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Several tools can help an operations manager answer these questions and analyze a firm’s processes. 
Many of these tools, such as process charts and assembly charts, are discussed in more detail in the 
supplement to this chapter. Table 9.4 contains a brief overview of them. A more comprehensive dis-
cussion of value-stream mapping, yet another useful process analysis tool, is presented in Chapter 9S.

9.2 Designing Service Processes
To design processes for services, the operations manager must understand the degree of customer 
interaction when performing the service and customization needed to satisfy the customer. Although 
service operations managers prefer to offer standardized services to reduce their firms’ costs, cus-
tomers prefer customized services that address their unique needs. Nonetheless, firms are also aware 
that customers value services they perceive as being tailored especially for them. High-end retail 
stores such as Saks Fifth Avenue (subsidiary of the Hudson’s Bay Company, New York, NY), Neiman 
Marcus (Dallas, TX), and Nordstrom, Inc. (Seattle, WA) adopt this customized approach by employ-
ing personal shoppers to work directly with customers to find the most flattering colors and styles of 
clothing for them. The approach these firms use differs from the standard displays of clothing on racks 
that many retailers use. This trade-off between customers’ expectations and service providers’ desire 
for efficiency is what makes the design of service processes challenging. The better a company is at 
bridging this gap, the more competitive it will be.

Classifying Processes Within the Service Process Design Matrix
The service process design matrix shown in Figure 9.3 classifies from high to low various service 
processes in terms of their degree of customer interaction and customization and in their degree of 
labor intensity. The degree of customer interaction is the extent to which to which the customer can 
participate in the service process. For example, a high degree of interaction means the customer can 
tailor the service provided by demanding more or less of some aspects of the service. Customization 
is the need and ability to alter the service so the individual customer’s needs and expectations can be 
met. The degree of labor intensity is the labor time and effort required in comparison with the use 
of equipment or automation. A service process that uses a high level of automation, such as an ATM 
machine, with very little labor time and effort has a low degree of labor intensity.

TABLE 9.4: Tools for Process Analysis and Redesign

TOOLS DESCRIPTION USES

Assembly drawing An enlarged view of the product that has detailed listing of all 
parts and subassemblies.

Enables the user to understand how various parts of a 
product can be put together quickly and easily.

Assembly chart A step-by-step pictorial representation of the assembly process. Facilitates the assembly of a product through a well-
defined sequence of steps. 

Process route 
sheet

A document that describes the sequence of different operations, 
places, or people involved in a process.

Enables anyone to see all of the details of a work or 
customer order.

Process mapping A graphical technique that shows all process-related activities, 
including inputs and outputs, decision points such as approvals 
and exceptions, and any cross-functional relationships.

Provides an integrated and unifying view of business 
processes, so that all stakeholders have a clear 
understanding of the individual roles they play in the 
overall system.

Value stream 
mapping (VSM)

A process mapping technique used to analyze and design the 
flow of materials and information across multiple processes 
required to bring a product or service to a consumer.

Enables a process analyst to identify activities that do 
not add value so that that they can be eliminated to 
reduce waste and improve efficiency.

Process 
simulation

A technique that uses computer software to provide a dynamic 
view of the actual process.

Enables a process analyst to estimate the variability 
of task times and explore several what-if scenarios 
without changing or disrupting the actual process.

Service 
blueprinting

A technique used to analyze service processes, particularly those 
that have high service content and require customer interaction, 
such as hospitality services, teaching, and counseling.

Enables a service provider to focus on customer 
interaction as an integral part of the design process 
so that overall service quality can be improved.

List the unique 
features in the 
design of service 
processes.
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Flexible 
manufacturing 
system (FMS): a 
processing method 
that can produce parts, 
allow changes to be 
made to products being 
manufactured, and 
handle varying levels of 
production

Computer-
integrated 
manufacturing 
(CIM): a technological 
application in which a 
manufacturing plant uses 
computers to control all 
processes


