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PREFACE

$ WE APPROACH the twenty-first century, the need for organiza-

tons to improve quality and productivity has never been more im-

portant. Effective operations management and decision making has
a major effect on production, productivity, and quality. The operations function
is at the core of a business because here lies responsibility for most of the labor,
materials, equipment, information, energy, and capital used to manufacture
products and/or provide services. In conjunction with marketing and finance,
operations are critical to a company’s success in a competitive environment.

Knowledge of operations management prepares managers to face the com-
petitive challenge of effectively managing organizational resources. Operations
management merges topics from accounting, marketing, industrial engineering,
economicsy behavioral management, management science, and statistics into a
blend of analytical tools and strategic issues. This textbook thoroughly covers the
major operations management concepts and issues, and it includes topics involv-
ing the production of both goods and services.

In today’s globally competitive environment, organizations must approach the
operations management function more strategically than was done in the past.
We view the operations function as essential in enabling organizations to gain a
competitive edge. The text emphasizes the importance of viewing operations
from a strategic perspective throughout, and we present tools and techniques for
solving problems in the context of meeting a company’s strategic goals. This stra-
tegic emphasis is also reflected in the organization of the text.

Our objective in writing this text is to enable students to become better man-
agers, particularly if they find themselves working in operations management. A
sizable part of the U.S. and international work force is emploved in operations
jobs. These jobs are important and challenging, and they can lead to rewarding
and successful careers. To achieve this objective, we have established several
goals for the students who use this text.

* First, we want them to gain a thorough understanding of what operations
managers do in manufacturing and service firms.

¢ Second, we want students to understand the tools and techniques that
operations managers use in making operating decisions.

* Third, we hope that students who use this text will discover the excitement
that marks this vibrant, dynamic, and rapidly changing field.
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* Finally, we trust that the text will introduce some of the many challenges
facing those who manage the operations function in service or
manufacturing organizations.

MAJOR THEMES iN OPERATIONS MANAGEMENT: CONCEPTS IN
MANUFACTURING AND SERVICES

N DEVELOPING THIS textbook, we focused on the major themes
currently shaping the field of operations management. These themes,
woven into the fabric of the text, include

® International operations The text stresses the importance of the
globalization of operations management. This theme, introduced in
Chapters 1 and 2, is expanded upon throughout the book.

* Services The book covers service operations extensively. Chapter 2
introduces service operations management, and Chapter 17 discusses the
design and scheduling of service systems. Numerous service operations
examples appear throughout the book.

* Quadlity The text emphasizes the importance of quality and continuous
improvement. Chapter 7 provides a perspective on managing quality, and
Chapter 19 discusses quality analysis, measurement, and improvement.

¢ Strategy The book also highlights the strategic nature of operations
management. One entire chapter, Chapter 3, discusses operations strategy
in depth. This chapter includes a case involving operations strategic
planning at Allen-Bradley. Strategic issues are discussed throughout the
book. The concluding chapter, which revisits the strategic nature of
operations management, reflects on what Allen-Bradley has done to
become a world-class manufacturer.

¢ Technology The book discusses extensively the use of computers and other
technologies in operations management. An entire chapter, Chapter 8,
reviews technological developments in operations management. A number
of the end-of-chapter problems require computer solutions.

* Environmental issues Environmental issues are becoming increasingly
important to the field of operations management. Discussed throughout
the text, these issues also are featured in the Georgia-Pacific Corporation
case study, located in Chapter 6.

WHAT’S NEW IN THE SECOND EDITION?

HE SECOND EDITION of OPERATIONS MANAGEMENT: CON-

CEPTS IN MANUFACTURING AND SERVICES contains a num-

ber of important changes and revisions. Many of the Operations
Management in Action and Global Operations Management boxed features
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found throughout the text are new or updated. There are also several new case
studies. Tables, figures, and content materials throughout the book have been
updated. New features and topical coverage include:

* The end-of-chapter problems in Chapters 4 and 11 can now be done
using EXCEL spreadsheet software.

¢ Internet Exercises have been added to the end-of-chapter materials in
relevant chapters. These activities provide exposure to new technology and
real-world examples of operations management.

* Chapter 9 has a new section covering the learning effects on time-standard
estimation. The learing curve and uses of the learning curve concept are
included in the new material.

¢ Chapter 10 has been heavily revised for the new edition. It is now titled
Global Supply Chain Management, and shows the reader the progression
from traditional logistics to supply chain management, SCM for strategic
advantage and role of information technology in SCM.

* Chapter 13 has a new section that describes how Distribution
Requirements Planning provides a mechanism for integrating the physical
distribution system with the production planning and scheduling system.

