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Guidelines for Preparing Sessions
10A3H (1) 13:20~18:30 (7 hF I THES04%(=)

1. SCM®DHEHEF

(1) FAMZHELeSCHR

DMS®1, 2, 9%

Magretta, The Power of Virtual Integration: An Interview with Dell Computer’s Michael Dell,
Harvard Business Review.

MBI, Y774 Fx2—r « v XV A b BREFIROIZOZ GEIR) . #F K
SRR E S, 2006

KA, SCMOBIHER LG E, BV R A « 4 %A b, FHIEFELS

2. Fut RO IR
RECTES AL ET,

3. H—ERAOM

(1) RN HELe STk

Bitran and Lojo, A Framework for Analyzing Service Operations

(2) 77— A D434 : Benihana of Tokyo

4 I A

1. Compare the operating figures of a typical restaurant with those of Benihana based on the
following factors: food and beverage costs, payroll, and rent. What do you think enables
Benihana to be more competitive than the typical restaurant? For example, what are the
reasons for lower food cost at Benihana than at a typical restaurant?

2. What is the Benihana’s “service concept”?

3. Analyze the production system at Benihana. Based on your analysis, explain the design
choices that facilitate the serving of a meal in less than an hour.



104108 (1) 13:20~18:30 (74T I 7AES04% =)

4, Fut RGN

(1) FRMTHELe SCHR

Matsuo, Teaching Note on Process Analysis.

(2) 7r—A®453#7 . Donner Company (Group Write-up Case)

el R

1. Make sure that the description on inventory turn in page 2 of “Process Analysis”
corresponds to Exhibits 1a and 1b (to be handed out). This will be reviewed in class.

2.  What is the annual cost of inventory?

3. What are the annual costs of reworking and scrapping?

4. What is the utilization rate of each operation in Exhibit 2. Assume that 160 hours were
available in the September. Which operations in Exhibit 2 is the bottleneck?

5. Think what Exhibit 4 reveals.

6. What specific actions should Mr. Plummer take to solve these problems?

5. Service Quality
(1) FRTTHTeSCHR
Heskett et al., Putting the Service-Profit Chain to Work, Harvard Business Review

6. TEEZ T & Supply ChainDaR &t

(1) FRICHETe 3k

DMS®3, 8

(2) 7 —AD5Hr : DMSO8EDHHB| : b =2—L > b+ /Ny —FR

45 i A

M1 AR & — B X ORI R XA,

M2 EFE, Padh, T A F = — 2 ORHBIID,

w3 AEEE P AOMBEOMRE LB~ L, £ 25 X



104178 (1) 13:20~18:30 (74T X TAES04% =)

7. Business Process Reengineering

(1) FAMZHELeSCHR

Hammer, Reengineering Work: Don't Automate, Obliterate, Harvard Business Review

(2) 77— A®D43HT : Manzana Insurance - Frutvale Branch (Abridged)

4 I A

1. Does Manzana have adequate capacity to process the demand for requests? If, yes, why are

the turnaround times averaging 5-6 days when the standard processing times are in hours? In
Exhibit 3, the TAT is calculated for instance as follows. In RUNs/Distribution, 0.25=1.0
hour/4 persons, and 32.0=0.25x128.1. The total throughput time for Distribution is
(32.0+80.9+17.0+118.8)/(7.5 hours x 60minutes/hour)=0.6.

2. How important are policy renewals to Manzana's future? How is the demand for RERUNS

different from that of all other requests?

3. Recommend a process redesign that will compete with the one working day turnaround

guarantee offered by Golden Gate. Support with appropriate analysis.

8. WETW L A E

(1) FHMTHELeSCHR

Fisher, Hammond, Obermeyer, and Raman, “Making Supply Meet Demand in an Uncertain
World,” HBR, May-June, 1994.

Cohen, Ho, and Matsuo, “Operations Planning in the Presence of Innovation Diffusion
Dynamics,” Chapter 10 in New Innovative Diffusion Models, edited by V. Mahajan and J.
Wind. 2000.

(2) 7r—A®43#7 : Sports Obermeyer, Ltd.

H HI A

1. Using the sample data given in Exhibit 10, make a recommendation for how many units of

each style Wally Obermeyer should order during the initial phase of production. Assume
that all ten styles in the sample problem are made in Hong Kong, and that Obermeyer’s
initial production commitment must be at least 10,000 units.

2. What operational changes would you recommend to Wally to improve performance?

3. How should Obermeyer management think (both short-term and long-term) about sourcing

in Hong Kong versus China?

