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TO INSTRUCTORS

This book differs from other OM textbooks. First, we
were determined to tell the whole story of operations
management, including an entire chapter on incident
and disruption management, recognizing that operations
don’t always proceed smoothly. Second, we wanted to
provide this balanced story of OM at a reasonable price
to students. We felt both objectives were worthy and
both could be achieved, provided that we rebooted the
usual format for this type of book by presenting concepts
and analytics with a practical bent. The many fine com-
prehensive texts available are generally too lengthy and
carry a high price. Our aim was to provide a learning
tool students would use more of—and more affordably
too. In our fifteen concise chapters, we hope to convince
students that operations management is action itself,
meaning that they should pick up a pencil and try it for
themselves, to make it their own. To pursue all these
ambitions simultaneously, we developed several features
throughout the manuscript:

e Threaded scenarios. Every time an analytical
methodology is introduced, it is demonstrated in
the context of a case study that unfolds through-
out the chapter. These demonstration scenarios
“thread” through the general discussion of each
chapter, presenting conceptual material in action.
One major objective of the threaded scenarios is
to clarify how operations management is an active
process, by viewing it through the eyes of one who
is putting the tools to work.

¢ Tiered end-of-chapter content. To support self-
guided learning, end-of-chapter content is divided
into tiers of resources, each suited to a different
purpose. After each summary, key word review,
and discussion questions, chapter exercises begin
with a set of Minute Answer problems, or qualita-
tive quiz questions most appropriately answered
with one or two words. Minute Answer serves as
a warm-up conceptual review to the subsequent
Quick Start problems, which are quantitative ques-
tions that require the application of a single formula
or numerical principle. Quick Start is followed by
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Ramp Up questions, which are also single-answer
quantitative queries, but many are quite chal-
lenging. Ramp Up questions require additional
confidence in the material, because some aspect of
each problem is hidden. Chapter practice problems
conclude with full-scale, multipart Scenarios, many
of which are similar to threaded scenarios earlier in
the chapter. In this second edition, we have added
Case Scenarios which are more detailed problems,
providing an extended description of some situa-
tion and multipart questions to solve. Finally, each
chapter concludes with a Case Study, requiring

a methodology from within the chapter but also
requiring some creative adaptation to address the
issues posed there. Short answers to all practice
problems are available in the back of the text, but
case notes are available only to instructors.

e Online support. To keep the overall size of this
book under control, we placed problems in the
book, along with additional problems—with
answers—on-line at NoteShaper.com. To help
with those moments when students get stuck,
the NoteShaper® site houses a library of video
tutorials providing step-by-step instruction on
how to read and solve each of the problems in
the book, accessible for a small fee. NoteShaper®
also includes a wealth of teaching resources in the
Instructor’s Center, including quizzes, Exam ques-
tions, PowerPoint files, applications articles and
videos, sample lecture videos, and more. Students
do not have access to materials in the NoteShaper®
Instructor’s Center.

We controlled the size of the book by being judicious
about extraneous material and photographs. While the
second edition has an expanded collection of illustrations,
this book has fewer pictures than some OM textbooks. We
have worked diligently to be sure they provide learning
and so the captions are detailed and present an operations
management lesson or story. We used good page compo-
sition to make the book easy to use, nice to look at, and
relatively lean, considering the size of that story.
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In this second edition, along with a better balance
of photos, questions and new Case Scenario problems in
each chapter, these are the key content changes:

e Chapter 1 contains significant new introductory
coverage of complexity, sustainability and corporate
social responsibility.

e Chapter 2 expands the discussion of competi-
tive strategy and linking products with processes,
introducing the product process matrix and service
process matrix.

® Chapter 3 provides more background on the
development of quality concepts from quality as
conformance through to TQM, Lean, Six Sigma and
Lean Six Sigma.

e Chapter 7 contains additional coverage on the
nature of projects, hard vs soft projects and project
life cycles.

e Chapter 9 is reorganized and expanded signifi-
cantly to include new and updated coverage of the
supply chain, including; connectivity, frameworks,
risk management, benchmarking, along with nego-
tiation, outsourcing and make or buy decisions.