¢ Chapter 16’ discussion of Just-in-Time production has been augmented
with a history-of its use in Japan and new coverage of JIT logistics.

¢ Chapter 20 presents an excellent new synopsis of the characteristics of a
world-class manufacturer.

* Aglossary of key terms has been added to assist readers.

* Al ancillary materials that accompany the second edition of Operations
Management: Concepts in Manufacturing and Services are new.

TEACHING AND LEARNING AIDS

HE TEXTBOOK CONTAINS numerous features designed to increase
its value as a teaching and learning tool. Among the teaching aids we
have included are the following:

* Preview Section The book begins with a preview section that provides a
broad overview of the entire text. In this preview section, we explain the
organization of the book in terms of strategic operations decision categories.

* Flexible Organization The textbook is organized in a manner that offers
flexibility in the order of topics and in the depth of coverage. This
organization allows for considerable flexibility in course design. After
covering Chapters 1 through 3, instructors can rearrange the remaining
chapters to reflect their teaching preferences. Moreover, they can
supplement the text's quantitative material by assigning material from any
of the five tutorials grouped at the end of the text.

* Chapter Outlines and Learning Objectives Each chapter opens with an
outline that provides a quick overview of the topics covered in the chapter.
The learning objectives are designed to guide students as they study the
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chapter. These learning objectives are reviewed and summarized at the
chapter’s end.

» Operations Management in Practice Boxes Each chapter contains several
Operations Management in Practice boxes that provide examples of
managerial practices in actual companies. Both manufacturing-oriented
and service-oriented boxes are included.

¢ Global Operations Management Boxes Most chapters contain Global
Operations Management boxes that provide examples of international
operations management practices.

* Key Terms Key terms are boldfaced and defined where they first appear in
the text. They then appear in an end-of-chapter terms list for easy review. All
key terms are now included in a Glossary located at the end of the text.

* Solved Demonstration Problems Throughout the text, when a new
technique is presented, we immediately apply it to a problem and work
out a solution for the student.

o End-of-Chapter Questions and Problems The text includes numerous
end-of-chapter exercises and problems. These relevant questions and
problems are both qualitative and quantitative in scope.

¢ Cases The text includes 11 end-of-chapter cases that relate to chapter
content and include discussion questions. Illustrative videos supplement
several of these cases.

o Quantitative Tutorials The text contains five separate quantitative tutorials:
The Transportation Problem, Decision Analysis, Linear Programming,
Simulation, and Waiting Line Models. These tutorials appear at the end of
the text, allowing instructors to use them flexibly with the several chapters
to which they apply. Problems relating to the quantitative techniques
described in the tutorials appear at the ends of various chapters; these
problems relate techniques to specific problem situations.

ANCILLARY MATERIALS

LL SUPPLEMENTARY MATERIALS have been completely rewritten
for the second edition of OPERATIONS MANAGEMENT: CON-
CEPTS IN MANUFACTURING AND SERVICES. They include:

For the Instructor

o The Instructor’s Manual with Solutions (ISBN: 0-538-87832-0) has been
completely redone by John B. Jensen of the University of Southern Maine,
and includes chapter and lecture outlines with suggestions for classroom
presentation, as well as solutions for all the end of chapters problems and
cases.

o The Test Bank (ISBN: 0-538-87833-9) has been completely redone by
Gail Zank of Eastern Connecticut State University and Robert Vokurka of
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Texas A & M University. The new Test Bank has over 1600 test iterns
including true/false, multiple choice, essay questions, short-answer, and
quantitative problems where relevant. WESTEST® (ISBN: 0-538-87835-5)
computerized testing software allows instructors to create, edit, store, and
print exams.

* The PowerPoint Presentation Software (ISBN: 0-538-87836-3) prepared by
Yunus Kathawala of Eastern Illinois University features visually exciting
graphics and demonstrations of text material.

* The Video Package (ISBN: 0-538-87865-7) includes over three hours of
video segments on current topics that relate to operations management in
real companies. Video segments profile large companies, small business
applications, and service organizations. A video guide, included in the
Instructor’s Manual, provides the length of each video, a brief description,
and lecture integration suggestions tied directly to the text.

CEIST TR INNLEOUDINES

For the Student

* The Study Guide (ISBN: 0-538-87834-7) has also been completely
redone by Gail Zank and Robert Vokurka. It includes chapter outlines,
review materials, key terms, definitions, and multiple-choice,
extended-problem, and application questions.

® EXCEL Spreadsheet Problems and Cases (ISBN: 0-538-88511-4) prepared
by Jayavel Sounderpandian of the University of Wisconsin-Parkside, is a
new ancillary for this edition. It will provide experience in using EXCEL
software to solve problems and prepare case studies on many of the topics
included in Operations Management.
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