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Course content:

1. Introduction to Manufacturing and Service Operations

2. Design of products, services and processes

3. Managing capacity and demand in manufacturing and services
4. Manufacturing and service inventory management

5. Managing supply chain relationships

6. Continuous improvement of services, products and processes
7. Technology in services and manufacturing
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Teacher: Pedro Alexandre De Albuquerque Marques
(pamarques@iseg.ulisboa.pt)

Office hours: Thursday from 5h30 p.m to 6h30 (by appointment)
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Course assessement

The evaluation of the curricular unit QM consists of a final exam and a group work:

A) Final exam

The final exam covers all the topics and a minimum grade of 8.5 out of 20 values is required.

Continuous evaluation:

B) Group work (mandatory): Presentation of a scientific article

The final grade is given by:
Final grade = 0.6*A + 0.4*B

In the case of the special exam and grade improvements the final grade will be equal to that of the
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Important dates

September 25 — Each group must send by e-mail a word document including the name, student

number, e-mail, and Photo.

October 9 — Each group must send by e-mail the reference of the scientific article

November 17 — Each group must send by e-mail the work group presentation.

Weeks (November 20, and November 27) — Presentation of the group work (15-20 minutes).
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This course provides students with theoretical and practical knowledge regarding
operations management as it applies to a variety of businesses and
organizations. It comprises a set of topics covering the use of principles and
tools to perform operations strategy, design, planning, control, and
improvement related activities. The course is practice-oriented and requires
active student's involvement in class activities such as resolution of case studies

problem sets and preparation of a work group.
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1. Introduction to Manufacturing
and Service Operations
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Agenda

" QOperations management
" QOperations performance

" Operations strategy
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Operations management lifecycle (4D’'s model)

Transformed
resources:
- Materials
- Information
- Customers

Input
resources

Transforming
resources:
- Facilities
- Staff
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Direct
Steering
operations
and processes

Design
Shaping
processes,
products and
services

Develop
Improving the
operation’s
capabilities

Operations
management

Deliver
Planning and
controlling
ongoing
operations

Output
products and
services

Value-added
for
customers

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.),
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¥ MEMBER

f /i A J
[§ y 'ﬁi,_? @ EFMD  PRME oo ioeeratie 5 % ?:‘E'.Lﬂt.“‘:;.. . n y
& D T Gt e SRO B ANCSB

e
v

"AMBA

\‘A
ACCREDITED W ac

¥ ACCREDITATIONS AND PARTNERSHIPS

o A3ES
ED

REDITE

El
e

" Project
@rics R~

Institute
and Faculty
of Actuarias



Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations Improving the
H i i rocesses, a
innovation supply chain er')oducts i management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations Improving the
H i i rocesses, a
innovation supply chain er')oducts i management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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What is “Operations Management”?

Operations management involves overseeing
the resources used to produce and provide

goods and services. . S
lin) il
N

All organizations possess an operations l‘j/ ?‘,*
function since they all produce some form ‘fh %
of service or product.

A
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Operations Management process

(o Strategy planning

¢ Strategy deployment
* Policy management

N Planning

of Economics

Design

—

¢ Design of products and
services

e Design of processes
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e Setting of operational
objectives

e Execution of daily work

and processes according

to plans and standards
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Monitoring and

control

e Measuring, monitoring,
detection, and immediate
correction of
abnormalities

e Perform gap analysis
(objectives vs. results)
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® Problem-solving with
root-cause analysis to
prevent recurrence

* Breakthrough

improvement and

innovation
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Operations Management elements

Production

Operations
Management

Processes
and flows

Maintenance
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Products and services

Direct
Steering
operations

According to the International Organization
for Standardization (1SO):

Transformed and processes
resources:
- Materials ‘
- Information
- Customers DeSI_gn Develop
?225;:55 (perabans Improving the
r[z)dUCts and anagemen operation’s
| t ° services capabilities
npu
resources
Deliver
Planning and
controlling
ongoing
Transformed operations
resources:
- Facilities
- Staff
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Product is an output that is the result of a
process that does not include activities that
/_\ are performed at the interface between the
Output Value-added . .
products and for supplier (provider) and the customer.
l\/ices/ customers
Service is the result of a process that
includes at least one activity that is carried
out at the interface between the supplier
(provider) and the customer..
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Products and services

=P Lighting 4, 4

Pure services

Pure products

Intangibility Intangibility
Some significant No tangible
tangible elements elements
Heterogeneity Heterogeneity
Largely Not at all
. (@] .
standardized o 2 standardized
G 3
Inseparability Y/ § Inseparability
Production and - Production and
consumption can consumption totally
be separated simultaneous
Perishability Perishability

Storage possible No storage possible

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations Management function

The is central to the
organization because it creates and
delivers services and products, which is
its reason for existing.

