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CREATING VALUE THROUGH OPERATIONS
MANAGEMENT

Operations management is a vital topic that every business student needs to understand
because it is at the heart of the creation of wealth for businesses and the improvement in the
living standard of citizens of all countries. Operations managers are responsible for the pro-
duction of services and products in an ethical and environmentally responsible way while
being responsive to the market. Sound like a challenge? Add to it the need to manage supply
chains of materials, information, and funds reaching to all areas of the world. While chal-
lenging, there are concepts, tools and methods that managers use to deal with operating
problems in a global environment. The mission of this text is to provide you with a compre-
hensive framework for addressing operational and supply chain issues. We accomplish this
mission by using a systemized approach while focusing on issues of current interest to you.
It is important to be efficient and capable with respect to internal processes; however, it is
critical for organizations to be able to link those processes to those of their customers and
their suppliers to provide a competitive supply chain. This text is unique in that it builds the
concept of a supply chain from the ground up. Starting with the analysis of business process-
es and how they relate to the overall operational goals of a firm, our text proceeds to show
how these processes are integrated to form supply chains and how they can be managed to
obtain efficient flows of materials, information, and funds. This approach reinforces the con-
cept that supply chains are only as good as the processes within and across each firm in the
supply chain.

This text has been thoroughly revised to meet your needs regardless of your major. Any
manager needs to know the global implications of supply chains and how to make decisions
in a dynamic environment. We address these contemporary issues of interest through open-
ing vignettes and managerial practices in each chapter. We show you the essential tools you
will need to improve process performance. Irrespective of the industry in which you are
seeking a career, processes and supply chains are analyzed from the perspective of service as
well as manufacturing firms. Our philosophy is that you will learn by doing; consequently,
the text has ample opportunities for you to experience the role of a manager with challeng-
ing problems, cases, a library of videos customized to the individual chapters, simulations,
experiential exercises, and tightly integrated online computer resources. With this text, you
will develop the capability to analyze problems and support managerial decisions.

WHAT’S NEW IN THE NINTH EDITION?

Since the introduction of the successful eighth edition, we have been hard at work to make
the ninth edition even better. We have more figures, photos, company examples, cases,
videos, and problems to test your understanding of the material. Here are some of the high-
lights of the many changes:

NEW! Supply Chain Management Orientation: Beginning in Chapter 1 and continuing
throughout the text, we demonstrate the role that operations managers play in the design
and execution of effective supply chains for service firms as well as manufacturing firms. As
pointed out earlier, our philosophy is that the best supply chains begin with effective inter-
nal processes, which are then linked to processes in other firms. The flow of the material in
this edition supports that philosophy. To punctuate the new focus on supply chains, we have
added a second chapter on how to integrate supply chains that contains added tools for
decision making and shows how firms are changing their supply chains to be environmen-
tally responsible.



NEW! Video Cases: We have added five new video cases, which consist of case material
supported by video footage, to show how operations management can be used to solve real-
world problems. Two cases show how Southwest Airlines copes

with gate turnaround operations and the passenger boarding m
process. We also showcase Autoliv for lean systems, Clif Bar &

Supply Chain Design at Clif Bar & Compi

e

1990, he wpected
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Company for supply chain design and sustainability, and
Deckers Outdoor Corporation for forecasting and related supply
chain issues. These cases are added to our growing video library
of Starwood Hotels and other leading companies. Adding these
videos means that the video library offers 23 videos, with at least
one available for each chapter.

NEW! Streamlined Presentation: The ninth edition has fewer chapters, fewer pages, and
enhanced clarity so that you can engage each topic as efficiently and effectively as possible.
We have added figures and photos to improve the presentation of key concepts and tech-
niques. Chapters have been trimmed to “bite-sized” modules to improve retention. All of
these changes have been accomplished without sacrificing the content you need to be an
effective manager in a dynamic global environment. Substantive changes have been made
in almost every chapter and supplement, without losing the main themes that have been
valued in past editions. For example:

®  Chapter Count: Relative to the eighth edition, we have cut 3 chapters and incorporated
the essential information in other chapters, and added 2 new chapters, for a total of only
15 chapters. A central figure in the margin of each chapter shows how each chapter fits
into our general theme of processes to supply chains.

