_Highly qualified individuals - not
4 interchangeable”

Managing Processes & Systems & Projects

Design
oy . ~ldiosyncratic client service - PSF has
Process pos:tlomng (5) @ expertise not available to the client

Patrick Galig /HB41 / Henley Business School

@ Subjective quality assessment

Customer participation e.g. Architecture, Law, Accounting

Issue "quality” before consumption Simultaneity

issue of demand "peaks”
/
services can't be stored Perishability
difficult to measure Intangibility

o Visibility

Heterogeneity Fitzsimmons & Fitzsimmons

manufacture

Service

Service processes
supply

transportation

Safety

Ethical issues  \ Aspects of job design
Work life balance /

Job enlargement

Job enrichement

3 Job design

Job rotation Repetitive work and commitment

Empowerment

How to division labour? Division of labour

Team-working

Principle = Job design in high-volume,
low variety processes are relatively
closely defined with little decision making
discretion and needing action to help
commitment when compared with those
in low-volume, high variety processes

Help to "Transform” materials,
information, customers

Principle = Process technology in high-
volume, low variety processes is relatively
automated, large-scale and closely
coupled when compared with that in low-
volume, high variety processes

High volume --> high automation

Low volume --> low automation

depends on volume -> high volume Automation

tech nology is high scalable but really
need high volume to be "cheap”

3 dimensions

PSF - Professional services firm

Process positioning
Slack et al Chapter 4 (2009)

N

Eza Process technolosx

depends on volume --> low volume \ Scale / Scalability ’///7

technology is not scalable but flexible /

and doesn't need high volume

Link together 2 systems

\ Coupling / Connectivity
More useful in for low variety and high volume

=

KIBS - Knowledge Intensive

Management consulting, R&D,
Advertising agencies

Business Services

Volume

First to consideD<
Variety

Manufacturing process types

High € Variety Low
Low Volume ~————» High

Product process matrix

natural diagonal

\ leaving the diagonal will lead to excess cost

Low volume - high variety
Cope with irregular flow

1) Process Layout

High volume - low variety
Cope with smooth regular flow

Fixed position layout
People move to the resource e.g. Heart

surgery

Functional layout
similar activities grouped, activity to activity
e.d. supermarket

Cell layout

preselected before entering e.g. computer
manufacture

Product layout
entirely for the convenience of the
transformed resource e.g assembly station
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‘Manufacturing process type Potential layout

Jobbing Functional layout
Cell layout
Celllayout
Product layout

Potential layout

‘Service process type

Functional layout

Service shop Cell layout
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