Regardless of scale, every organization
must manage operations efficiently and
effectively to ensure successful delivery of
products and services.

PG,

v
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Market
Research

Market demand, distribution planning, pricing, promotion,
customer relationship, marketing information

development

Product/Service > Operations > Sales

N

Technical

Human Resources

Accounting and Finance

Information Systems

Core functions

Marketing ] [ Operations ] [ Product/Service ]

development

Suport functions
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Operations Management function

Operations management uses...

Resources to  Appropriately Create Outputs that Fulfill Defined Market Requirements

People Effectively Produce Services Meet Current Customer Demands
Technology Efficiently Assemble Products Satisfy Potential Citizens’ Needs
Knowledge Creatively Sell Ideas Exceed Perceived Clients’ Concerns
Information Reliably Move Solutions Delight Emerging Society’s Expectations

Partners Accurately Cure Knowledge etc. Real Students’ Dreams

etc. etc. Diagnose etc. etc. etc. etc.
Shape
Fabricate
etc.

Transforming Transformation Nature of the Nature of the Performance Nature of the The operation’s Customers’
resources objectives transformation product/service standard objectives customers objectives
Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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The input-transformation—-output process

All operations create and deliver services and products by changing inputs into
outputs using an ‘input—transformation—output’ process.

A 4

Transforming resources

People and facilities

Transformed resources

Materials, information
and customers
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process

Output products
and services
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The input-transformation—-output process

Transforming resources

People and facilities

The transformation
Transformed resources process

Materials, information
and customers

Output products
and services

Transforming resources are those that act upon the transformed resources. It includes
facilities (buildings, equipment, plant and process technology) and staff (people who operate,

maintain, plan and manage the operation).

A Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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The input-transformation—-output process

Transforming resources

People and facilities

The transformation Output products Value-added for
Transformed resources process and services customers

Materials, information
and customers

Transformed resources are those that are treated, transformed or converted in the process. It
includes materials, information or customers.
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The input-transformation—-output process
Transformed resources

Predominantly processing inputs

of materials

» All manufacturing operations
» Mining companies

P Retail operations

» Warehouses

» Postal services

» Container shipping lines

» Trucking companies

of Economics
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Predominantly processing inputs
of information

» Accountants

» Bank headquarters

P Market research company
» Financial analysts

P News service

P University research unit

» Telecoms company

Lichon School SOUrCe: Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education

—@ W amirsvnsng

Predominantly processing inputs

of customer

P Hairdressers
» Hotels
» Hospitals

P Mass rapid transports
P Theatres

» Theme parks
P Dentists
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The input-transformation—-output process
When transformed resources are customers

When the main transformed resource is the customers themselves, it is useful to distinguish between
‘front-office’ processes that act on customers directly and ‘back-office’ processes that provide indirect

services.

Transforming resources -

Transformed resources -

People and facilities >

Materials and information>

Customers >

‘Back-office’ processes
(Low customer visibility)

‘Front-office’ processes

(High customer visibility)

Served customers

A Lishon Schaol Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Servitization

Pure products <«

Intangibility
Some significant
tangible elements

Heterogeneity
Largely
standardized

Inseparability
Production and
consumption can
be separated

Perishability
Storage possible

Lighting as-a-service’ (LaaS), where it
takes care of its customers’ lighting
needs from the initial design and
installation of the lighting, to the
operation and maintenance.

» Pure services

Intangibility
No tangible
elements

Heterogeneity
Not at all
standardized

Inseparability
Production and

Eﬁ Philips

& Lighting -3 p

consumption totally

simultaneous

Perishability

No storage possible

24

It involves (often manufacturing) firms developing the capabilities they need to provide services and solutions that
supplement their traditional product offerings (e.g. customer support, maintenance, training, online services, after sales, ...).

