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SecTION ONE

STRATEGY, PRODUCTS. AND CAPACITY

1 INTRODUCTION
Introduction
What is Operations and Supply Chain Management?
Distinguishing Operations versus Supply Chain Processes

Categorizing Operations and Supply Chain Processes
Differences Between Services and Goods

The Goods-Services Continuum
Product-Service Bundling
Careersin Operations and Supply Chain Management
Chief Operating Officer
Historical Development of Operations and Supply Chain Management
Current Issues in Operations and Supply Chain Management
Efficiency, Effectiveness, and Value
How Does Wall Sreet Evaluate Efficiency?
Concept Connections
Discussion Questions
Objective Questions
Analytics Exercise: Comparing Companies Using Wall Street Efficiency Measures (LO1-4)

Practice Exam

Selected Bibliography
Footnotes

2 STRATEGY
A Sustainable Operations and Supply Chain Strategy
Wheat is Operations and Supply Chain Strategy?
Competitive Dimensions
The Notion of Trade-Offs
Order Winners and Order Qualifiers. The Marketing—Operations Link
Strategies Are Implemented Using Operations and Supply Chain Activities—lkea' s Strateqy
Assessing the Risk Associated with Operations and Supply Chain Strategies
Risk Management Framework
Productivity Measurement
Concept Connections
Solved Problem
Discussion Questions
Objective Questions
Case: Operations Strategy of Zara
Practice Exam

Selected Bibliograph
Footnotes

3 DESIGN OF PRODUCTSAND SERVICES
Product Design
Product Development Process
Product Design Criteria
Designing for the Customer
Value Analysis/Value Engineering
Designing Products for Manufacture and Assembly
Designing Service Products
Economic Analysis of Product Development Projects
Build a Base-Case Financial Model
Sensitivity Analysis to Understand Project Trade-Offs
M easuring Product Development Performance

Concept Connections
Solved Problem
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Discussion Questions
Objective Questions

Case: Ikea: Design and Pricing
Case: Posten AB

Practice Exam
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4 PrROJECT MANAGEMENT
Wheat is Project Management?
Organizing the Project Team
Pure Project
Functional Project
Matrix Project
Organizing Project Tasks
Network-Planning Models
Critical Path Method (CPM)
CPM with Three Activity Time Estimates
Time—Cost Models and Project Crashing
Managing Projects
Earned Value Management (EVM)
Project Management |nformation Systems
Concept Connections
Solved Problems
Discussion Questions
Objective Questions
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Practice Exam
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5 StraTEGIC CAPACITY MANAGEMENT
Capacity Management in Operations and Supply Chain Management
Capacity Utilization
Economies and Diseconomies of Scale
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MANUFACTURING AND SERVICE PROCESSES
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Operations and supply chain management (OSCM) is a key element in the improvement in

productivity in business around the world. Establishing a competitive advantage through
operations requires an understanding of how the operations and supply chain functions contribute
to productivity growth. However, our intent in this book is to do more than just show you what
companies are doing to create a competitive advantage in the marketplace, by conveying to you a
set of skillsand tools that you can actually apply.

Hot topics in business today that relate to operations and supply chain management are
sustainability, lean supply chains, and improving the efficiency of supply chain processes. These
topics are studied in the book with up-to-date, high-level managerial material to clarify the “big
picture” of what these topics are and why they are so important to business today.

A significant new feature of this book is the organization of each chapter by concise learning
objectives. Each objective relates to a block of knowledge that should be studied as a unit. The
objectives are carried through the end-of-chapter material that includes Concept Connections,
Discussion Questions, Objective Questions, and a Practice Exam. The material is organized to
ease understanding of each topic.

Success in OSCM requires a data-driven view of a firm’s business. Every chapter in the book
has analytic content that ties decisions to relevant data. Mathematical models are used to structure
the data for making decisions. Given the facts that are supported by data, success in OSCM
requires using a strategy that is consistent with the operations-related priorities of a firm.
Different approaches can often be used, and usually trade-offs related to cost-and-flexibility-

related criteria exist. Strategies are implemented through processes that define exactly how things
are done. Processes are executed over and over again as the firm conducts business, so they must
be designed to operate efficiently to minimize cost while meeting quality related standards. To
emphasize this relationship between analytics, strategy, and process we use special icons in the
margin to point out each type of material. Great managers are anaytic in their approach to
decision making, understand and select the appropriate strategy, and then execute the strategy
through great processes. We devel op this pattern throughout the topics in this book.

