GLOSSARY OF KEY TERMS USED IN THE TEXT

· Achieved quality – how good the delivered product is, defined by how delivered it meets specifications and satisfies customers

· Action plan – gives a timetable for implementing the operations strategy

· Activation – translation of higher ideas and decisions into operational activities 

· Agility – flexible operations that can deal efficiently with changing conditions
· Analyses for operations – give information about the internal operations

· Analyses of the environment – give information about the external environment

· Appraisal cost – costs of monitoring operations to make sure that the designed quality is actually achieved

· Attractiveness – the extent to which an industry or market to can lead to an organisation’s success

· Automation – has operations done by equipment without people taking part (compared with manual and mechanised operations) 
· Balanced scorecard – analysis that gives a broad view of operations performance

· Batch process – makes a few kinds of products in medium sized batches 

· Benchmarking – analysis of the best operations in an industry, looking for ideas to adopt and adapt

· Bottleneck – the resource or activity that limits the capacity of a process.
· Bottom-up – where the strategy emerges from the activities of junior managers and passes upwards through the organisation

· Bottom-up design – where an operations strategy emerges from the actions of lower managers

· Business environment – complex set of external factors that affect an organisation

· Business process re-engineering – the fundamental redesign of a process to give dramatic improvements performance
· Business strategy – strategy for a distinct strategic business unit

· Capability – operations that an organisation does – or can do – particularly well 

· Capacity – of process is the maximum amount of a product that it can make in a given time.
· Capacity management – is responsible for all aspects of operations’ capacity. 
· Capacity planning – aims at finding a long-term match between available process capacity and demand for products
· Capacity requirements planning – standard approach to planning capacity
· Change – the inevitable alteration of conditions over time  

· Choice of strategy – choosing the best of the set of feasible strategies considered

· Closed-loop MRP – adds feedback to basic MRP system

· Competencies – operations that an organisation does particularly well

· Competition – appears when different organisations supply similar products to the same market sector

· Competitive advantage – features that make customers prefer one supplier over its competitors

· Competitive features – product features that customers value and which operations can focus on 
· Concurrent development – reduces the time for product development by running stages in parallel rather than series

· Continuous improvement – introduction of a continuing stream of ideas for improving quality and operations in general

· Continuous process – makes one product in a continuous stream

· Control – adjusting the strategy to correct any problems

· Control system – monitors the performance of operations and adjustments the strategy to improve its performance
· Core capability – key operations that an organisation does particularly well 

· Core functions – marketing, operations and finance which exist in every organisation

· Corporate strategy – strategy for a whole diversified corporation 

· Corporation – an umbrella organisation for diversified SBUs

· Culture – values, norms, beliefs and assumptions that influence the way that people think and behave.  

· Customer relationship management  – collects and analyses information about customers

· Demand – the total amount of a product that customers want 

· Demand management –adjusts the demand for a product to match the available capacity of the process
· Dependent demand – where there are relationships between individual demands for materials 
· Designed capacity – the theoretical limit on output that can be achieved under ideal conditions
· Designed quality –  the quality that a product is designed to have, defined in its specifications 

· Distinctive capability – core operations that an organisation so well that they give a competitive advantage
· Economic order quantity – order size that minimises inventory costs

· Economic system – mechanism for controlling (among other things) the supply and demand of products

· Effective capacity – the maximum realistic output under normal conditions
· Effectiveness – shows how well an organisation sets and achieves its goals.
· Efficiency – shows how well the available resources are used 
· Efficient consumer response – extends JIT to other organisations in the supply chain

· Emerging strategy – strategy that develops from experience rather than proactive design

· Enterprise resource planning (ERP) – extends MRP to other organisations in the supply chain

· Entry barrier – hurdles and costs to an organisation of entering a market 

· Entry strategy – point in a product life cycle when operations begin to make a product 

· Environment – the external setting in which an organisation works

· Environmental scan – collects all relevant information about an operations environment

· e-procurement – a range of methods for automated purchasing 
· Exit barrier – hurdles and costs to an organisation of leaving a market

· Exit strategy – point in a product life cycle when operations stop making a product
· Expected value – the product of the value of an event and the probability that it occurs

· External integration – integrating logistics along the supply chain

· External view – customers’ judgement of quality, largely showing how satisfied they are with a product 

