Job Sequencing in Call Centres

1. Introduction

In order to achieve its end goals, an organisation makes use of its varied resources through various compartments to offer a service or a product to meet its customers’ needs. These compartments can be categorised based on their functions and one of the core functions of an organisation is the operations function. All the activities relating to resource allocation, production and delivery of goods and services are managed by this function.

The consumers requirements creates a demand in the market which the marketing and sales department of the organisation wants to fulfil they relate this demand to the operations department and the operations department looks at the companies resources and its practices and determines how within its limitations it can accommodate the demands of the market. The reconciliation of the market requirement and the resources of the organisation are done through the processes of planning and control. (Slack et al, 2007)

The planning and control process itself, which has been regarded as two separate processes with little or no interrelationship by many managements who fail to realise that both as interwoven with the one being necessary due to the existence of the other and for their combined success*; is divided into various overlapping activities which include scheduling, loading, sequencing, monitoring and control (see fig 1). These activities help categorise the operations required to convert the input to the required final output within the expected timelines. (Slack et al (2007), *Accel-Team (2008))






Fig 1. Planning and control activities (Slack et all 2007)

Scheduling is the process of determining the order in which work is to be done; loading is the process of determining the amount of work, based on capacity, which a job centre will perform, monitoring and control which oversee the production processes ensuring nothing is wasted.

This report will attempt to showcase one of the core activities of planning and control which seeks to answer the question of ‘when’ to carry out what activity within the production requirement, the process of sequencing; and then examine its application in the service industry.

Tutor’s comments:

The author ‘dives’ into the work by paraphrasing the text without contextualising any of the discussion.  The author is discussing the organisation of interest but does not specifically state this – for example, the third paragraph (the second paragraph is not clearly delineated) is actually discussing an issue with the organisation – but nowhere is this stated.

The net result is a confusing a descriptive discussion on some aspects of planning, control and scheduling and whilst it makes some attempt at describing each of these, there is no discussion on the strong relationship between these three areas, nor any serious discussion on their value within the organisation, nor even of the issues of their clear lack of existence within the organisation.  

There is clear evidence of haste, and lack of proof reading.
The importance of the Supply Chain and in particular Purchasing to Kruger Tissue Limited

1.0 Introduction

This report will highlight the growing importance and value of the supply chain and in particular purchasing to Kruger Tissue Limited [KTL].Effective supply chain management contributes to the commercial development and profitability of any organisation. Bozarth and Handfield [2006] suggest that supply chain management is the ongoing management of supply chain activities and relationships with a view to maximising customer value and achieving a sustainable competitive advantage. So to be competitive in the future all manufacturing organisations must lower sourcing costs and deliver their products faster to their customers. KTL’s supply chain involves various links such as end user customers, distributors, manufacturers and suppliers and it should become the key to the UK businesses future success.

One of the earliest companies to embrace the value of the supply chain was Wal Mart in the United States.

“What Wal Mart was doing in the late 1980’s and early 1990’s was nothing short of revolutionary”. [Bozarth and Handfield 2006, Pg 8]

The key to Wal Mart’s success was to succeed through superior purchasing and distribution two key areas to KTL and to successful supply chain management in general. 

The main objective of this report is:

· To discuss supply chain management and purchasing and evaluate the current business model at KTL in relation to these key areas.

The report will also:

· Analyse the growing impact of globalisation on supply chain and purchasing decisions.

· Discuss how supply chain and purchasing within KTL will be driven by environmental and ethical issues.

· Conclude by proposing an alternate business model for KTL that will allow KTL to remain competitive in the future.

Tutor’s Comments: 

The introduction is clear however, whilst discussing the importance of the supply chain it makes the error of assuming that the reader actually knows what a supply chain is, so whilst there are quotes about supply chain users and developers there is nowhere an initial and necessarily brief discussion on what supply chain management is.

The objective of the report is stated as a main objective. However, none of these are clearly explained nor is there any serious discussion on why this objective is thought of as important, nor why and how the subsidiary objectives are thought of as important.

It would not take much work to relate the objectives and to therefore create a more cohesive opening discussion.  Referencing is satisfactory.  There is the concern that the author may well have chosen too broad a discussion base within the set objectives, failure to achieve all of the objectives described within the word limit would obviously count against the whole work.  