The redlity of global customers, global suppliers, and global supply chains has made the global
firm recognize the importance of being both lean and green to ensure competitiveness.
Applications that range from high-tech manufacturing to high-touch service are used in the
balanced treatment of the traditional topics of the field. Success for companies today requires
successfully managing the entire supply flow, from the sources of the firm, through the value-

added process of the firm, and on to the customers of the firm.

Each chapter includes information about how operations and supply chain—related problems are
solved. There are concise treatments of the many decisions that need to be made in designing,
planning, and managing the operations of a business. Many spreadsheets are available from the
book website to help clarify how these problems are quickly solved. We have indicated those
spreadsheets with an Excel icon in the margin.

OSCM should appeal to individuals who want to be directly involved in making products or
providing services. The entry-level operations speciaist is the person who determines how best to
design, supply, and run the processes. Senior operations managers are responsible for setting the
strategic direction of the company from an operations and supply chain standpoint, deciding what
technologies should be used and where facilities should be located, and managing the facilities
that make the products or provide the services. OSCM is an interesting mix of managing people
and applying sophisticated technology. The goal is to efficiently create wealth by supplying
quality goods and services.

Features to aid in your understanding of the material include the following:

» Solved problems at the end of chapters to serve as models that can be reviewed prior to
attempting problems.



» Key terms highlighted in the chapter with their definitions in the margin.

» Objective questions at the end of chapters that cover each concept and problem. These are
organized by the chapter learning objectives.

» Practice exam questions at the end of each chapter. These are special questions designed to
require a deeper understanding of the material in the chapter. They are similar to the type of
short-answer questions that might be given on atest.

» Answersto selected problemsin Appendix D.

» The book website, which includes PowerPoint slide outlines of each chapter, Excel
spreadsheets for the solved problems and other examples, practice quizzes, ScreenCam
tutorials, Internet links, and video segments that illustrate the application of operations
concepts in companies such as Xerox, Zappos.com, Six Flags, Caterpillar, Burton
Snowboards, Honda, Disney, Ford, and many others.

* OSCM at Work boxes provide short overviews of how |eading-edge companies are
applying OSCM concepts today.

Our aim isto cover the latest and the most important issues facing OSCM managers as well as
basic tools and techniques. We supply many examples of leading-edge companies and practices.
We have done our best to make the book interesting reading and give you a competitive
advantage in your career.

We hope you enjoy it.

PLAN OF THE BOOK

This book is about methods to effectively produce and distribute the goods and services sold by a
company. To develop a better understanding of the field, this book is organized into five major
sections: Strategy, Products and Capacity; Manufacturing and Service Processes; Supply Chain
Processes, Supply and Demand Planning and Control; and Special Topics. In the following
paragraphs, we quickly describe the major topics in the book.

Strategy and sustainability are important and recurring topics in the book. Any company must
have a comprehensive business plan that is supported by a marketing strategy, operations strategy,
and financial strategy. It is essential for a company to ensure that the three strategies support each
other. Strategy is covered from a high-level view in Chapter 2 (Strategy); and more details that
relate to economies of scale and learning are covered in Chapters 5 and 6.

The lifeline of the company is a steady stream of innovative products that are offered to the
marketplace at the lowest cost possible. Design of Products and Services (Chapter 3) includes a
view of how products are designed in the context of having to actually produce and distribute the
product over its life cycle. The chapter includes material on how to manage and analyze the
economic impact of a stream of products that are developed over time. Projects (Chapter 4) are
used to implement change in a firm be it a change in strategy, a new product introduction, or a
New process.

The second section of the book, titled Manufacturing and Service Processes, focuses on the
design of internal processes. Chapters 7 and 9 cover the unique characteristics of production and
service processes. Important technical material that relates to design activities is covered in
Chapters 8 (Facility Layout) and 10 (Waiting Line Analysis and Simulation).

Chapter 11, Process Design and Analysis, is a nuts-and-bolts chapter on process flow charting
and static process analysis using some easily understood real-life examples.