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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B2B and B2C operations

B2B (Business-to-Business) operations are
those that provide their products or services to
other businesses.

B2C (Business-to-Consumer) operations are
those that provide their products or services
direct to the consumers who (generally) are the
ultimate users of the outputs from the

operation.

PG

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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SIPOC analysis

Suppliers Inputs

process ) ounuis [ customers

* Wood laminates
different styles)

* Wood Veneer
Suppliers (Portugal,
China, USA) * Glue

* Glue Suppliers

* Wooden sheets on pallets * Customer's Factory

* Other customers

Bonding

Sheet Sorting Hit Sheet Hit Sheet . » St » Control and

& Sorting (Slit) (Cross Cut) repair
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SIPOC analysis

It is a method of formalizing a process at a
relatively general rather than a detailed
level. The advantage of such an analysis is
that it helps all those involved in the process
to understand and agree what it involves
and where it fits within the business.

Suppliers

A Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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SIPOC analysis

Suppliers Inputs Process Outputs Customers
Functional Recruitment : Qualified and Functional head
Agree essential and .
head request e experienced _
characteristics new staff Project manager
Project Long-term member
manager resourcing Authorise budget New recruit
plan and Umescale Completed staff
Recruitment = ; - records
agency Labour market ormatly contrac
recruitment agency
reports Payment
authorisation
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Agree shortlist of
candidates

¥

Make offer and
negotiate conditions

Confirm start date
and arrange
induction
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SIPOC analysis

Suppliers Inputs Process | Outputs Customers
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SIPOC analysis

Suppliers | Inputs Process | Outputs Customers

Examples
Services

Products
Reports
Metrics
Raw data
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SIPOC analysis

Suppliers | Inputs Process | Outputs Customers

Examples Examples
Services Internal
Products External
Reports Vendors
Metrics End users
Raw data Management

Downstream Process

L';sbon School
of Economics @ RANKINGS @ MEMBER
ACCREDITATIONS AND PARTNERSHIPS
& Management - M .
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SIPOC analysis

Suppliers | Inputs Process | Outputs Customers

Examples Examples Examples
Data Servi al
Parts roducts xterna
Application Reports Vendors
Raw Metrics End users
materials Raw data Management
Downstream

Lisbon School
of Economics & RANKINGS # MEMBER
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SIPOC analysis

Lisbon School
of Economics

Suppliers | Inputs Process | Outputs Customers
Examples Examples Examples Examples
Internal Servi al

External
Vendors
Producers
Management
Upstream Process

# RANKINGS

& Management

Universidade ce Lisboa

- Ranking 2020

fes
FT = Master in Finance [‘giﬁ

Application
Raw
materials

# MEMBER

A:'r N L o s
Gy  (MEVD PRMEmmzzr € $EBmc  cRLl

uuuuuuu

oduc

Reports Vendors
Metrics End users
Raw data Management

Downstream Process
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Process hierarchy

Suppliers Inputs Process Outputs Customers
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2
- Entrada 3
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Entrada 2 Actividade 2 | | - Saida 2 - Cliente 2
- Entrada 3
- Entrada 4 T
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2 Actividade 3 - Cliente 2
\
v . I
- Fornecedor 1| - Entrada 1 - Saida 1 - Cliente 1
- Entrada 2 Actividade 4
- Entrada 3
Suppliers Inputs Process Outputs Customers
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2
- Entrada 3
/ ingly level of detail
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1 n CreaS/ng y eve 0 e a’
- Entrada 2 - Saida 2 - Cliente 2
- Entrada 3
- Entrada 4
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2 Actividade - Cliente 2
3.3
\
L2 !
- Fornecedor 1| - Entrada 1 . - Saida 1 - Clii
- Entrada 2 N Actividade
- Entrada 3 \§4
¥
- Fornecedor 1| - Entrada 1 - Saida 1 - Cliente 1
- Entrada 2 Actividade
- Entrada 3 3.5 \
Suppliers Inputs Process Outputs Customers
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2
- Entrada 3
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Entrada 2 - Saida 2 - Cliente 2
- Entrada 3
- Entrada 4
- Fornecedor 1 | - Entrada 1 - Saida 1 - Cliente 1
- Fornecedor 2 | - Entrada 2 Actividade - Cliente 2
3.3.3
v . )
- Fornecedor 1| - Entrada 1 . - Saida 1 - Cliente 1
- Entrada 2 Actividade
- Entrada 3 3.34
=
Lisbon School
w
of Economics
&M ¥ RANKINGS ¥ MEMBER # ACCREDITATIONS AND PARTNERSHIPS
anagement
Urihvex e o odl FT | Master in Finance y: suacs agms pssocunoy  ASES
i ° ™ Perepies b B peratic Ehl a A = Institute
s | Ranking 2020 EMD PRME =i @ “ew  ORLI AACSB S 3A and Facuty
RANKING avamn @ L it K1 ACCREDITED A ED of Actuaries