· Facilities location – finds the best geographical location for operations

· Failure cost – costs of making products that are in some way defective

· Feasible set method – to compare alternative sites for facilities 

· Feasible strategies – strategies that achieve the aims, a relatively small number of which managers consider 

· Fishbone diagram – tool for identifying the cause of a problem

· Focus – concentration on one aspect of operations
· Forecasting – predicting aspects of prevailing conditions at some point in the future
· Functional strategy – strategy for a function within an strategic business unit
· Generic strategy – common strategy shared by many organisations 

· Goals – targets for performance expressed in general terms

· Human resources – the people side of an operations strategy

· Implementation – turning the aspirations and intents of strategies into positive actions

· Independent demand – the total demand for an item is made up of lots of separate demands that are not related to each other

· Industry – a group of organisations making similar or equivalent products 

· Industry analysis – analysis of actual and potential competitors as part of an environmental scan 

· Infinite set method – find the best site for facilities in principle

· Infrastructure – the organisational structure along with systems, human resources and culture to support it

· Innovation – doing new and original things rather than continuing with existing practices or adopting the practices of competitors 

· Inputs – all materials and resources used by operations

· Integration of the supply chain – treating the supply chain as a whole rather than separate activities 

· Internal integration – integrating logistics activities within an organisation

· Internal view – operations judgement of quality, largely defined as meeting specifications 

· ISO 9000 – International Standards Organisation standards for quality management

· Jobbing process – makes a variety of products in small batches

· Just-in-time – organises all activities to occur at exactly the time they are needed.  
· Kaizen – continuous improvement

· Key success factor – are the factors that customers really value and which an organisation must do well 

· Lean operations – aim at doing all operations with the minimum quantity of each resource
· Learning organisation – one that learns from past experience and applies the lessons to future activities

· Life cycle – standard pattern of demand over a product’s life

· Logistics – is responsible for the movement of materials into a process from suppliers, through operations, and then out of the process to customers.  
· Management – all the varied activities done by managers

· Management by objectives – mechanism for progressively moving objectives downwards through an organisation

· Management style – the way that managers approach decision making

· Managers – the people who make decisions and run their organisation
· Manufacturing resource planning (MRP II) – extends the MRP approach to all activities and resources within an organisation

· Marginal analysis – identify optimal production levels

· Marginal cost – cost of producing the last unit of a product

· Market – customers who buy a particular product

· Market analysis – analysis of actual and potential customers as part of the environmental scan

· Market research – collects the views from specific types of customer 

· Market view of operations strategy – emphasises the environment, and adjusts operations to match the market 
· Mass process – make large numbers of a standard product
· Material requirements planning (MRP) – uses the master schedule and other relevant information to plan the supply of materials.

· Materials – general term for all inputs delivered to the operations

· Materials management – is responsible for the flow of raw materials into and through operations

· Mission – statement of an organisation’s overall purpose and aims 

· Monitoring – function of the control system in keeping track of operations

· Motivation – means that people work hard to achieve an appropriate goal
· New product development – takes initial ideas for products and builds them into new products that are launched on the market 

· Objectives – more specific, preferably quantitative, targets
· Operational decisions – short-term decisions that have relatively minor consequences for specific activities

· Operations – activities that make a product 

· Operations audit – gives a detailed description of the operations used by an organisation

· Operations excellence – operations that are done very well, particualry better than competitors 

· Operations management – the management function responsible for all aspects of operations

· Operations managers – people who run the operations 

· Operations mission – statement of long-term aims and direction of operations

· Operations purpose – long-term aims described in an operations mission

· Operations strategy – all the long-term goals, plans, policies, culture, resources, decisions and actions that relate to operations
· Opportunities – conditions in the environment that can be exploited to give benefits

· Opportunity cost – the reduction in benefit from not buying certain resources
· Order-winning features –determine which product customers choose from a shortlist.  
· Organisation – a group of people contributing resources and working together to achieve a specific purpose
· Organisational strategy – shows what the organisations wants to achieve and how it will achieve it 

· Organisational structure – shows how an organisation is divided and the relationship between the parts

· Output – amount actually produced by a process
· Outputs – all product and by-products created by operations

· Outsourcing – passing non-core activities to another organisation 
· Partnership – another term for strategic alliance
· Performance – a measure of how good operations are 

