
9 Chapter 1    Introduction to Managing Global Operations and Supply Chains

•• The operations management function must be dynamic to respond to continual changes in
customers’ demands, technology, competition, and resources.

Operations management is a multifaceted and complex field of study. Anyone pursuing a career 
in business, whether interested in marketing, finance, accounting, IT, or human resources, should 
have a thorough grounding in the fundamental concepts and challenges of managing operations. 
Decisions made in any functional areas have an impact on operations, and vice versa. This is how 
typical functions, or departments, interface with operations:10

•• Finance provides funding that allows a firm’s operations group to produce products and invest
in new production equipment.

•• Marketing gathers market intelligence and can provide the operations group with meaningful
ideas for product-improvement programs.

•• IT provides the operations group with technical information support.
•• Human resources (HR) provides the recruitment, hiring, and training of operations personnel

as well as health-and-safety compliance training and advice related to current environmental
and regulatory issues.

•• Research and development develops product and service ideas for the operations group to pursue.

Consider This 1.3
Service Operations in India
China is a giant in international trade and global supply chain manage-

ment (see Case Study 1.1). But it’s not the only developing country that 

is making great economic strides. Although India is not a major manu-

facturer, it is the world’s leading service provider. In the past 20 years, 

there has been a dramatic increase in the global sourcing of services. 

The global sourcing of services that initially began with routine office 

work such as accounting, claims processing, and computer program-

ming has expanded to include more advanced work in IT, call cen-

ters, financial analysis, brokerage firms, research and development, 

medical diagnosis, engineering, and architectural design. India has a 

large pool of highly skilled and technically trained workers, talented 

engineers, and scientists whose services are available at less than 

half the cost of similar workers in more developed countries. Many 

Indian companies such as Tata Consultancy Services (TCS, Mumbai, 

India), WIPRO Limited (Bangalore, India), Infosys Limited (Bengaluru, 

India), and Tech Mahindra Limited (Mumbai, India) are global leaders 

in software development and business processes. These companies 

are continuing to expand not only in India but also in many of their 

client countries, including the United States and United Kingdom. In 

IT services alone, India exported US$47 billion in 2009, and by 2020, 

this figure is expected to be around US$200 billion. Many multina-

tional companies such as Microsoft Corporation (Redmond, WA), IBM 

(International Business Machines Corporation, Armonk, NY), PepsiCo 

Inc. (Purchase, NY), The Coca-Cola Company (Atlanta, GA), Siemens 

AG (Munich, Germany), BP plc (aka British Petroleum, London, U.K.), 

Nike, Inc. (Beaverton, OR), and Nestlé S.A. (Vevey, Switzerland) have 

established operations in India to take advantage of India’s low-cost 

services. For example, PepsiCo established its business operations 

in India in 1989 and is now the fourth largest consumer products 

company in India, having invested more than US$1 billion in its oper-

ations. PepsiCo provides direct and indirect employment to 150,000 

people in India and has more than 36 bottling plants. In addition, it 

has three state-of-the-art food plants in the Indian states of Punjab, 

Maharashtra, and West Bengal.9
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FIGURE 1.3: Operations as a Transformation System