An essential element of process design is quality. Six Sigma Quality is the topic of Chapter 12.
Here we cover total quality management concepts, Six Sigma tools, and 1SO 9000 and 14000.
Technical details covering al the statistical aspects of quality are in Chapter 13 (Statistical
Quality Contral).

The third section of the book, titled Supply Chain Processes, expands our focus to the entire
distribution system from the sourcing of material and other resources to the distribution of

products and services. We discuss the concepts behind lean manufacturing and just-in-time
processes in Chapter 14. These are ideas used by companies throughout the world and are key
drivers for efficient and quick-responding supply systems. Many different transformation
processes are needed to put together a supply chain. There are critical decisions such as: Where
should we locate our facility? What equipment should we buy or lease? Should we outsource



work or do it in-house? These are the topics of Chapters 15 and 16 that relate to sourcing,
procurement, location of facilities, and distribution. All of these decisions have a direct financial
impact on the firm.

Section Four, titled Supply and Demand Planning and Control, covers the techniques required
to actually run the system. This is at the heart of OSCM. The basic building blocks are
Forecasting (Chapter 18), Sales and Operations Planning (Chapter 19), Inventory Management
(Chapter 20), Material Requirements Planning (Chapter 21), and Workcenter Scheduling (Chapter
22). These daily processes are often partially automated with computer information systems.
Coverage of Enterprise Resource Planning Systems is the topic of Chapter 17.

In the final section of the book titled Special Topics we show how the concepts in the book are
applied to special business situations. Here we have selected two types of businesses, Health Care
(Chapter 24) and Operations Consulting (Chapter 25). We know that many of you may be
interested in working for hospitals and similar specialized care facilities, a growing segment of
the world economy. In addition, we know that many of those interested in OSCM are also
interested in consulting as a profession.

Making fact-based decisions is what OSCM is all about, so this book features extensive
coverage of decision-making approaches and tools. One useful way to categorize decisions is by
the length of the planning horizon, or the period of time that the decision maker must consider.
For example, building a new plant would be a long-term decision that a firm would need to be
happy with for 10 to 15 years into the future. At the other extreme, a decision about how much
inventory for a particular item should be ordered for tomorrow typically has a much shorter
planning horizon of a few months or, in many cases, only a few days. Such short-term decisions
are usually automated using computer programs. In the intermediate term are decisions that a
company needs to live with for only 3 to 12 months. Often these decisions correspond to yearly
model changes and seasonal business cycles.

As you can see from this discussion, this material is all interrelated. A company’s strategy
dictates how operations are designed. The design of the operation dictates how it needs to be
managed. Finally, because businesses are constantly being presented with new opportunities
through new markets, products, and technologies, a business needs to be very good at managing
change.
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University of Massachusetts, Lowell; Jian Li, Northeastern Illinois University; Marie Matta,
George Washington University; Patrick McDonald, University of Arizona; Frank Montabon, lowa
Sate University; Alysse Morton, University of Utah, Salt Lake City; Nagesh Murthy, University
of Oregon; Roy Nersesian, Monmouth University; Joao Neves, College of New Jersey; Buchi
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Finaly, | want to thank my past co-authors Dick Chase and Nick Aquilano for giving me the
opportunity to work with them on their book for the past 16 years. | had the opportunity to work
with Nick Aquilano on two editions of the book and with Dick Chase on the past six editions.
Both Nick and Dick have now retired from writing the book, but they are still engaged in many
creative activities. They have been an inspiration to me and wonderful colleagues. Enjoy your
retirement, you both deserve it.
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NOTE TO INSTRUCTORS

DISCUSSION OF FOURTEENTH EDITION REVISIONS

The revisions to the fourteenth edition have been driven by two major objectives. First, each
chapter is now organized around a short set of learning objectives. These learning objectives
define the major sections of each chapter. A complete set of Discussion Questions together
with new Objective Questions, which include concepts and problems, are now included. The
many new questions added to each chapter are all available for use in Connect®, the
automated assignment grading system available to adopters of the book.

The second objective is the increased focus on supply chain analytics. Supply chain
analytics involve the analysis of data to better solve business problems. We recognize that
thisis not really a new concept since data has always been used to solve business problems.
But what is new is the reality that there is so much more data now available for decision
making.