9. HRMEHITRE

(1) A HETe STk

DMS®4, 5, 6%

McMillan, T340 % » b0 —2 ZAL#T %, Chapter 13 (T « BREHERR, %5 Wb 0
7— LB, AR, 1995) |

(2) 7r—ADLHT : DMSDAED S| - U 5 (A)

el R

B NTDF 1 25 AMERORE & LT A REORAN 2 JERIZ /2120y JITDS

R 77 hORFTE T AT L,

WAT2 D NTDT 0 7T ADETEAY FTHPNTED K 5 Ak & W& 4 U S5 7,

XL JFIRNEAT 7,

B3 AN FOREEL LT ANTDT 20T 5% ESRI D00, REE I EZ DD,



10A248 (1) 13:20~18:30 (74T X 7AE504%0=K)

10.  U— B REREK

(1) FRMTHELe SCHR

Haskett, Sasser, Jr., and Hart, Developing a Vision of Business and Focusing and Positioning the

Service.

(2) 77— A D447 : Shouldice Hospital Limited

45 I A

1. How successful is the Shouldice hospital? Compare its cost of delivering services to that of its
competitor's. How do you explain this cost differential?

2. What are the reasons for huge patient backlog in the system? What short term and long term
measures would you recommend to reduce the patient backlog in the system. Support your
analysis.

3. How would you implement the changes you propose?

11. ARV —v g VEBEE

(1) FRTTHTeSCHR

Hill, Order-winners and Qualifiers, Manufacturing Strategy: Text and Cases.

Hayes and Upton, Operations-based Strategy.

(2) 77— AD43HT : Whistler Corporation (A)

4 HI A

1. What has been Whistler’s traditional approach to manufacturing?

2. What are the implications of each manufacturing option with regard to cost, quality, the
company’s ability to introduce new products, and responsiveness to market demand?

3. What risk is associated with each of these options?

4. What problem is Charles Stott likely to face in the next five years and how should operations
be configured to deal with them?

12. SCM& EVRRAY AT A

(1) AT Hede STk

MARIESC, SCMIZET 5 v AT AOBEBHIE A, v A7 MG, Vol. 52, No. 6,
200-206, 2008
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13. 774 —F— LR - Hh—E R
(1) FRTTHTeSCHR
Cohen, Agrawal, and Agrawal, Winning in the Aftermarket

(2) 7/ —AD437HT : IBM After-Sales Service

45 I A

1. What is your evaluation of the current structure and operation of IBM’s after-sales service
organization? What is your evaluation of the programs that have been implemented by Steve
Ward?

2. Evaluate the proposals outlined by Steve Ward at the end of the case. Which should be
implemented, how, and why?

3. What are the key success factors for IBM’s after-sales service organization? What are the
key levers IBM management has available to provide superior customer service?

14, SAHARAEZwAB—Tar
(1) FANZFede STk
B.J. Pine Il, Chapter 8 of Mass Customization, Harvard Business School Press, 1993.

(2) 7~— A ®D43H7 : National Bicycle Industrial Co.

45 I A

4. Describe the benefits and concerns in implementing the POS production system proposed in
the case. Discuss whether National Bicycle Industrial’s introduction of the POS production
system will be successful.

5. Compare the costs of producing and delivering a bicycle to a customer using the POS
production system as compared to the conventional mass production system. Assume that
National Bicycle Industrial sells a bicycle to a hansha for ¥70,000, and then provide a
detailed cost analysis.

6. How long should the order response time be that National Bicycle Industrial should quote
for customers?  Give an analysis from both customer-side and supply-side perspectives.

7. What else should National Bicycle Industrial do in a short term? And, what National Bicycle
Industrial should do in a long term?

15. Za—H% Y —EZFEDSCM

(1) FEATICHETe SUER

Takeda and Matsuo, ECR: a ‘fresh’ look from Japan, ECR Journal, Vol. 2, No. 2, Winter, 2002.

Matsuo and Ogawa, Innovating Innovation: the Case of 7-11 Japan, International Commerce
Review: ECR Journal, Vol. 7, No. 2, 104-114

BADFr—ZAVLAR— FDRHBIE (1LH30H)
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Course Schedule

Date # Topics Assignment and Case

10A3H (%) 13:20~18:30 (75 I 7 HES04#(=X)

1. SCMODHEHH I~ DMS 1, 2, 9%
2. Tut R oMo HE TR
3. P —EAZA0M Benihana

10A10H(£) 13:20~18:30 (7T I THE504% =)

4. Tuak RGN Donner Company (Group Write-up)
5.  Service Quality s

6. {EEEEH L SCOME DMS3, 8%, ta—L k- /Sy h—F
10A17H (L) 13:20~18:30 (745 X THE504%=)

