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

•• Downstream Interfaces: Customer Management. Interfaces downstream include individuals
or companies that buy and use the finished products. These customers could be internal to the
firm, external intermediate customers, or the final consumer of the firm’s product. Consider,
Sony, a manufacturer of electronic products. For the television sets manufactured by Sony
Corporation (Tokyo, Japan), the distribution center owned by Sony is an internal customer,
whereas a retail Best Buy (Richfield, MN) store is an external intermediate customer; you, as
the potential buyer of that TV set, are the final consumer. Although each of these consumer
groups is important, the operations group of a firm has to identify which consumer groups are
critical and pay closest attention to these groups because they have the greatest impact on the
firm’s sales, product designs, and future growth. This process is part of demand management
used to anticipate and manage customer demand for a product or service. See the Lessons
Learned box, which shows how Apple failed to manage the demand for its iPhone. In addition,
the operation management function interacts with the firm’s external partners that provide
additional downstream services such as outbound transportation, packaging, warehousing,
and storage of the company’s products.

•• Vertical Interfaces: Technology Management and Service Support. An operations management
group interfaces vertically with suppliers that provide the technology and the skilled labor
needed to design products, processes, and other services. If the firm contracts with other firms
to supply it with IT services, engineering or design services, or facility management, this would
be an example of vertical interfaces. Operation management’s vertical interfaces also include
interacting with suppliers that provide the company with support such as equipment mainte-
nance, recycling, disposal, and repair services.

Consider a practical example of the operational interfaces in a product supply chain. Suppose a com-
pany was part of an organization that specialized in the manufacturing of marble countertops and sinks 
for residential bathrooms. The company requires raw materials, such as rosin, marble powder, assorted 
chemicals, molds, pouring equipment, and grinding, sanding, and finishing equipment to maintain its 
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FIGURE 1.8: Expanded Supply Chain Model with Operations Interfaces

Integrating 
Operations and the 
Supply Chain


