to move products to warehouses and
customers

Returning == the processes for receiving worn-out, defective, and
excess products back from customers
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https://www.flyingv.cc/projects/20005
https://www.youtube.com/watch?v=IlxiIWh3n3g

Operations and supply chain processes

Making

Returning




3. Differences between services and goods

« Service is an intangible process that cannot be weighed or measured,
whereas a good is the physical output of a process.

« Service includes direct interaction with customer in creating the output; in
goods production, they usually are not.

« Some gray areas:

Manufacturers provide many services as part of their product, and many
services often manufacture the physical products they deliver to their
customers or consume goods in creating the service.

For example, TSMC. Eg&q



» Services with the big exception of hard technologies such as
ATMs are inherently heterogeneous. Goods can be produced to

meet very tight specifications without variability.

« Services as a process are perishable and time dependent, and

unlike goods, they can’t be stored.



Goods versus Services

Goods

Pure Goods Core Goods

Tangible
Less interaction with customers
Often homogeneous
Not perishable — can be inventoried

Services

Core Services Pure Services

Intangible

Interaction with customer required
Inherently heterogeneous
Perishable/time dependent

Defined and evaluated as a package of
features



4. Operations as service

» Every organization is in the service business == Servitization
A company builds service activities into its product offerings for its current users
* In manufacturing, services can be divided into two types:
Core services: customers want the products to be made correctly,
customized to their needs, delivered on time, and priced competitively.
Value-added services, which simply make the external customer’s life
easier or help internal customers to better carry out their particular function.

FERRFTLRE. 580 ERIETE



« Four categories of value-added services:

Information is the ability to furnish critical data on product performance,
process parameters, and cost.

Problem solving is the ability to help solve problems, especially in quality.

Sale support is the ability to enhance sales and marketing efforts by
demonstrating the technology, equipment, or production systems the
company is trying to sell.

Field support is the ability to replace defective parts quickly or to replenish

stocks quickly to avoid downtime or stockouts.



* The benefits of value-added services can be provided to external

customers:
To differentiate the organization from the competition.
To build relationships binding customers to the organization in a

positive way.




5. Why should operations be perceived
as important?

« No matter production or service that one firm offers, three
critical issues are concerned:
Efficiency: doing something at the lowest possible cost
Effectiveness: doing the right things to create the most
value for the company

Value: quality divided by price




6. Historical development of OM
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7. Current issues in the field of OSCM

« Coordinating the relationships between mutually
supportive but separate organizations (SCM)

« Optimizing global supplier production, and distribution
networks

* Increased co-production of goods and services
(Amazon Go)

« Management customer touch points

« Raising senior management awareness of operations as
a significant competitive weapon




« Some typical management and staff jobs in OSCM

Plant manager

Hospital administrator

Branch manager

Department store manager

Call center manager

Supply chain manager

Purchasing manager

Business process improvement analyst
Quality control manager

Lean improvement manager
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