Process hierarchy

The supply network flow between operations

: Promotion
Studios agency

m T The programme and
Casting Broadcasting video supply network
agency company

Programme/

- video maker
Creative
agency

The operation flow between processess

The programme
and video operation Engineering
> Marketing Finance and Production S Post [ S
7 and sales accounting unit production p
Set and props
manufacture

Processes flow between resources (people and facilities)
The set and props
manufacturing process Set
construction \
> Set Set |:
design finishing
Props
acquisition

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Process hierarchy

Policy
Management
System

KPI tree

Macro Processes

Process Sheets I Il | I__I r_l I::I L L] L]

CIC1CI CI0] A3

Standard Operating Procedures

Work Instructions I__IFSN "__Il | I

Records
L';sbon School
of Economics
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The four Vs of operations

Implications Implications

@ - = = b -
@ - — - i -
@ High Variation in demand  Low b -

: : -

Lisbon School Source: Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations Improving the
H i i rocesses, a
innovation supply chain er')oducts i management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Three levels of operations performance

operations
sustainability

Societal level -

Strategic level —
operations strategic
impact

e Quality

Operational level - i peed .
operations performance * Dependability
objectives e Flexibility

e Cost

of Economics
& Management @ RANKINGS

Universidade de Lisboa FT | Master in Finance éi
s | RaAnking 2020

RlNHIHG
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Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Customers and Stakeholders

Government ‘Society’ Shareholders
e Conformance to legal e Minimise negative effects from ® Return on investment
requirements the operation (noise, traffic, etc.) e Stability of earnings
e Contribution to economy e Maximise positive effects (jobs, e Liquidity of investment
local sponsorship, etc.)

Top management

¢ Acceptable profit
® Return on investment
e Low risk of failure
e Future innovation

Customers
Staff * Acceptable price
e Fair wages ¢ Good service

* Good working conditions ¢ Quality offerings
* Personal/career development

Suppliers

e Early notice of
requirements
¢ Long-term orders

e Fair price
e On-time payment

Staff representative bodies

e Conformance with national agreements
¢ Consultation

Lobby groups Regulatory bodies

¢ Alignment of the organisation’s ® Conformance to regulations
activities with whatever the ¢ Feedback on effectiveness of
groups are promoting regulations

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
of Economics @ RANKINGS
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The G-QCD-M model

Growth

Results

Contribution

Work Excellency

Q.C.D. Improvement

Develop People and Organization

Competent and Qualified Personnel, Excellent Leadership

MOTIVATION

CULTURE

\\

of Economics
& Management

Unhversidade de Lisboa

Lisbon School Adapted from: Kaizen Institute, 2017
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The G-QCD-M model
il
11

Growth (sustainable results)

=

Quality (comply with requirements)

Cost (efficiency and produtivity)

Delivery (speed, service, flexibility)

=

Morale (empowered, commited and motivated people) i t 2 A
- KA

- ?
Llf sbon School 1
of Economics
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The G-QCD-M model |

Current Situation/Reasons for Action

Reduction in sales/m? (Slump in Sales)

Change in Consumption channels (online sales)
Increase in knowledge of clients (Internet)
Increase in product technological dynamics
(Progress)

Need to motivate employees

Field/Level of Management

Store Operations

I Adapted from: Kaizen Institute, 2017

Lisbon Schoo

of Economics @ RANKINGS @ MEMBER
& Management _

Universidade de Lisbaa FT = Master in Finance

— / —
@ Q= @ EFMD PRME nsos m-:-g

Flll«l! MG s of

| Ranking 2020

example

Objectives G: Growth

Increase Sales
Improve Margin

Increase Productivity

Q.C.D.M. Objectives

Q: Improve Quality Expectation (Complaint Rate)
Q: Improve After-Sales Service and the Client
Experience in General