® Chapter 12 adds new coverage and a scenario-
example on Little’s Law and integrates discussion
of Six Sigma, Lean Six Sigma and ERP.

e Chapter 13 introduces new scenario examples for
process capability and acceptance sampling.
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TO STUDENTS

Operations management is ultimately about human
endeavor, so it applies to any industry and any organiza-
tion, be it a global supply chain for consumer goods, a
local nonprofit agency, or an individual entrepreneur’s
latest project. While you may have been unaware of its
formal terminology, you’ve been observing and partic-
ipating in operations for years before you opened this
book. Perhaps you felt a distinct frustration when you
couldn’t locate the back of a long waiting line, so you
weren’t sure where you should stand. In that case, the
phrase “queue discipline” probably wasn’t floating
through your thoughts, but you were annoyed with the
ambiguity. You may have once considered packing two
of something because it was especially important to have
at least one, such as bringing two calculators to an exam.
You aren’t likely to have thought explicitly of the role of
redundancy in strengthening reliability, but that is the
principal you were considering. So the purpose of this
introductory book is really to reintroduce you to a topic
you began many years ago, this time empowering your
senses with new language and analytics.

This book differs from other OM textbooks. First,
we were determined to tell you the whole story of OM,
including an entire chapter on incident and disruption
management, recognizing that your endeavors won’t
always proceed smoothly, but that is no reason to be
either fearful or unprepared. And yet, we wanted to cre-
ate an affordable textbook, plus we hoped to convince
you that operations management is action itself, mean-
ing that you should pick up a pencil and try it for your-
self, to make it your own. To pursue all these ambitions
simultaneously, we developed several features you will
see throughout the upcoming pages:

e Threaded scenarios. Operational analysis is an
active process, one which you can—and in the
future, probably will—participate in. We want you
to see operations management as both an excit-
ing and a hands-on undertaking that you can be
involved in. To start you in that direction, each
chapter features threaded scenarios in which each
technique discussed in general is then put to work
immediately in the setting of a certain organization.
Within the scenario, you see the problem through
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the analyst’s eyes, unfolding in the analyst’s own
handwriting. In this first phase of learning, you are
looking over someone’s shoulder, watching them
tackle the situation, and seeing what insight they
draw from it.

Tiered chapter problems. When you arrive at the
end of a chapter, you naturally look for similar
problems to practice. To support your learning,
practice problems here are divided into four distinct
tiers, each with a different suggested purpose. To
begin, Minute Answer questions are short, qualita-
tive queries that can be answered with a word or
two, quizzing you on conceptual terms and rela-
tionships. Minute Answer questions are suggested
as a warm-up to computational practice. To start
working with numbers, try Quick Start problems:
these will always be single-answer queries, requir-
ing the direct application of a single equation or
method from the chapter. Once your confidence
begins to build, try the Ramp Up problems next,
although please don’t discourage too quickly. Like
Quick Start, Ramp Up problems are short, single-
answer questions, but unlike Quick Start many of
these questions are rather difficult. Ramp Up prob-
lems are puzzles, where something is missing or
disguised, requiring use of the same material, but
more creative thinking. Finally, the problem sets
end in Scenarios inviting you to work as the ana-
lyst. These are the more comprehensive problems,
providing an extended description of some situation
and multipart questions to solve. Here you won’t
be using a single equation, but you will be work-
ing through many of the same analytical steps you
first saw unfolding in the threaded scenarios in the
chapter. All of these problems serve to prepare you
to solve the most challenging problems of all, the
Case Scenarios and Case Study.

Online support. Analysis takes practice, and some-
times you get stuck. To help with practice but keep
the size of this book under control, we placed
some problems in the book, along with additional
problems—with answers—online at NoteShaper.com.

\'
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The NoteShaper” site houses a library of video
tutorials providing step-by-step instruction on how
to solve each of the problems with answers in the
book, accessible for a small fee. There is also a
wealth of entirely free supplements for use with

the text available at NoteShaper.com, including landscape that fits your ambitions.

terminology review flashcards, crossword puzzles,
spreadsheet data files and models for text scenarios

and problems, and more. venture.

While we don’t know if you are considering a supply

chain major or if you consider yourself an artist (or both),
what we do know is that there’s something, somewhere

NoteShaper

Vi
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Self-Guided Learning Systems

Having difficulty with a practice problem?

Then visit noteshaper.com to find:

¢ video tutorials explaining problems at the
end of each chapter in this book

¢ additional problems for practice,
including video tutorials

Happy studying!

in the story of OM that is of value to you. Keeping this in
mind, we set out to weave this story from as many dif-
ferent endeavors as possible, including agile manufactur-
ing, health care, disaster relief, airline logistics, and event
management. We hope you’ll see something in that rich

Thank you for your interest in operations manage-
ment. We wish you the best of luck, wherever you may

Natalie C. Simpson
Philip G. Hancock
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