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1. Give short answers for the following questions:

 I. What is the ‘facility management’ about? 

       Facility management (or facilities management or FM) is an interdisciplinary field devoted to the coordination of space, infrastructure, people and organization, often associated with the administration of office blocks, arenas, schools, convention centers, shopping complexes, hospitals, hotels, etc. However FM facilitates on a wider range of activities than just business services and these are referred to as non-core functions. Many of these are outlined below but they do vary from one business sector to another. In a 2009 Global Job Task Analysis the International Facility Management Association (IFMA) identified eleven core competencies of facility management. These are: communication; emergency preparedness and business continuity; environmental stewardship and sustainability; finance and business; human factors; leadership and strategy; operations and maintenance; project management; quality; real estate and property management; and technology.
         FM is subject to continuous innovation and development, under pressure to reduce costs and to add value to the core business of the client organization where possible.
         Facility management is supported with training and professional qualifications often coordinated by FM institutes or associations, and limited number of formal degree programs exist at both undergraduate and graduate levels. 
            
       II. What is meant by ‘milk run deliveries’? 

       Milk run deliveries are deliveries that are routed to either bring products from a single originating location to multiple receiving locations or deliveries that bring products from multiple originating locations to a single receiving location.

       III. What is meant by the term ‘reverse logistics’?    

       Reverse logistics stands for all operations related to the reuse of products and materials. It is “the process of moving goods from their typical final destination for the purpose of capturing value, or proper disposal. Remanufacturing and refurbishing activities also may be included in the definition of reverse logistics. Growing green concerns and advancement of green supply chain management concepts and practices make it all the more relevant. The reverse logistics process includes the management and the sale of surplus as well as returned equipment and machines from the hardware leasing business. Normally, logistics deal with events that bring the product towards the customer. In the case of reverse logistics, the resource goes at least one step back in the supply chain. For instance, goods move from the customer to the distributor or to the manufacturer.
         When a manufacturer s product normally moves through the supply chain network, it is to reach the distributor or customer. Any process or management after the sale of the product involves reverse logistics. If the product is defective, the customer would return the product. The manufacturing firm would then have to organize shipping of the defective product, testing the product, dismantling, repairing, recycling or disposing the product. The product would travel in reverse through the supply chain network in order to retain any use from the defective product. The logistics for such matters is reverse logistics. 

        IV. Deliveries can be made to customer from two sources. What are these?   

        Deliveries are made to customers from two sources:
        1. Single product locations 
        2. Distribution centres

        Location for a single product are facilities like factories warehouses or where a single product or a thin range of related items are accessible for shipment. These facilities are suitable when there is an expected and high demand levels for the products they offer and where shipments will be made just to customer locations that can obtain the products in large mass amounts. They offer vast economies of scale when used efficiently.
        Distribution centres are those facilities where mass shipments of products enter from single product locations. When there is a long distance between suppliers and customers, the utilization of a distribution centre offers for economies of scale in long-distance transportation to carry large amounts of products to a site near to the final customer.

       V. Describe the procedures involved in production scheduling.   

       Production scheduling assigns accessible capacity (equipment, facilities and labour) to the work that is required to be done. The objective is to use accessible capacity in the most well organized and money-making manner. The production setting up operation is a course of finding the correct balance between a numbers of competing objectives:
1. High Utilization Rates-this frequently means long production runs and centralized production and distribution centres. The plan is to create and make advantage from economies of scale.  
2. Low Inventory Levels-this usually implies short production runs and just-in-time delivery of materials. The thought is to reduce the assets and cash used in inventory.
3. High Levels of Customer Service-often needs high inventory levels or a lot of short production runs. The plan is to offer the customer with fast delivery of products and not to run out of stock in any product.

Scheduling is the process of arranging, controlling and optimizing work and workloads in a production process or manufacturing process. Scheduling is used to allocate plant and machinery resources, plan human, plan production processes and purchase materials.
It is an important tool for manufacturing and engineering, where it can have a major impact on the productivity of a process. In manufacturing, the purpose of the scheduling is to minimize the production time and costs, by telling a production facility when to make, with which staff, and on which equipment. Production scheduling aims to maximize the efficiency of the operation and reduce costs.  

       VI. Outline the procedures for affective order management.

       The procedure for passing information from customers back to the supply chain, from retailers to distributers to service providers and producers is called order management. This procedure also includes distributing information regarding product substitutions, order delivery dates, and back orders forward through the supply chain to consumers. This procedure has long relied on the utilization of the telephone and paper documents like purchase orders, change orders, sales orders, pick tickets, packing lists, and invoices.
       Four rules for effective order management:
       1. Enter the Order Once and Only Once. Capture the order electronically as close to the original source as possible. Do not manually reenter the order.
       2. Automate Order Routing. Automatically send orders to appropriate fulfilment locations. People do only exception handling.
       3. Make Order Status Visible. Let customers and service agents see order status information automatically whenever they want.
       4. Use Integrated Order Management Systems. Electronically connect order management systems with other related systems to maintain data integrity.  

