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FIGURE 9S.3: Route Sheet for a Bracket

MATERIAL SPECS:___

STOCK SIZE: ___

# OF PIECES/STOCK __

WEIGHT: ___

PART NAME: BRACKET

USAGE: BRACKET ASSEMBLY

ASSEMBLY #: BR 1324

SUBASSEMBLY #:

PART #: BR 1320

DATE ISSUED: 11/5/12

DATE SUPPLIED: 11/6/12

ISSUED BY: RRV

Operation Sequence Operation Description
Department and 
Machines

Setup 
Time

Processing 
Time/Unit

1 Shear to length Shear: Machine # 2 10 minutes .025

2 Shear 45° corners Shear: Machine # 2 6 minutes .020

3 Drill holes Drill: Drill press 20 minutes 3.5

4 Bend 90° Brake: Brake press 9 minutes .025

processes, including the organization’s supply chain, to determine where value is added or is not added 
across the system. Although value stream mapping is often used in lean manufacturing environments, 
it can be used in any value chain process including logistics, supply chain, software, and product 
development, and even in service-related industries such as health care. Because of its common tie-ins 
to lean manufacturing, we will discuss value stream mapping in greater detail in Chapter 14.

The charting and graphical techniques we’ve discussed so far in this supplement can only provide 
a static view of a process. That is, they offer a snapshot of how a process is performing. A process 
simulation, by contrast, can provide a dynamic view. Using computers, multiple inputs, work centers, 
and processing techniques can help an operations manager look at the variability of a process under 
different conditions. So, for example, she can explore several what-if scenarios to analyze several 
process alternatives without changing or disrupting the actual process. Process simulations can be 
considerably more complex to set up and run. Many commercial simulation software programs now 
perform this task. These programs can be used to model and analyze not only manufacturing processes 
but also service processes.

Tools for Analyzing Service Processes

SERVICE BLUEPRINTS
Many of the process analysis tools we have discussed can also be used to analyze service processes. 
Another tool for analyzing services is a service blueprint. Service blueprints are especially useful for 
analyzing service processes that have high service content such as the intensive customer interaction 
observed in hotels like Ritz Carlton (The Ritz-Carlton Hotel Company, L.L.C., Chevy Chase, MD). 
To create a blueprint, we use the following steps:2

1.	 Identify the service process to be blueprinted and the customers who will experience the service.
2.	 Envision the service from the perspective of customers. Try to perceive how they view and are

likely to respond to a service, not how the organization wishes them to respond.
3.	 Envision the actions of the service delivery personnel—including employees who have face-to-

face contact with customers (onstage personnel) and employees who have no direct contact
with the customers (backstage personnel) but who contribute to the service process.

4.	 Ensure all likely service scenarios and how they should play out ideally, and then make sure
that support functions like clean-up or technical support are available in case of problems.
For example, if a table is not readily available for a restaurant customer, make sure that the
customer is escorted to the waiting area to be seated. In this way, at every step in the service
pipeline, the elements of effective service are available when needed.

A service blueprint has several levels, as Figure 9S.5 on page 335 shows. Level 1 in the figure rep-
resents the physical environment or surroundings of the restaurant, such as its ambience and décor. 
Level 2 maps the activities under the control of the restaurant’s customers. Level 3 identifies the 

Process simulation: 
a technique that provides 
a dynamic view of a 
process using computers, 
multiple inputs, work 
centers, and processing 
techniques to help 
operations managers 
look at the variability of 
a process under different 
conditions

Service blueprint: 
a tool for analyzing 
processes that have 
high service content 
by specifying how the 
service will be provided