7. Business Process Reengineering Manzana Insurance

8. FRELTH| & A pERTE Sport Obermyer, DMS 7%

9. HREEAVFEHE DMS4, 5, 6%, \VU Z
10A24H (1) 13:20~18:30 (75 I 7 HES04%(=X)

10. ¥ — & A ERHg Shouldice Hospital

11. AR — g UHREE Whistler Corporation

12. SCME EV R AV AT A DMS 10,11 %

10H31H(+)  13:20~18:30 (AEE306L 74T I 7 HES04H=R)

13. 774 —k—/L R« P —EX IBM
14, R« DRI AB—v a3 National Bicycle
15. 7 m—H% U —FEFEDSM e

18308 BAD r—R L F— NEHER
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Operations Management

Recommended Books

M. Amram and N. Kulatilaka, Real Options: Managing Strategic Investment in an Uncertain
World, Harvard Business School Press, 1999.

R. Anupindi, S. Chopra, S.D. Deshmukh, J.A. Van Mieghem, and E. Zemel, Managing Business

Process Flows, Prentice-Hall, Inc., 1999.

C.A. Bartlett and S, Ghoshal, Managing Across Boarders, Harvard Business School Press, 1998.

J. Blackburn, ed., Time-Based Competition: The Next Battleground in American Manufacturing,
Richard D. Irwin, 1991.

E.S. Buffa, Meeting the Competitive Challenge: Manufacturing Strategy for U.S. Companies,
Irwin, 1984.

Cagan and Vogel, Creating Breakthrough Products, Prentice Hall, 2002.

J. Carlzon, Moments of Truth, HarperCollins Publisher, 1989

R.B. Chase and N.J. Aquilano, Production and Operations Management, Irwin, 1995

S. Chopra and Meindl, Supply Chain Management, Prentice-Hall, Inc., 2001.

K.B. Clark and T. Fujimoto, Product Development Performance: Strategy, Organization, and
Management in the World Auto Industry, Harvard Business School Press, 1991.

S.S. Cohen and J. Zysman, Why Manufacturing Matters: The Myths of the Post-Industrial
Society, Basic Books, 1987.

P.B. Crosby, Quality is Free, McGraw-Hill, 1979.

T. H. Davenport, Process Innovation: Reengineering Work Through Information Technology,
Harvard Business School Press, 1993.

A.G. de Kok and S.C. Graves, Supply Chain Management: Design, Coordination and Operation,
Elsvier, 2003.

W.E. Deming, Out of Crisis, Massachusetts Institute of Technology, Center for Advanced
Engineering Study, 1986.

The Ernest & Young Guide to Total Cost Management, John Wiley & Sons, 1992.

Fine, C. H., Clock Speed, Perseus Books, 1998.
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J.A. Fitzsimmons and M.J. Fitzsimmons, Service Management for Competitive Advantage,
McGraw-Hill, Inc., 1994.

M.T. Flaherty, Global Operations Management, McGraw-Hill, Inc., 1996.

T. Fujimoto, The Evolution of a Manufacturing System at Toyota, Oxford University Press,
1999.

J. L. Gattorna, Gower Handbook of Supply Chain Management, Gawer Publishing, 2003.

D.A. Garvin, Managing Quality, The Free Press, 1988.

P. Ghemawat, Strategy and the Business Landscape, Addison-Wesley, 1999.
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North-Holland, 1993.

R.W. Hall, Zero Inventories, Dow Jones-Irwin, 1983

M. Hammer and J. Champy, Reengineering the Corporation: A Manifesto for Business
Revolution, Harper Business, 1993.

R.L. Harmon and L.D. Peterson, Reinventing the Factory, The Free Press, 1990.

H.J. Harrington, Business Process Improvement, McGraw-Hill, 1991.

A. Harrison and R. van Hoek, Logistics Management and Strategy, Prentice Hall, 2002.

A.C. Hax and N.S. Majluf, The Strategy Concept and Process, Prentice Hall, 1991.

R.H. Hayes and S.C. Wheelwright, Restoring Our Competitive Edge, John Wiley & Sons, 1984.

R.H. Hayes, S.C. Wheelwright, and K.B. Clark, Dynamic Manufacturing, The Free Press, 1988.

J.L. Heskett, W.E. Sasser and C.W.L. Hart, Service Breakthroughs, The Free Press, 1990.

T. Hill, Manufacturing Strategy: Text and Cases, Palgrave, 2000.

W.J. Hopp and M.L. Spearman, Factory Physics, McGraw-Hill, 2001.

M. Imai, Kaizen, Random House,1986.

K. Ishikawa, What is Total Quality Control? - the Japanese Way, Prentice Hall, 1985.
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J.M. Juran, Juran on Planning for Quality, The Free Press, 1988.

H.J. Johansson et al., Business Process Reengineering, John Wiley & Sons, 1993.
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R. Schonberger, World Class Manufacturing, The Free Press, 1986.
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