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Welcome!, Today:

• Introductions/Overview

• Module 1: What is Operations 
Management?

• Break

• Module 2: Operations 
Strategies



Introductions

• Name

• Where you are from?

• What is your major(s), minor(s)?

• When do you expect to graduate?

• What is unique about yourself?



Tom Janicki

• UNCW – 15 years

• Originally from Pittsburgh



Syllabus / Expectations

http://csbapp.uncw.edu/janickit/ops370

http://csbapp.uncw.edu/janickit/ops370


Evaluation

1. Homeworks and In Class Assignments: will 
count as 30% of your grade

2. Exams – Two exams will be 55% of your grade 

3. Presentation will count as 10% of your grade, 
you will be responsible to bring in one current 
event related to operations/service issues in the 
news.

4. Class contribution will count as 5% of your 
grade 



How can I help you learn?



What should I expect from you?



WHAT ARE THE THEMES OF 
OPERATIONS 
MANAGEMENT?

Learning Module 1









Kellogg’s Company

• Leading Producer of:

– Cereals

– Breakfast Products

– Snack Products

• Global Presence 

• Operations Decisions

– Product Mix at Each Plant?

– Which Suppliers?

– Inventory Levels at Plants, DCs, and Retailers?

– Forecasting Demand?



Business Environment

Operations

Finance

Economics

ManagementMarketing

Information 
Systems

Accounting

•Improvement of 
organizational 
activities to 
ensure quality, 
customer 
satisfaction , and 
loyalty

•Investments
•Capital
•Stock Market

•Nceufhkurreffg•Org. Behavior
•Policy
•Strategy

•Sales
•Promotion
•Research 
Behavior

•The application 
of people, 
technologies, and 
procedures to 
solve business 
problems

•Bookkeeping
•Pensions
•Audits

•The study of how 
the forces of supply 
and demand 
allocate scarce 
resources



Operations Management

• Designing Products and Services



Operations Management

• Facility Location and Layout



Operations Management

• Project Management



Operations Management

• Scheduling Operations



Operations Management

• Inventory Control



What is Operations Management?

The planning, scheduling, and controlling the 

activities that transform inputs into goods 

and services (APICS)

Inputs
(Resources)

Outputs
(Goods & 
Services)

Transformation

Land
Labor

Capital
Raw Materials

Manufacturing/
Service 

Operations

Finished Goods
Services



For the Following Operations…

• What are the Inputs 
(Resources)?

• Identify the Transformation 
Taking Place…

• What are the Outputs?



Mercedes Benz



US Pipe Co



Bank



Grocery Distribution 
Center



• Core of every enterprise

– Manufacturing transformations

•Aerospace

•Automotive

•Consumer Goods

•Health Care

•Technology

Why Study Operations Management?



• Core of every enterprise

– Service transformations

•Banking

•Healthcare

•Airlines

•Entertainment

•Hospitality

Why Study Operations Management?



• Core of every enterprise

• 50% or more of all jobs

– Customer service

– Quality assurance

– Production

– Purchasing/Materials management

– Supply chain management

– Many more

Why Study Operations Management?



Operations Management Decisions

• Process

• Quality

• Capacity

• Inventory



Where to locate franchises?

Operations Management  Decisions 



Process?

Operations Management  Decisions 



Number of workers scheduled at each station?

Operations Management  Decisions 



Customer service?

Operations Management  Decisions 



Forecasting park demands

Reducing wait times

Managing projects

Operations Management  Decisions 



Interfaces

• Finance

• Accounting

• Marketing

• Engineering

• Human Resources

• Information Systems



Operation Management’s 
Contributions to Society

• Higher Standard of Living

– Ability to increase productivity

– Lower cost of goods and services

• Better Quality Goods and Services

– Competition increases quality



Operation Management’s 
Contributions to Society

• Concern for the Environment

– Recycling and concern for air and water quality

• Improved Working Conditions

– Better job design and employee participation



Drivers of Change in Operations

• Increased Global Competition

– Transformation into a global economy

– Pressure to excel on multiple competitive dimensions

– Increased emphasis on logistics

• Advances in Technology

– Information technology (IT)

– Internet email and commerce (B2B)

– Automation and robotics



Operations is About
Making Business Run Better

• More Efficiently

• With Higher Customer Satisfaction



The Goal of Operations
and business!

Quality

Customer 
Satisfaction

LoyaltyLoyalty
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Service vs. Manufacturing Operations

• Services

– Intangible product

– Product cannot be 
inventoried

– High customer 
contact

– Short response time

– Labor intensive

• Manufacturing

– Tangible product

– Product can be 
inventoried

– Low customer contact

– Longer response time

– Capital intensive



Similarities-Service/Manufacturing

• Use technology 

• Have quality, productivity, & response 
issues

• Must forecast demand

• Have capacity, layout, and location 
issues

• Customers and suppliers

• Scheduling and staffing issues



Why Manufacturing Still Matters…

• Millions of World Wide 
Manufacturing Jobs

• Manufacturing Jobs 
Typically Have Higher 
Salaries and Better 
Benefits

• Manufacturing 
Industries Drive 
Technology Innovation



KEY TERM - PRODUCTIVITY



Productivity

• How Well Is the OM Transformation Performed?

• Flexible  Can Quantify One or More Measures

Inputs

Outputs
tyProductivi 



Productivity Measures

• Partial-Factor Productivity 
Output Compared to a Single Input

– Example: Labor Productivity = Outputs/Labor

• Multi-Factor Productivity 
Output Compared to a Subset of Inputs

– Example: Outputs/(Labor $ + Energy$)

• Total-Factor Productivity 
Output Compared to All Inputs

– Example: Outputs/(Labor $ + Materials $ + etc.)



Productivity

• Productivity is a Relative Measurement!

• Need to Perform Comparisons

• Can Measure Change in Productivity:

– Multiply by 100 to Express in %

1

12 =ty Productiviin  Change
P

PP 



Productivity Example (Labor)

• What are the Inputs and Outputs?

• Labor Productivity Values (2009)?

– Chairman: 65,000/17.8 = 3652

– Cookie: 53,000/12.3 = 4309

– Riley: 94,000/18.8 = 5000

*Assume Costs in Millions of $



• Total Productivity Values (2010)?

– Chairman: 

– Cookie: 

– Riley:

Productivity Example (Labor)



• % Change in Total Productivity from ‘09-’10?

– Chairman: 

– Cookie: 

– Riley:

Productivity Example (Labor)



Module 1 - Summary

• What is operations management?

• What are areas involved with key 
decisions

• What are key drivers of change impacting 
OM?

• How is productivity measured?