A: Increase Productivity
A: Increase Sales Efficiency

D: Reduce Lead Time
D: Increase % of Clients Expected within the Level of
Service

M: Increase Motivation
M: Improve the Incentive System
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Five performance objectives

Low price,
high margin,
or both

Short delivery

lead time
ngh total
/ productivity
Fast
throughput
Internal effects of

the five performance
/ objectives\

Error-free
processes

On-specification
products/services

External effects of the five performance objectives

Reliable
processes

Ability to
change

Dependable
delivery

DEPENDABILITY

Frequent new
products/services

Wide product/service range

Volume and
delivery adjusments

==
Gy 4 oD PRME Rz
3 ki iy AT

. | Ranking 2020

Lisbon Schoo

of Economics # RANKINGS # MEMBER

& Management _ -

Universidade de Lisboa FT = Master in Finance : & 'g e
%, 8 Dpes

| Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Performance measures at the three levels

Social (People) Economic (Profit) Environmental (Planet)
For example ... For example ... For example ...
Employee satisfaction Return on CO, emissions
Health and safety invested capital Packaging waste
Community Share price Water usage
programmes Profitable Biodiversity
Gender balance growth
Risk and Capital Service and Efficiency Capability for
resilience utilisation revenue and cost innovation
For example ... For example ... \ / For example ...
Strategic Service Return on assets Revenue from
level interruptions Capacity For example ... new offerings
Business utilisation Profitability Pipeline of
continuity Welfare per unit innovative
response of expenditure offerings
Quality Speed Dependability Flexibility Cost
For example ... For example ... For example ... For example ... For example ...
Operational Defects per unit Customer query Mean time Time to market Transaction costs
lovel Customer time between failures Product range Labour productivity
complaints Order lead time Lateness Customisation Machine efficiency
Scrap level Throughput time complaints Variance against
Warranty costs budget

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations Improving the
H i i rocesses, a
innovation supply chain er')oducts i management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Lisbon School
of Economics

Strategic contribution of operations

Operations build the capabilities
that enable future innovation

A

Opportunities for process

learning and improvement ,
Lower risk of Less capital
operations ﬁ reguwed to ‘
failure Q Less failure Higher utilisation Q provide capacity
reduced errors, of operations
capacity

better resilience

Operations’ strategic

contribution
O g Enhanced

High efficiency, service for
less waste customers

Lower operating |:> Higher profits <:| Higher revenue

costs

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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The four perspectives on operations strategy

Top-down
perspective

Reflect what the whole
group or business

wants to do

Inside-out perspective Outside-in perspective

Translate intended

Develop resources

and processes so that
their capabilities can
be exploited in their
chosen markets

Operations
strategy

market position so as to
provide the required
objectives for
operations decisions

Learn from day-to-day
activities so as to
cumulatively build

strategic capabilities

Bottom-up perspective

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Alighement of operations strategy with business
strategy (‘fop-down’)

e N

Business strategy

.

Correspondence between
business and operations strategy

i) [(vnerg ) (oot | (e ) [ 7w ) [oew

< Coherence across functional strategies >
J J ‘ J J J \

Correspondence between operations
strategy and operations decisions

\4

Product/service Operations Process Supply chain Capacity
innovation structure and design management management ... etc.
scope
< Coherence within operations strategy >
J U J \ J J J \
(. _J
Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
Lisbon School
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The business model and the operating model

e ™

The business model

Business strategy

i i The operatin
The business Functional strategies mgdel g
model l determines
sets the overall [ [ [ N how the
ob‘jjéjcr’lc?\?esse f?)r:c’:he Marketing | | Operations Finance Technology business model
will be achieved
sl e strategy strategy strategy strategy
Operational Operational Operational Operational
marketing operations finance technology

The operating model

People skills

S o
and capabilities? Responsibilities?

Performance Business
measures? processes?

Systems and
technology?

