
WHICH OF THE CHANGES BEING CONSIDERED BY THE MANAGER OF

QUALITY PARTS COMPANY ARE COUNTER TO THE LEA

Quality Parts Company Case Study By Group 1 1) Which of the changes being considered by the manager of Quality
Parts Company are counter to the lean.

Lean production is a philosophy and a way of working involving eliminating all forms of waste where waste is
defined as anything that does not add value in the production process and supply chain. Managers can use the
service concept to create organizational alignment and develop new services. Also, utilizing the labor and the
machine does not coincide with lean philosophy. Queuing is an analytic method for determining waiting time
when customers must wait in line to get service. The service manager should not break any of the links in
order to receive the results of high probability and growth. Many changes being considered by the manager are
counter to lean philosophy. As we can see in the process, step 1 has one of the highest operation time and
second to the highest when it comes to set up time. Therefore, adding a machine here will help improve the
production of the company. With high levels of customization and customer involvement, there are many
pathways and jumbled flows for service. Production-line approach[ edit ] McDonald's uses the production-line
approach to service In Levitt introduced the "production-line approach to service". With this, products were
clogged to machine department before reaching the assembly bench. Waste is anything that does not add value
to the process including waiting time in line, possibility of more self-service, customer hassle, and defects in
service. It starts with a high level of internal quality leading to employee satisfaction and productivity to
deliver superior external customer service leading to customer satisfaction, customer loyalty and finally high
revenues and profits. Low-contact services are performed away from the customer in what is often called "the
back room. A blueprint flowchart shows every step in the process and can be used to illustrate the process and
improve it. It provides a means for describing the service business from an operations point of view. ATM's
have replaced many traditional tellers and online banking provides even more self-service. In this way, QPC
can save more money and more time. Get Essay They could have implemented a strict quality control to
ensure the quality of the products being produced by the company. This can lead to difficulties in
standardizing the service or inefficiencies when the customer makes demands or expects unique services.
Service process matrices[ edit ] Many different service process matrices have been proposed for explaining the
relationship between service products that are selected and corresponding processes. Once the service package
is specified, operations is ready to make decisions concerning the process, quality, capacity, inventory, supply
chain and information systems. The service concept includes: Organizing Idea. Services that were previously
customer-routed have been moved down the diagonal to be more efficient and accepted by customers. In
capital intensive services the focus is more on technology and automation, while in people intensive services
the focus is more on managing service employees that deliver the service. It defines what the customer is
receiving and what the service organization is providing. Manufacturing provides tangible facilitating goods
needed to provide services; and services such as banking, accounting and information systems provide
important service inputs to manufacturing. An example of service-product bundle characteristics follows: [4]
pp18â€”19 Service Facility: Accessible by public transportation, sufficient parking, interior decorating,
architecture, facility layout and traffic flow Facilitating goods: sufficient inventory, quality and selection
Information: Is it accurate, up-to-date, timely, and useful to the customer and service providers Explicit
service: waiting time, training and appearance of personnel, and consistency Implicit service: Sense of
well-being, privacy and security, atmosphere, attitude of service providers. Service-profit chain[ edit ] Heskett,
Sasser and Schlensinger proposed the service-profit chain as a way to design service processes. This would
just be added as a non-value step in their process. Finance takes care of financial reporting, investments,
capitalization, and profitability. Factory workers should become their own inspectors that would personally be
responsible for the quality of their output. The dimensions are: Tangible: Cleanliness, appearance of facilities
and employees Reliability: Accurate, dependable and consistent services without errors Responsiveness:
Promptly assist customers in a timely manner Assurance: Conveying knowledge, trust and confidence
Empathy: Caring, approach-ability and relating to customers A debate about SERVQUAL has ensued about
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whether customer service should be measured in absolute terms or relative to expectations. The business
strategy defines what business the firm is in, for example, the Walt Disney Company defines its business
strategy "as making people happy. The length of the queue and waiting time can be calculated based on the
arrival rate, service rate, number of servers and type of lines. Which of the changes being considered by the
manager of Quality Parts Company are counter to the lean philosophy of the company? Following from the
business strategy is the service concept.


