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Preface

Operations management (OM) has seen a revolution in recent years, becoming a topic of
critical importance in business today. Demands for quality, time-based competition, and
international production have demonstrated that superior management of the operations
function is vital to the survival of the firm. An understanding of OM strategy and its
function is a necessary part of any good business education.

The field of operations management ranges from high-tech manufacturing to high-
touch services so we have tried to balance the treatment of the manufacturing and ser-
vice aspects. To emphasize the importance of services, a logo appears in the text margin
next to service discussions. Our aim is to cover the latest and most important issues fac-
ing OM managers as well as the basic tools and techniques, and to provide examples of
leading-edge companies and practices. We have done our best to make the book interest-
ing reading, We hope you enjoy it.

B ACKNOWLEDGMENTS

Several very talented scholars have made major contributions to specific chapters in the
book. We are pleased to thank

Ravi Behara of Stephen F. Austin State University (Business Process
Reengineering, Facility Location, and Strategic Capacity Planning).

Louis R. Chase, editor extraordinaire and Shakespeare expert (several chapters).
Marilyn Helms of the University of Tennessee at Chattanooga (Operations
Strategy and Competitiveness, and Just-in-Time Systems).

Michael J. Maggard of Northeastern University (Service Design).

David O’Donnell of the University of Southern California (Project Management).
“Raj” Rajagopalan of the University of Southern California (Technology
Management).

Alex Zhang of the University of Southern California (Simulation).

Special thanks to Ross L. Fink of Bradley University and Jack Yurkiewicz of Pace
University, who each solved all of the examples and problems and checked our answers
for accuracy, and also colleagues at USC Warren Erikson, Richard D. McBride, and
K. Ravi Kumar.

Thomas Foster of Boise State University prepared the Instructor’s Manual. Phillip Fry,
also of Boise State University, prepared the Test Bank. Marilyn Helms of the University
of Tennessee at Chattanooga revised the Study Guide. These supplements are a great
deat of work to write and we appreciate their efforts, which make teaching the course
easier for everyone who uses the text.

We also thank the following reviewers for their many thoughtful suggestions for this
edition: Joseph Blackburn, Vanderbilt University; James Blocher, Indiana University; Jim
Browne, New York University; Farzaneh Fazel, lllinois State University; Lissa Galbraith,
Florida State University; Dennis Geyer, Golden Gate University; Stephen Huxley, Uni-
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versity of San Francisco; Yunus Kathawala, Eastern Illinois University; Doan Modianos,
Bradiey University; Winter Nie, Colorado State University; Roderick Reasor, Virginia
Polytechnic Institute and State University; Powell Robinson, Texas A&M University; and
Jerry Wei, University of Notre Dame.

We once again thank those individuals whose input over the past editions has helped
the book evolve to its present form: Mohammad Ala, California State University, Los
Angeles; Wayne Cunningham, University of Scranton; Edward Gillenwater, University
of Mississippi; Satish Mehra, Memphis State University; Graham Morbey, University of
Massachusetts at Amherst; R. Natarajan, Tennessee Technological University; Fred
Raafat, San Diego State University;, Edward Rosenthal, Temple University; David Booth,
Kent State University; Thomas Cywood, University of Chicago; Mike Martin, Dalhousie
University; James Perry, George Washington University; Dan Rinks, Louisiana State Uni-
versity; Raj Srivastavo, Marquette University, Robert Trend, University of Virginia; Ever-
ette Adam, University of Missouri-Columbia; Lawrence Bennigson, Harvard University;
John G. Carlson, University of Southern California; Amiya K. Chakravarty, University
of Wisconsin—Milwaukee; Joel Corman, Suffolk University; Robert B. Fetter, Yale Uni-
versity; William A. Fischer, University of North Carolina; Dale R. Flowers, Case West-
ern University; Carter Franklin III, Houston Baptist University; Oliver Galbraith 111, Cali-
fornia State University—San Diego; Stanley J. Garstka, University of Chicago; Michael
Hotenstein, Penn State University; Gordon Johnson, California State University—
Northridge; Frank L. Kaufman, California State University—Sacramento; Lee Krajewski,
Ohio State University; Hugh V. Leach, Washburn University; John D. Longhill, East Caro-
lina University; John R. Matthews, University of Wisconsin; Brooke Saladin, University
of Georgia; Ted Stafford, University of Alabama—-Huntsville; Trevor Sainsbury, Univer-
sity of Pittsburgh; Chuck Baron Shook, University of Hawaii at Manoa; John E. Stevens,
Lehigh University; and Jesse S. Tarleton, College of William and Mary.

We also thank University of Southern California doctoral students Andreas Soteriou,
Steven Yu, and Sukanta Mishra for their help in digging out late-breaking ideas and de-
veloping new problems for the book. Much thanks to Danie Mann, program manager at
the Center for Operations Management, for her help and care in all aspects of manu-
script production.

We indeed appreciate the enthusiastic support and innovativeness of Dick Hercher,
our long-time editor at Richard D. Irwin, whose help in coordinating all of the resources
behind the scenes has been terrific.

There are two people we want to single out for very special acknowledgments and
thanks. U.S.C. doctoral student Doug Stewart contributed his considerable technical and
writing skills in many chapters. He has been our right-hand man throughout the revision
process. His help has been invaluable. To Gail Korosa (our developmental editor at Ir-
win), what can we say? Your dedication (obsession?) to helping us make this our best
edition ever cannot be overstated.

Last, but certainly not least, we thank our families who for the seventh time let the
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Richard B. Chase
Nicholas J. Aquilano



Preface for the Student
(by a Student)

Operations management lies at the heart of the great changes sweeping through today’s
business environment. The competitive pressures for higher quality, quicker response
time, superior service, and total customization can only be met through more intelligently
run business operations. Even the recent enthusiasm for corporate reengineering is fun-
damentally about better managing operations.

1 have found operations management to be the most relevant and enjoyable part of
my business studies. This subject is about the fundamental essence of the firm—how its
products are made, and how its services are delivered to customers. It involves every-
thing from strategic concerns such as aggregate planning, plant location, and service ca-
pacity expansion, to tactical issues such as daily order scheduling, statistical quality con-
trol, and inventory control. Studying such a broad range of topics has helped me achieve
a balance between skill with the necessary analytical tools, and an understanding of the
underlying conceptual issues.

Dr. Chase and Dr. Aquilano have written a clear text addressing important current
issues such as service management, just-in-time production, total quality management,
and reengineering, while still covering such fundamental operations management topics
as layout, job design, and forecasting. Box inserts throughout the book provide insights
into some of the best current operations management practices. In addition, the authors
have used their extensive experience to seek out examples of companies that have found
radical new ways to run their operations—ways that may reflect how all such businesses
will be operating in the future. They call these examples “Breakthroughs.” Several chap-
ters also have special supplements devoted to more technical topics, such as technology
management, linear programming, and waiting line theory. The supplements allow these
topics to be clearly addressed without confusing the issues presented in the chapters. |
am sure that as you read this book, you will appreciate the importance of operations
management as a central part of any good business education, and I hope that you will
become as fascinated with the field as I am.

Richard D. Bergin
Student, School of Business Administration
University of Southern California
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