BUSI 1110 Notes
CHAPTER 10 – Operations Management, Productivity, and QualityWhat is operations management, productivity, and quality, and why are they important to businesses in Canada?

Business Case 10 – Product Quality Problems


	Questions & Terms

LO 1	What is the meaning of the term production (or operations) and what four types of utility does it provide? 


[bookmark: _GoBack]
service operations


goods production


utility


operations (or production) management


	Answers & Definitions	










	Review
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	Questions & Terms

LO 2	What characteristics distinguish service operations from goods production and what are the main differences in the service focus? 























	Answers & Definitions	










	Review
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	Questions & Terms

LO 3	What are two types of operations processes? 












Operations processes



high-contact system


low-contact system


analytic process


synthetic process


	Answers & Definitions	










	Review
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	Questions & Terms

LO 4	Which factors are involved in operations planning and operations control? 

capacity

process/product layout

fixed-position layout

flexible manufacturing system

soft manufacturing 

master operations schedule

Gantt chart

Pert  chart

Operations control 

Materials management
JIT production

Quality control

Materials/manufacturing planning

	Answers & Definitions	










	Review
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	Questions & Terms

LO 5	How is productivity connected with quality?   


















quality 


labour productivity



	Answers & Definitions	










	Review
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	Questions & Terms

LO 6	What is total quality management and what nine tools can companies use to achieve it?


total quality management

performance quality

quality reliability 

quality ownership

competitive product analysis

value-added analysis

statistical process control methods

control chart

quality/cost studies

benchmarking

business process re-engineering

	Answers & Definitions	










	Review
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	Questions & Terms

LO 7	How does a supply-chain strategy differ from traditional strategies for coordinating operations among businesses? 














supply chain


supply chain management



	Answers & Definitions	










	Review