Resources?

o /

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Strategy deployment | X-Matrix of Hoshin Kanri

Step 1 : WHAT
Breakthrough Thinking

Step 2 . HOW FAR
Annual Breakthroughs

Step 3 1 HOW
Identify Key Driver
Processes

Step 4 . HOW MUCHAMHEN
Determine Metrics & Targets

All items are
listed in priority
order starting
from the center

and Deploy

L What
(long-term
objectives)

Transfer to X Matrix

T T 1T 1T 1

Dots show
linkage from
target back to
breakthrough

es
Secondary responsibility

mary responsibility
Owner

Step 5 . WHO
Identify Key Owners &
Milestones

Adapted from Kaizen Institute, 2017

Lisben School
of Economics
& Management

Universidade ce Lisboa

# RANKINGS

uuuuu

# MEMBER

FT | MasterinFinance /S5% /. ——
e | Ranking 2020 [\& “‘" @EFMD PRME omiatn

ST Rt B GRL

=N
sc:cmrﬂl A3ES (chs PN Managemel'l: q\!é

The whole picture of your company on one sheet of paper

¥ ACCREDITATIONS AND PARTNERSHIPS

' ‘.
. ACCREDITED

Institute
and Faculty
of Actuarios

EDTIED CFA Institute

hu:n

53



Strategy deployment | X-Matrix of Hoshin Kanri

@ | | |Creste and Exmcute Division Manuiactuning Seategy _P AP _P{)C'O'C“){}
@ || rpiementation of Talent Mangement Process withn all TASC Sites ® cs O O ®
@ | | [Crezte andExcune Commercal Stanegy and Technalogy Rosdmap o0 AP ¢ o
—;. Lean Enterprise Implementation across all sites (Focus on Flow) .?__ cs € o
I. .l Implementation of Full SIOP Process L] cs € Olil
@|@)| 5o Recucion & cs LA LECECY

Top Level improvement Priorities

* v
& @ é
g 8 $
& £ 5
£ e -

. -

s | |3 & & |§
§ 3 § -|S =S
| |3 | |zl |-18|2|8|%
# e [E|8|5(5]|3|2|8|3
a _— G 858N>~853
g | Annual Objectves Target To Improve s 5gaa‘c’§yz§
& o o |z|=|2|2|&8|8|8]3
2 |.|8 = |25z R]=|2)28]E
& o gIR|<|2]| & $
§SO gsogoggga
) ﬂg 2 ;"’L; agﬂ
b g A} Ngsfgg:g
IHHI HHHEEEMEAE:
- 8|lw gs|2lglB|l&|2o]|g]=
a - | s EI2|2| 2B -
- °| & »2lw € 2 s
© = g|® z|E|~|5|¢&
AL HEHEHHEHRARE

| 2 -]
2EHE i HEHHHEEEE
@ |®/®|~che-covEaTDA TASC |
® |®|@®|cow saies 0 200w ko’

evel:
©® (@@~ ch==>80% EBITDA Cash Conversion

Penod: 01

Status: Published on 18/0272011 04:24:00

Source: https://tcmuklimited.co.uk/strategy-deployment-example/
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Strategy deployment | X-Matrix of Hoshin Kanri

TOP LEWEL - CompanyiGroup

Dsrar Biinoss Brvbom Offcn - ooy Degloyen 908 [ 7111101 |
""" ] SECOND LEVEL - PlantBusiness

e fnsicia Al iy L e nke ke S O ———

EESSSSEEERSaSSsEEEEs catchball

S ROOT CALSE LEVEL -Sub PlantDept
FHE I i ey B

FOINT OF IMPACT - ACTIOMN PLAM

EngineerSupy
I Pty Doyt A Pl

CASCADE AS MANY TIMES AS NECESSARY TO THE ROOT CALSE LEVEL

Adapted from Kaizen Institute, 2017
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The ‘bottom-up’ perspective of operations

strategy

Operations strategy

}

Emergent sense of what the
strategy should be

L
AANN

A1 NN
VLN
> A AN =

Operational experience

New ‘fast service’
division established

}

Offers option of faster service
at premium price

L
AANN

A1 NN
PILIA
> A AAXX

~

Surplus capacity allows fast service

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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The “top-down’ and ‘bottom-up’ perspectives
on operations strategy