In the past, most analysis involved the generation of standard and ad hoc reports that
summarized the current state of the firm. Software allowed query and “drill down” analysis
to the level of the individual transaction, useful features for understanding what happened in
the past. Decision making was typically left to the decision maker based on judgment or
simply being alert to rules. The new “analytics’ movement takes this to a new level using
statistical analysis, forecasting to extrapolate what to expect in the future, and even
optimization, possibly in real time, to support decisions.

In this new edition, our goal is to recapture this spirit of using integrated analytic and
strategic criteriain making operations and supply chain decisions. We have done this in two
major ways. First, we have reorganized the material in the book by integrating the strategic
and analytic material. Next, we have written a series of eleven Analytics Exercises that are
spread through the chapters. Eight of the eleven exercises are totally new in this edition.

These new Analytics Exercises use settings that are modern and familiar to students taking
the course. They include Starbucks, cell phones, notebook computers, Taco Bell Restaurant,
Toyota, a retail website-based company, and industrial products that are sourced from
China/Taiwan and sold globally. The book has been reorganized into five major sections:
Strategy, Products, and Capacity; Manufacturing and Service Processes, Supply Chain
Processes; Supply and Demand Planning and Control; and Special Topics. Our strategy isto
weave analytics into the managerial material so that students see the important role of data
analysis in making operations and supply chain management decisions.

In the first section, Strategy, Products, and Capacity, our chapters cover Strategy, the
Design of Products and Services, Project Management, Strategic Capacity Management, and
Learning Curves. The key themes of operations strategy, product design to support the
strategy, and strategic capacity are a good foundation for learning about operations and
supply chain management. Since most strategic plans are implemented using projects, we
include this topic in the first section as well. In the project management chapter, we
introduce a good amount of material on product design through examples and exercises,
emphasizing the strategic importance of these projects to the success of the firm.

The second section, Manufacturing and Service Processes, gets into the nuts and bolts of
operations management. The section introduces the ways that manufacturing and service
systems are organized and includes new Analytics Exercises for assembly line design and
queuing. The Six Sigma and Statistical Quality Control chapters cover topics that would be
appropriate for a green-belt program and include good coverage of the popular value-stream
mapping technique.

The third section, Supply Chain Processes, discusses processes that source material for
internal operations and then distribute products to the customers. The analytic models
involved with location/transportation are included here. The topics are tied together in the
Lean Supply Chain chapter, which now stresses the cost versus disruption risk trade-offs that
areinvolved in such tactics as single sourcing and just-in-time inventory.



The fourth section, Supply and Demand Planning and Control, covers the techniques that
are typically implemented in Enterprise Resource Planning Systems. These include
Forecasting, Sales and Operations Planning, Inventory Management, Material Requirements
Planning, and Workcenter Scheduling. We aso include a chapter on the Theory of
Constraints, a set of thought-provoking concepts.

Finally, the fifth section titled Special Topics covers two industries where operations and
supply chain management concepts are being applied with great success. The first is Health
Care, with the majority of our material on hospital and special care facilities. We also discuss
Operations Consulting since thisis an area where many of our students find jobs.

The following are alist of the major revisionsin selected chapters:

» Chapter 1 Introduction to operations and supply chain management—Here our focus on
integrating analyticsis introduced in the opening section. We have moved and expanded the
material on how Wall Street measures efficiency, which was in the strategy chapter, to this
chapter. The materia has been expanded to show the leveraging impact of areduction in the
cost of raw material on profit and return on investment. An interesting Analytics Exercise
where students must compare similar companies relative to their efficiency is now included
in the chapter. We have made a number of other changes to better explain the history of the
topic and its tie to employment opportunities.

» Chapter 2 Strategy—We have written a new introduction that shows how many companies
are expanding their focus beyond just making a profit. We include more examples and better
explanations of order winning and qualifying criteriato help students better understand these
important concepts. A new section on assessing the risk associated with operations and
supply chain strategies now includes material on categorizing risk and a risk management
process.