® Part 1: Using Operations to Compete — The first part of the text lays the foundation for
why operations management is a strategic weapon. Chapter 1, “Competing with
Operations,” defines operations management and supply chain management. In the
ninth edition, it now includes material on operations strategy and shows how operations
decisions must be consistent with a firm's market strategy. Chapter 2, “Project
Management,” opens with the product development story of Xbox 360 and shows how
you can manage the projects needed to achieve efficient processes and supply chains.

B Part2: Managing Processes — The second part of the text shows how you can design and
manage the internal processes of a firm. Chapter 3, “Process Strategy,” after being reor-
ganized and trimmed for clarity, focuses on the major process strategy decisions man-
agers make to achieve a firm’s strategy. Chapter 4, “Process Analysis,” now with a section
on work measurement, shows how to assess and improve the performance of processes.
Chapter 5, “Quality and Performance,” with additional material on ethics, Six Sigma, and
acceptance sampling, provides the essential statistical tools for identifying the onset of
process performance problems. Chapter 6, “Capacity Planning,” is new to the ninth edi-
tion and focuses on the long-term capacity decisions that define the process capacities
of the firm to do business in the future. Chapter 7, “Constraint Management,” now with
material on line balancing, shows how you can get the best output rates within the
process capacities you have to work with. Chapter 8, “Lean Systems,” which reveals the
methods you can use to improve the system performance, now introduces the concept
of “House of Toyota,” and has many more photos and additional material on eight types
of waste, lean system characteristics, and hybrid layouts.

B Part 3: Managing Supply Chains — The third part of the text provides the tools and per-
spectives you will need to manage the flow of materials, information, and funds between
your suppliers, your firm, and your customers. Chapter 9, “Supply Chain Design,” has
been completely revised to focus on the importance of supply chains and their connec-
tion to major financial measures, the role of inventory in supply chains, and how to
decide whether or not to outsource. Chapter 10, “Supply Chain Integration,” is a new
chapter that focuses on the importance of integrating processes along the supply chain,
how to choose a supplier, how to determine the capacity of a logistics system, and how
to design supply chains that are environmentally resppnsible. Chapter 11, “Location,”
now greatly streamlined and simplified, provides guidelines and tools for finding the
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best location for single or multiple facilities in a supply chain. Chapter 12, “Inventory
Management,” revised for simplicity and clarity, focuses on the design of inventory sys-
tems that firms use up and down the supply chain. Chapter 13, “Forecasting,” has been
streamlined and includes a new experiential exercise to test your skills in forecasting.
Chapter 14, “Operations Planning and Scheduling,” offers new material on operations
scheduling and an added emphasis on revenue management. It has been significantly
revised to show how operations planning and scheduling provides a link between a
firm, its suppliers, and its customers to create a capability that lies at the core of sup-
ply chain integration. Chapter 15, “Resource Planning,” focuses on translating the
demands for services and products to requirements for the resources to produce them.
The book also offers five supplements that dig deeper on technical topics, and anoth-
er five online supplements.

HELPING YOU LEARN _

Key Features

Several new additions and changes have been made to the book to retain and enhance its
theme of processes and supply chains and to expand these themes through new content,
Managerial Practices, Examples, and End-of-Chapter Problems and Cases. Several key fea-
tures designed to help aid in the learning process are highlighted next:

Chapter Opening Vignettes engage and stimulate student interest by profiling how real
companies apply specific operational issues addressed in each chapter.