· PEST analysis – examines environmental political, economic, social and technological factors

· Physical distribution – is responsible for the outward flow of finished goods

· Positioning – delivering products that precisely meet customer demands
· Prevention cost – costs of preventing defects from occurring

· Price elasticity of demand – is the percentage decrease in demand that comes from each percentage increase in price  

· Process – the combination of all operations used to make a product

· Process design – describes the details of a process 

· Process planning – is responsible for decisions about the process, particularly its strategic direction

· Process quality – how well the delivered product matches designed specifications

· Process technology – the level of technology – broadly manual, mechanised or automated – in a process

· Process-centred – has a strategy that emphasises the superior performance of the process 
· Procurement – is responsible for acquiring all the materials needed by operations

· Product – complete package of goods and services that an organisation passes to its customers
· Product design – describes the details of a product 

· Product life cycle – standard pattern of demand over a product’s life

· Product planning – is responsible for the design and introduction of new products, changes to existing products and withdrawal of old ones

· Project – makes a wide variety of unique products 

· Purchasing – the actual buying of materials 

· Purpose – the overall aim of an organisation

· Qualifying features – features that a product must have before customers consider it  
· Quality – the ability of a product to satisfy stakeholders – particularly customers and operations

· Quality at source – has people responsible for passing on work of perfect quality

· Quality circles – informal groups who meet regularly to discuss ways of improving their process and raising product quality
· Quality control – function that monitors process quality to make sure that designed quality is actually being achieved.  

· Quality function deployment – method of seeing how well the features in product designs meet customer requirements

· Quality management – is the management function responsible for all aspects of quality.

· Quick response – an alternative name for efficient customer response

· Re-engineering – business process re-engineering

· Resources audit – identifies the resources that an organisation already  has, or could have if needed
· Resources view of operations strategy – emphasises internal operations and developing excellent performance 
· Risk – uncertainty about future events measured by probability
· Risk management – procedures for dealing with the inevitable risk associated with an operations strategy 

· Scientific management – use of rational analyses to find the ‘best’ way of doing things

· Sector – a distinct part of a industry or market segment

· Segment – a distinct part of an industry or market

· Stakeholders – all the people and other organisations that have an interest in an organisation 

· Steps in design – details of the procedure for designing an operations strategy

· Stock – supplies of materials that are stored by operations until needed

· Strategic alliance – long-term, formal relationship between two organisations 

· Strategic business unit (SBU) – a distinct division of a larger corporation

· Strategic decisions – long-term decisions that have major consequences throughout the organisation

· Strategic fit – the match of an organisation’s aims and internal features to its environment

· Strategic management – the decisions and actions that lead to a strategy

· Strategic resources – resources that are particularly important to an organisation and have a strategic impact 
· Strategic stretch – where operations can adjust their environment, perhaps creating new markets 
· Strategy – shows what the organisations wants to achieve and how it will achieve it 

· Strategy design – setting the long-term aims and features of an organisation

· Strengths – things that operations do well

· Supply – the total amount of a product that is made

· Supply chain – the series of activities and organisations that materials move through on their journey from initial suppliers to final customers
· Supply chain management – an alternative name for logistics
· Supply management – adjusts the capacity of a process to match customer demand 
· Sustainable competitive advantage – superior performance that can persist over the long-term 

· SWOT analysis – gives a broad view of operations and their environment, describing their strengths, weaknesses, opportunities and threats

· Systems – process for delivering information, etc through the organisation and showing how it is used

· Tactical decisions – medium-term decisions that have consequences for parts of the organisation

· Threats – potentially adverse effects that may hinder the performance of operations

· Top-down design – where senior managers design a strategy and pass it downward through the organisation

· Total quality management – has the whole organisation working together to guarantee – and systematically improve – quality.  

· Transformed inputs – are changed during operations

· Transforming inputs – are not themselves changed during operations

· Transport – moves materials between different facilities in the supply chain  

· Trends in operations – general movements that affect the process

· Utilisation  – the proportion of designed capacity that is actually used
· Vertical integration – describes the amount of a supply chain that is owned by one organisation

· Vision – what an organisation would ideally like to achieve

· Weaknesses – things that operations do relatively badly
· Zero defects – guarantees perfect quality with no defects
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