
OperationsOperations

Process choiceProcess choice
Cost, speed, quality, flexibility, demand, skillsCost, speed, quality, flexibility, demand, skills

and financeand finance
Job / batchJob / batch

One-off custom work; groups before changeover;One-off custom work; groups before changeover;
cost/stock trade-offscost/stock trade-offs

FlowFlow
Continuous standard output; scale versus equipmentContinuous standard output; scale versus equipment

and disruptionand disruption
ProductivityProductivity

Output ÷ input; 240 items ÷ 6 workers = 40 perOutput ÷ input; 240 items ÷ 6 workers = 40 per
worker/dayworker/day
TechnologyTechnology

Consistency/flexibility versus purchase,Consistency/flexibility versus purchase,
maintenance and skills costsmaintenance and skills costs

Unit costsUnit costs
Savings can aid prices/profit; poor quality canSavings can aid prices/profit; poor quality can

lose saleslose sales

Suppliers / stockSuppliers / stock

ProcurementProcurement
Price, quality, speed, reliability andPrice, quality, speed, reliability and

availability; not price aloneavailability; not price alone
Holding stockHolding stock

Avoid shortages; cash, storage, damage andAvoid shortages; cash, storage, damage and
obsolescence costsobsolescence costs

Bar gateBar gate
Reorder triggers order; lead time delays arrival;Reorder triggers order; lead time delays arrival;

buffer is reservebuffer is reserve
Reorder levelReorder level

Use during lead time + buffer; 20 × 3 + 40 = 100Use during lead time + buffer; 20 × 3 + 40 = 100
unitsunits

JITJIT
Arrive near use: less stock/cash tied up, butArrive near use: less stock/cash tied up, but

delivery risksdelivery risks
LogisticsLogistics

Coordinate delivery/storage; perishables needCoordinate delivery/storage; perishables need
reliable supplyreliable supply

QualityQuality

ExpectationsExpectations
Reliability, useful features and service; notReliability, useful features and service; not
just expensive inputsjust expensive inputs
ControlControl
Inspect output to detect faults; waste mayInspect output to detect faults; waste may
already have occurredalready have occurred
AssuranceAssurance
Train and standardise processes to preventTrain and standardise processes to prevent
faultsfaults
TogetherTogether
Prevention plus checks; neither guaranteesPrevention plus checks; neither guarantees
fault-free outputfault-free output
Failure / valueFailure / value
Rework, returns and lost sales; consistencyRework, returns and lost sales; consistency
can build reputationcan build reputation
AppropriateAppropriate
Weigh management costs and customer needs;Weigh management costs and customer needs;
legal duties remainlegal duties remain

Customer serviceCustomer service

KnowledgeKnowledge
Accurate advice matches products to needs;Accurate advice matches products to needs;
builds trustbuilds trust
SpeedSpeed
Efficient, accurate purchasing; rushing canEfficient, accurate purchasing; rushing can
cause mistakescause mistakes
EngagementEngagement
Listen and respond; personal service needsListen and respond; personal service needs
staff and trainingstaff and training
FeedbackFeedback
Act on recurring complaints; collectingAct on recurring complaints; collecting
comments alone changes littlecomments alone changes little
After salesAfter sales
Support, repairs and returns → possibleSupport, repairs and returns → possible
loyalty/recommendationsloyalty/recommendations
DiagnoseDiagnose
Training may prevent returns; fix the realTraining may prevent returns; fix the real
cause, not just staffingcause, not just staffing
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1. Suppliers / stock → Operations: Late or faulty supplies can interrupt production1. Suppliers / stock → Operations: Late or faulty supplies can interrupt production
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2. Quality → Customer service: Reliable products and support can encourage repeat sales2. Quality → Customer service: Reliable products and support can encourage repeat sales

BUS8BUS8
Making operationalMaking operational

decisionsdecisions

Mr Kidman’s Classroom · BUS8 · Revision mind mapMr Kidman’s Classroom · BUS8 · Revision mind map