Top-down
Strategic intention

/

Operations-based capabilities
can be exploited strategically

/

Day-to-day experience can
be built into operations-
based capability

\

Operations processes
can capture day-to-day
experience

A

Strategy needs to be
implemented

\

Implementation involves
aligning day-to-day operations
activities with strategy

/

Day-to-day operations
should be run to reflect
strategic intention

\

Bottom-up
Operational day-to-day
experience

Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations Improving the
H i i rocesses, a
innovation supply chain er')oducts i management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Product/service lifecycle

[} Growth in

= market :

= Maturity of

3 _ level off e

(g I_ntroductlon becomes

into market saturated
Customers Innovators Early adopters Bulk of market Laggards
Competitors | Few/none Increasing Stable numbers Declining
numbers numbers

Likely order Product/service Availability Low price Low price
winners specification Dependable supply
Likely Quality Price Range Dependable
qualifiers Range Range Quality supply
Dominant Flexibility Speed Cost Cost
operations Quality Dependability Dependability
performance Quality
objectives _I.
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The S-shaped curve of innovation

A |dea approaches A
its natural limits
) O]
Q -
] 4]
- E Progressive
£ =l 0O = intrgduction
® | introduction siiizlelas S
o further of new
/ development innovative
overcome ideas
> >
Time Time
(a) The basic S-shaped improvement in performance  (b) Innovation following multiple S-shaped curves

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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The product and service design innovation

activity as a process

Transformed resources, e.g.

e Technical information
e Market information

¢ Time information

* Design ideas

Inputs

Transforming resources, e.g.

¢ Test and design equipment

¢ Design and technical staff

¢ | ead user (customer) feedback
e Supplier advice

* Collaborators

Designs produced to
appropriate standards of ...

The product/service * Quality
design innovation Outputs *Speed
process ¢ Dependability
¢ Flexibility
¢ Cost

e Sustainability
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& Management
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Ranking 2020

I@ & Ll

RARKING

i &~
VD PRME mmss £

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education

¥ ACCREDITATIONS AND PARTNERSHIPS
L§

o e
et (@) m" bR aER,':L

v

A=y, AzSOCITIOY S "y
Il aacss QATER VT (Qrics BY IR

=i

CFA Institute
Uriveraiy Affilstion

Institute
and Faculty
of Actuarios

61



The stages of product/service innovation

Large number of possible options
with low level of certainty
regarding the final offering
Single (or few) possible
\ option(s), but high level of
certainty regarding the final
offering
.. i Prototypin
Concept | Concept : Preliminary : Eva:::’t'on : an d?ilsal 9
generation screening design . .
improvement design
ng cost of
\ﬂC"eaS change®
Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Operations management lifecycle (4D’'s model)

Operations
management

Direct

Steering
operations

and processes

Operations
strategy

Operations
performance

Structure and

Product and

Design Develop

service scope of Shaping Operations T
i i i rocesses, .
Innovation supply chain pfoducts nd management operation’s
capabilities

services

Deliver
Planning and
controlling
ongoing
operations

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Supply network for a plastic homeware and a

shpping mall

Second-tier First-tier First-tier Second-tier
suppliers suppliers customers customers
Chemical

ke
company |~~~
\§ Plastic | 7 Wholesaler t\
stockist [~ - % \\

Paper and ] Plastic S Retailer
cardboard T homeware
supplier ~~\ manufacturer |_| \

Packaging ///" ~ N
| sueier [ — N ..
Ink T —~l, etailer
supplier [4—" —

Recruitment |e+——~] Security -
agency services \\

Cleaning . _ )
materials < Cleaning |« > Shop;::lmg 4" T Retailers ~ Ratal
supplier SENEEE ma customers

Equipment | «t+——| Maintenance //
supplier services [

—> Flow of service
—> Flow of information

Lisbon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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Supply chain for a food retail enterprise

Historical data of demand, seasonality, trends,

Receive and
check

Merchandise prepared by
store on shipping lanes

Load truck

orders, customer segmentation, etc.

65

Unload truck on

Surplus products in the

Replenish products warehouse
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What determines the structure and scope of
supply?

The structure and
scope of supply

The structure of The scope of the
the operation’s operation’s supply
supply network network
Configuration of CEIEEI) Ol ezl s Extent of vertical Extent of
supply network supply network . . .
supply network . . integration outsourcing
operations operations

Lishon School Adapted from Slack, N. et al. (2022). Operations Management (10th ed.), Pearson Higher Education
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