COMPETING WITH OPERATIONS
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Managerial Practices provide current examples of how companies deal—either success-
fully or unsuccessfully—with process and supply chain issues facing them as they run their

operations.
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Examples demonstrate how to apply what students have learned and walk them through
the solution process modeling good problem-solving techniques. These examples always
close with a unique feature called Decision Point, which focuses students on the decision

implications for managers.
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myomilab

End of Chapter Resources

®  Key Equations for review purposes.
®  Key Terms for review highlight where the concept was first discussed.

B Solved Problems reinforce and help students prepare their homework assignments by
detailing how to solve model problems with the appropriate techniques presented in the
chapter.

® Discussion Questions test student comprehension of the concepts through the use of
short scenarios.

®  Problems sharpen students’ quantitative skills by providing a bridge between chapter
materials with a wide selection of homework material. Advanced problems are also
included to increase the level of difficulty. Most of the homework problems can be done
manually, or students can utilize a variety of software tools through myoemlab, which is
discussed in a later section.

m  Active Model Exercises enable students to use pre-created spreadsheets to do “what-if”
analysis of examples presented in the text to see what would happen if certain parame-
ters were changed.

B Video Cases provide a summary of content covered in a series of on-location video
profiles of real-world service and manufacturing companies and challenges they face
in their operations. Questions are included for classroom discussion or assignment
purposes.

m  Cases challenge students to grapple with a capstone problem that can be used as an in-
class exercise or a homework assignment or team project.

B AVideo Library of 23 cases (including 3 tutorials) offers at least one video customized for
each chapter, which make for excellent class discussion and learning.

TEACHING AND LEARNING SUPPORT

myomlab A key capability of myomlab is as an online homework and assessment tool
designed to help students practice operations management problems and improve their
understanding of course concepts, and to give their instructors feedback on their perform-
ance. This online product lets professors assign homework that is automatically graded, but
also serves as a tutorial experience for students.

myomlab lets you teach your course your way. Use myomlab as an out-of-the-box
resource for students who need extra help, or take full advantage of its advanced customiza-
tion options.

For Instructors

Instructor’s Resource Center
These password-protected resources are accessible from www.pearsonhighered.com for
Krajewski/Ritzman/Malhotra, Operations Management, 9th edition. Downloadable
resources include the following:

B Instructor’s Solutions Manual
B [Instructor’s Resource Manual

® [mage Library—Access most of the images and illustrations featured in the text



®  PowerPoint lecture slides by Jeff Heyl in chapter-by-chapter files for classroom presenta-
tion purposes

® TestGen EQ—A computerized test item file

Instructor’s Solutions Manual (0-13-606546-5)—Prepared by Lee Krajewski, Larry Ritzman,
and Manoj Malhotra, this resource provides solutions and answers to end-of-chapter ques-
tions, problems, and cases.

Instructor’s Resource Manual (0-13-606578-3)—Prepared by Pedro Reyes of Baylor
University, this resource offers a course outline, chapter outlines, teaching notes, sample
course syllabi, and video case notes.

Test Item File (0-13-606579-1)—Prepared by Larry Zimmer and Paul Yazel of the University
of South Carolina, this resource offers an array of questions and problems ranging from
easy to difficult. This resource includes true/false, multiple choice, short answer, and essay
questions.

For Students

Besides having access to study plans and tutorial resources in myomlab, students can utilize
the following additional course resources within myomlab:

OM Explorer - a text-specific software tool consisting of Excel worksheets and including
tutors, additional exercises, and solvers.

® Tutors provide coaching for more than 60 analytical techniques presented in the text.
The tutors also provide additional examples for learning and practice.

® Additional Exercises pose questions and can be answered with one or more of the tutor
applications.

®m  Solvers provide general purpose routines often encountered in practice. These are great
for experiential exercises and homework problems.

POM for Windows an easy-to-use software program that covers over 25 common OM
techniques.

Active Models include 29 spreadsheets requiring students to evaluate different situations
based on problem scenarios.

Companion Web site offers access to additional student resources such as data files and
virtual tours.
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