» Chapter 4 Project Management—T he vignette has been changed and describes how a
Chinese construction company builds 30-story hotelsin only 15 days. We have written a new
Analytics Exercise that is much better than the old one. The theme is still cell phone design,
but the tasks and the design of theinitial network are much easier to understand. There are a
series of changes in the project and students are asked to assess the impact of these changes.
The last change involves a compl ete flipping of the project in which vendors are selected at
the beginning of the project and work directly with project teamsto its completion (much
like Apple designs the iPhone).

» Chapter 5 Strategic Capacity Management—A new and much clearer summary of
strategic capacity planning has been added to the chapter.

» Chapters 7 and 8 Manufacturing Processes and Facility Layout—The “positioning
inventory in the supply chain” (decoupling point) exhibit has been changed to make it easier
to understand, and the explanation of assembly line balancing has been revised. Many new
problems have been added to these chapters, and a completely revised Analytics Exerciseis
included that involves the design of a notebook computer assembly line.

» Chapters9 and 10 Service Processes and Waiting Line Analysis and Simulation—A new
Analytics Exercise has been added to the Waiting Line chapter. The scenario isa Taco Bell
drive-thru where the students are asked to analyze the system using queuing models. The
problem is set up in ageneral way, and students should be able to see how these models can
be applied to many real-world settings. The chapter now includes concise coverage of simple
simulations that can be developed with spreadsheets. The Simulation appendix that was
included in the last edition has been removed. Many new problems have been added to the
chapter.

» Chapters 12 and 13 Six Sigma Quality and Statistical Quality Control—Information on
| SO standards are updated to include 1SO 26000, which offers guidance on socially
responsible behavior. An all new Analytics Exercise replaces the Hank Kolb Case and
relates to the issues that Toyota has dealt with in its recent recalls. The first part deals with
managerial issues and processes that Toyota has changed in reaction to the problem, and the
second is a capability analysis for a part in the accelerator pedal mechanism used in cars.

» Chapter 14 Lean Supply Chains—The opening vignette is new and shows how
dramatically inventories have been reduced by companies over the past 20 years. The
vignette also describes how this reduction makes companies vulnerable to disruptionsin the
supply chains. We have revised the material on using lean concepts to explain how the



differences in uncertainty and variability are much more difficult to control in the services
field than they are in manufacturing. The value-stream mapping material has been
streamlined alittle. An example of a“freeze window” has been included in the “Lean
Production Schedules” section.

» Chapter |5 Logistics, Distribution, and Transportation—A new opening vignette that
describes the logistics operations of agloba cement company has been added. The vignette
highlights the impact of logistics on the goals the company has related to sustainability. The
use of regression for locating facilities has been revised to make the example more
understandable. A new Analytics Exercise has been added that involves the location of U.S.
distribution centers for an industrial supplier.

» Chapter 16 Global Sourcing and Procurement—T he opening vignette is new and is about
the cost of batteries for electric cars. Some additional material has been added to the “ Total
Cost of Ownership” section that discusses other factors that may need to be considered
including exchange rates, risk of doing businessin a particular region of the world, and other
factors. A new Analytics Exercise centered on Global Sourcing Decisionsisincluded in the
chapter. The case involves shipping goods from suppliersin Chinaand Taiwan to a
distribution center in the United States. Costs related to the shipping of large and small
containers of items, running consolidation centers, and packing efficiency are considered in
the case. This exercise and the one used in Chapter 15 are related.

» Chapter 17 Enterprise Resource Planning Systems—This chapter has been totally
rewritten and it is now less centered on SAP and includes material on “cloud” technologies.
» Chapter 18 Forecasting—We have a new opening vignette on Starbucks, which istied to a

new Analytics Exercise at the end of the chapter. The material isfresh and relates to the
significant forecasting challenges a growing company like Starbucks has. Based on feedback
from reviewers, the material has been reorganized, starting with ssimpler time series analysis,
progressing to linear regression, decomposition of time series, and, finaly, error
measurement. We have put much work into improving the explanations of the modelsin the
chapter and have added a new solved problem.

» Chapter 19 Sales and Operations Planning—T he Bradford Manufacturing Case has been
updated to an Analytics Exercise.

» Chapter 20 Inventory Management—A new Analytics Exercisetitled “I nventory
Management at Bigl0Sweaters.com” was added that discusses a new startup company that
sells custom sweaters on awebsite. Decisions related to purchasing the sweaters from an
overseas supplier need to be made prior to the start of football season. Ten new problems
were also added to the chapter.

