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DETERMINING THE TECHNOLOGY AND 
EXTENT OF AUTOMATION NEEDED
Technological innovations can have a signifi-
cant impact on how products and services are 
produced and delivered, their quality and costs, 
the firm’s productivity, and whether the firm 
can achieve competitive advantage by adopting 
these innovations. Some examples of technolog-
ical innovations include three-dimensional (3-D) 
printing, laser technology being used in surgi-
cal processes, digitized processes to collect and 
maintain patients’ medical information, and the 
use of mobile data terminals (MDTs) in moving 
cabs, trains, and buses to improve communication 
among personnel and better manage transporta-
tion systems. The decision to integrate new tech-
nology in a production process should be made 
only after a thorough study of its advantages and 
disadvantages. Operations managers need to assess what the technology can and cannot do, the cost 
and time needed to implement the new technology, and its potential impact on the firm’s existing 
human resources needs. For example, the firm may need to hire additional employees with different 
skills or train its current employees to use the technology.

A mobile data terminal such 
as the one shown in this 
police car is a computerized 
device that includes a screen 
and a keyboard. It is used in 
public transit vehicles, taxi 
cabs, police cars and so forth 
as a means to communicate 
with the central dispatch 
office.
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FIGURE 9.2: Decision Framework for In-house Production or Outsourcing