        VII. Outline the benefits of outsourcing supply chain operations. 

        The benefits of outsourcing supply chain operations are:
· Cost savings/benefits    
· Enhanced ability to concentrate on core business
· Implementation of organization-wide initiatives 
· Sale of assets
· Greater resources to move to new environment/systems in a faster time frame
· More and varied skills and resources
· Better access to new technology
· Reduced training expense
· Enhanced flexibility




2. “The more flexible, responsive and cost effective the supply chain is, the more likely the product will succeed in its market”. Discuss 

       The more responsive, flexible, and cost effective the supply chain is, the greater is the chance that the product will have success in the market. To demonstrate this point, consider the scenario mentioned below.
       A corporation designs an extraordinary home entertainment system offered with wide screen TV and high quality sound. It performs to challenging specifications and delivers striking results. But the electronics that are the gist behind this entertainment centre are produced with elements from 12 different vendors.  
      The company increases the production when there is increase in demand. Managing functions of quality control and delivery schedules for 12 different suppliers is a challenge. More procurement staff and managers are hired. Assembly of the elements is complicated and delays in the components delivery from any of the vendors can slow the speed of production rates, so additional stocks of finished products are kept to compensate this. A number of new suppliers were needed to offer the particular product components. One of them is causing company to face quality control problems and needs to be replaced and another supplier decides following several months to stop production of the component it supplies to the corporation. They launched a new part with similar features but not an accurate replacement. The Company has to delay production of the home entertainment system while a squad of engineers redesigns the element of the system that used the ceased component so that it can make use of the new component. During this time, buffer stocks run short of in some locations and sales started to lost when clients go elsewhere.
       There is natural propensity for procurement design, and manufacturing people to have dissimilar agendas except their actions are harmonized. Design people are anxious about meeting the requirement of customers. Procurement people are involved in getting the most excellent prices from a group of pre-screened favoured suppliers. Folks in manufacturing want to have trouble-free fabrication and assembly approaches and long production runs. Cross functional design teams with the representatives belonging to these three groups have the prospect to mix the best insights from every group. Cross functional teams can re-examine the new product plan and discuss the related issues. Can existing chosen suppliers supply the components required? How many new suppliers are required? What prospects are there to make simpler the design and decrease the number of suppliers? What happens if a dealer stops producing a particular component? How can the product assembly be made easier?
       At the same time they are checking product designs, a cross functional team can assess current preferred suppliers and production facilities. What components can present suppliers provide? What are the levels of their services and technical support capabilities? How large a labour force and what type of skills are required to make the product? How much power is needed and which facilities must be used? A product design that does a good job of organizing the three perspectives-design, procurement and manufacturing-will yield in a product that can be maintained by a capable supply chain. This will give the product a fast time to market and a cut-throat cost.



Project 

Take a critical look around you and see if you can see examples of poor logistics. You might find, for example, that a train is cancelled, a bus arrives at the wrong time, a delivery of goods arrives after the promised time, a shop runs out of a product that you want, a town centre is poorly laid out, and so on.


What could you do to improve these operations? Produce your findings in a report.

          A train is cancelled, a bus arrives at the wrong time, a delivery of goods arrives after the promised time, a shop runs out of a product that you want, a town centre is poorly laid out, and so on. For all these poor logistics examples need to improve customer service. High levels of customer service –often needs high inventory levels or a lot of short production runs. The plan is to offer the customer with fast delivery of products and not to run out of stock in any product.
       Improving customer service on buses and trains for example: passengers using Stagegoachs East Midlands Trains and South West Trains services consistently rate them very highly in independent customer satisfaction surveys. This is the direct result of engaging with passengers and using leading-edge ways to deliver customer service.
       One key initiative is a “Meet the manager” session where a selection of executives and directors are available to meet customers at stations twice a month. Customers can discuss their concerns and priorities, everything from passenger information and timetables, to on board services and retail facilities at stations. Issues are tracked by category to help identify any trends and feedback is provided to passengers.
       Stagecoach actively seeks customer feedback on all of its transport services. For example, an online form on the stagecoachbus.com website invites passengers to comment on the service they have received. These comments are considered as part of planned improvement initiatives and ongoing quality of service monitoring.
       All Stagecoach customer-facing staff wear name badges on trains, on buses or at stations to give passengers a named contact and help encourage communication. Managers collate comments received direct from staff to help identify issues and improve customers experience.
      South West Trains recently introduced a simple, yet effective card to help make it easier for passengers to contact the customer service team quickly. It contains key telephone numbers, including contacts for the customer service contact centre and lost property office.
       Improving customer service for example a delivery of goods , a shop runs out of a product we need to make sure that the retailer is forced to hand control of the last mile over the courier or postman, there is a lot they can do to make sure standards is high. Vet the couriers that any third party fulfilment partner will be using. Manage as many products as own stock as financially possible-you can than control the delivery promise. Enable real-time stock management and order status update so accuracy is high. Ensure there is a robust and detailed order management process flow that has been reviewed by all parties involved, tested rigorously and reviewed regularly. Do not make promises to customers that can not be delivered. Better to say five working days and be 100% accurate, than claim three days and let many customers down. Ensure there is a clear feedback loop for customers and that all data sources are compiled e. g. Web feedback, emails, Customer Service calls, social media comments etc.  
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