» Chapter 21 Materials Requirements Planning—A new opening vignette that shows the bill
of materials for the iPad was added to this chapter. Thisincludes data on the cost of the
various items needed to build the iPad. The material was resequenced by moving “Where
MRP Can Be Used” ahead of “Master Production Scheduling.” This gives a better flow
where “Master Production Scheduling” immediately precedes the start of the MRP logic
material. Some changes were made to the exhibits to make them easier to understand. A new
solved problem was also added to the chapter. Brunswick Motors was converted to an
Analytics Exercise.

» Chapters 22 and 23 Workcenter Scheduling and Theory of Constraints—We have updated
these chapters to the new Learning Objectives format and have added three new solved
problems together with many new Discussion and Objective Questions.

» Chapters 24 and 25 Health Care and Operations Consulting—We have included a new
opening vignette that covers Health Care optimization to the former and have added many
new Discussion and Objective Questions to both chapters.

F. Robert Jacobs
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: Succeed

'1 / McGraw-Hill Connect® Operations Management is an online assignment and
assessment solution that connects students with the tools and resources they’ll need to
achieve success. McGraw-Hill Connect® Operations Management hel ps prepare students for
their future by enabling faster learning, more efficient studying, and higher retention of
knowledge.

McGraw-Hill Connect® Operations Management Featur es
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PERATION « Connect® Operations Management offers a number of
powerful tools and features to make managing assignments easier, so faculty can spend more
time teaching. With Connect Operations Management, students can engage with their
coursework anytime and anywhere, making the learning process more accessible and
efficient. Connect® Operations Management offers you the features described below.

Simple Assignment M anagement

With Connect® Operations Management, creating assignments is easier than ever, so you
can spend more time teaching and less time managing. The assignment management function
enables you to:

» Create and deliver assignments easily with selectable end-of -chapter questions and test
bank items.

» Streamline lesson planning, student progress reporting, and assignment grading to make
classroom management more efficient than ever.

» Go paperless with the eBook and online submission and grading of student assignments.

Smart Grading

When it comes to studying, time is precious. Connect® Operations Management helps
students learn more efficiently by providing feedback and practice material when they need
it, where they need it. When it comes to teaching, your time is also precious. The grading
function enables you to:

» Have assignments scored automatically, giving students immediate feedback on their work
and side-by-side comparisons with correct answers.

» Access and review each response; manually change grades or leave comments for students
to review.

» Reinforce classroom concepts with practice tests and instant quizzes.

Instructor Library

The Connect® Operations Management Instructor Library is your repository for additional
resources to improve student engagement in and out of class. You can select and use any
asset that enhances your lecture.

Student Study Center

The Connect® Operations Management Student Study Center is the place for students to
access additional resources. The Student Study Center:

» Offers students quick access to lectures, practice materials, eBooks, and more.
* Providesinstant practice material and study questions, easily accessible on the go.

Diagnostic and Adaptive L ear ning of Concepts: LearnSmart

Students want to make the best use of their study time. The LearnSmart adaptive self-study
technology within Connect® Operations Management provides students with a seamless
combination of practice, assessment, and remediation for every concept in the textbook.
LearnSmart’s intelligent software adapts to every student response and automatically



delivers concepts that will advance the student’ s understanding, while reducing time devoted
to the concepts aready mastered. The result for every student is the fastest path to mastery of
the chapter concepts. LearnSmart:

» Appliesanintelligent concept engine to identify the relationships between concepts and to
serve new concepts to each student only when he or sheisready.

» Adapts automatically to each student, so students spend less time on the topics they
understand and practice more on those they have yet to master.

» Provides continual reinforcement and remediation, but gives only as much guidance as
students need.

* Integrates diagnostics as part of the learning experience.

» Enables you to assess which concepts students have efficiently learned on their own, thus
freeing class time for more applications and discussion.

Student Progress Tracking

Connect® Operations Management keeps instructors informed about how each student,
section, and class is performing, allowing for more productive use of lecture and office
hours. The progress-tracking function enables you to:

» View scored work immediately and track individual or group performance with
assignment and grade reports.