Applications of theories of quality management and tools for quality improvement to the anti-social behaviour management service of a Registered Social Landlord

1 - Introduction
Connect Housing is an RSL that provides housing and housing management services to over 3,000 households across West Yorkshire.  The majority of services are paid for from rental income and customers do not usually pay again to access a particular service.

The Anti-social behaviour management service is one of those housing management services.  Staffed by three Housing Officers and one Senior, it receives and manages reports of ASB from customers and anyone else living, working in or visiting the areas in which Connect operates.  The ASB service is not open to competition (people cannot choose to use the service of another RSL), though customers may choose not to use it at all or to use an agency like the Police for certain cases.  The service deals with around 300 new reports each year, ranging from noise nuisance to incidents of violence, drug dealing etc.

Though service standards are in place (appendix one), these focus on:

· definitions of types of ASB

· Connect’s approach to the management of ASB

· the speed with which the association should respond to certain categories of report.

The standards include limited information that would enable a customer to assess service quality.  Though levels of satisfaction are measured, Connect has not asked customers what is important to them in the service and does not benchmark it against other organisations.  Service improvement is ad-hoc and unfocussed.

This paper outlines how certain theories about quality management and particular tools for quality improvement apply to the ASB service and discusses reasons why application of some aspects of theory may be difficult.  It also makes recommendations about how service quality may be defined and measured in future and about new approaches to service improvement.

Tutor’s Comments:

The work starts with a description of the organisation and makes three statements none of which are clear to any reader not familiar with the organisation.

The second paragraph, first sentence is not clear – one of what housing services?  The author is not able to distance themselves from the discussion and the described organisation and makes the large and erroneous assumption that the reader knows what is being talked about.  The reader in this case invariably does not.

As an introduction, this is confusing, full of assumptions and explains nothing. 

Communications in Operations Management

INTRODUCTION

Communications are an integral part of any organisation.  Landar and Landar note the importance of direct communications to frontline staff (1996) as does Johnson and Frohman for middle management (1989) with a call for more horizontal communications amongst teams.  This is nothing new, Massie notes the importance of developing communications on a horizontal level to cope with increasing complexities in organisations as they increase in size (1960).

Yet despite being integral, Rodriquez et al note that communications is not considered a means of directly improving performance, it is only through co-operation that this is achieved (2008).  Yet within Operations Management, it is cited as a key cause of failures, such as the Challenger disaster (Perry 2004) and the delays on the production of the A380 (Kundnani 2006).

Within the field of Operations Management, there is no established framework by which communications can be identified and optimised.  Communications has not been fully explored within Operations Management and has not received much coverage, with publications such as the Journal of Operations Management publishing some articles that bring indirect attention to the subject (2005-2008).  Within other disciplines such as Marketing and Corporate Communications, measuring communications receives considerable attention (Argenti 2006).  However, if operations are suffering failures due to poor communications, this subject deserves greater attention.

OBJECTIVES

Therefore, this assignment is focussed on determining and assessing the importance of communications as a deterministic factor in successful operations management.

This will include reviewing where failures have been attributed to breakdown in communications in two very different sectors:  the Space Shuttle programme (Vaughan 1990, Perry 2004) and the hospitality industry (Dutta et al 2007, Lewis and McCann 2004) to discover any similarities or common factors for consideration.

This is followed by an assessment of communications within Quality Management and Supply Chain Management (Carr and Kaynak 2007, Paulraj et al 2007, Zhou and Benton Jr 2007, Goffin et al 2005) to see if these developed practices can be applied within operations.

Finally, this will conclude with comments on areas that deserve future research and development including consideration of the concept of integration of communications being developed within Operations Management.

Tutor’s Comments:

The work starts with a discussion that is comprehensive, the author has obviously researched the issue and quotes and references correctly.  The first paragraph neatly and succinctly sets the subject area for discussion.

The second paragraph opens up the reasons for the paper.  If the first paragraph discusses the value and importance of communication the second paragraph goes on to discuss the implications of failure.  

The third paragraph develops the theme set by the first two and shows direct comparison between a further functional area, that of marketing.

At this stage I have the impression that research as a whole has been well carried out and that the author has spent some time ordering thoughts and structure so as to provide a coherent discussion.

Having set the scene, there then follows a clear set of objectives.  Note that no real comment can be made about objectives until the whole work has been read – have the objectives been kept - is obviously one of the major criteria for the marker.  The objectives detail the work that follows, in effect they state what is going to be discussed and in what area.  Thus there is an expectation set within the reader that discussion will follow the content of this section.
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