» Accessaninstant view of student or class performance relative to learning objectives.

» Collect data and generate reports required by many accreditation organizations, such as
AACSB and AICPA.

L ecture Capture

Increase the attention paid to lecture discussion by decreasing the attention paid to note
taking. For an additional charge Lecture Capture offers new ways for students to focus on
the in-class discussion, knowing they can revisit important topics later. Lecture Capture
enables you to:

» Record and distribute your lecture with aclick of a button.

» Record and index PowerPoint presentations and anything shown on your computer so it is
easily searchable, frame by frame.

» Offer accessto lectures anytime and anywhere by computer, iPod, or mobile device.

* Increase intent listening and class participation by easing students' concerns about note
taking. Lecture Capture will make it more likely you will see students' faces, not the tops of
their heads.

McGraw-Hill Connect® Plus Operations Management

2 connect

ATIONS MANS « McGraw-Hill reinvents the textbook learning experience for
the modern student W|th Connect® Plus Operations Management. A seamless integration of
an eBook and Connect® Operations Management, Connect® Plus Operations Management
provides all of the Connect Operations Management features plus the following:

* Anintegrated eBook, allowing for anytime, anywhere access to the textbook.

» Dynamic links between the problems or questions you assign to your students and the
location in the eBook where that problem or question is covered.

» A powerful search function to pinpoint and connect key concepts in a snap.

In short, Connect® Operations Management offers you and your students powerful tools and
features that will optimize your time and energies, enabling you to focus on course content,
teaching, and student learning. Connect® Operations Management also offers a wealth of
content resources for both instructors and students. This state-of-the-art, thoroughly tested
system supports you in preparing students for the world that awaits.

For more information about Connect, go to www.mcar awhillconnect.com, or contact your



http://www.mcgrawhillconnect.com/

local McGraw-Hill sales representative.

COURSESMART

CourseSmart
' CourseSmart is a new way to find and buy eTextbooks. At
CourseSmart you can save up to 50 percent of the cost of your print textbook, reduce your
impact on the environment, and gain access to powerful web tools for learning. Try a free
chapter to seeif it’sright for you. Visit www.CourseSmart.com and search by title, author,
or ISBN.

TEGRITY CAMPUS: LECTURES 24/7

POcoritycompus .
Tegrity Campus is a service that makes class time available

24/7 by automatically capturing every lecture in a searchable format for studentsto review as
they study and complete assignments. With a simple one-click start-and-stop process, you
capture all computer screens and corresponding audio. Students can replay any part of any
class with easy-to-use browser-based viewing on a PC or Mac.

Educators know that the more students can see, hear, and experience class resources, the
better they learn. In fact, studies prove it. With Tegrity Campus, students quickly recall key
moments by using Tegrity Campus's unique search feature. This helps students efficiently
find what they need, when they need it, across an entire semester of class recordings. Help
turn all your students study time into learning moments, immediately supported by your
lecture

To learn more about Tegrity watich a 2-minute Flash demo at
http://tegritycampus.mhhe.com.

ASSURANCE OF LEARNING READY

Many educational institutions today are focused on the notion of assurance of learning, an
important element of some accreditation standards. Operations and Supply Chain
Management is designed specifically to support your assurance of learning initiatives with a
simple, yet powerful solution.
Each test bank question for Operations and Supply Chain Management maps to a specific
chapter learning objective listed in the text. Y ou can use our test bank software, EZ Test and
EZ Test Onling, or Connect® Operations Management to easily query for learning
objectives that will directly relate to the learning objectives for your course. You can then
use the reporting features of EZ Test to aggregate student resultsin asimilar fashion, making
the collection and presentation of assurance of learning data simple and easy.

McGRAW-HILL CUSTOMER CARE CONTACT
INFORMATION

At McGraw-Hill, we understand that getting the most from new technology can be
challenging. That's why our services don’t stop after you purchase our products. Y ou can e-
mail our Product Specialists 24 hours a day to get product-training online. Or you can search
our knowledge bank of Frequently Asked Questions on our support website. For Customer
Support e-mail helpme@mcgraw-hill.com, or visit www.mcaraw-hill.co.uk. One of our
Technical Support Analystswill be able to assist you in atimely fashion.
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