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 Welcome to your operations management (OM) course and to the first Canadian edition of this 
textbook. This text presents a state-of-the-art view of the activities of the operations function 
from a Canadian perspective. Operations is an exciting and dynamic area of management which 
has a profound effect on the productivity of both services and manufacturing. Indeed, few other 
activities have so much impact on the quality of your life. The goal of this book is to present a 
broad introduction to the field of operations in a realistic, meaningful, and practical manner. OM 
includes a blend of subject areas, including accounting, industrial engineering, management, 
management science, and statistics. Whether you intend on pursuing a career in the operations 
field or not, you will likely be working with people in operations. Therefore, having a solid 
understanding of the role of operations in an organization is of substantial benefit to you. This 
text will also help you understand how OM affects society and your life. Certainly, you will 
better understand what goes on behind the scenes when you buy a coffee at Tim Hortons, take 
a flight from Edmonton to Vancouver, place an order with Amazon.ca, or enter a Canadian 
hospital for medical care. 

 Although many readers of this book are not OM majors, students studying marketing, 
finance, accounting, and MIS will hopefully find the material both interesting and useful as they 
develop a fundamental working knowledge of the operations side of the firm. 

  ABOUT THE CANADIAN EDITION 
 The goal of this first Canadian edition is to retain the features and strengths that have made this 
book so successful over the years while bringing a new Canadian perspective to the text. Read-
ers will find examples of Canadian companies and success stories woven throughout the book 
with cases drawn from the manufacturing and service industry taken from both the private and 
public sectors. The text describes many Canadian locations and uses Canadian data when avail-
able. Readers can follow the story of the construction of a hockey arena as a recurring case study 
that touches upon many aspects of OM in a familiar setting. It is also important to acknowledge 
the global nature of today’s business environment. Operations management is a discipline that 
encompasses both the local and the international, with global considerations affecting everything 
from location strategies to scheduling and transportation. This Canadian edition therefore retains 
many of the best and most familiar U.S. and international examples. 

 A partial listing of new Canadian examples in the book includes: 

  Preface 

   Magna International ( Chapter   1   )  
  Porter Airlines ( Chapter   2   )  
  Bell Canada ( Chapter   2   )  
  Mr. Lube ( Chapter   2   )  
  EllisDon ( Chapter   3   )  
  Canadian gun registry ( Chapter   3   )  
  Atomic Energy of Canada Limited ( Chapter   3   )  
  StackTeck Inc. ( Chapter   5   )  
  Department of National Defence ( Chapter   6   )  
  Maple Leaf Foods ( Chapter   6   )  
  Fredericton International Airport 
Authority Inc. ( Chapter   7    Supplement)  
  Tim Hortons ( Chapter   8   )  

  Loblaw Companies Limited ( Chapter   9   )  
  Canadian hospital management ( Chapter   10   )  
  WestJet ( Chapter   10   )  
  Supply Chain Management Inc. ( Chapter   11   )  
  Backsourcing to small-town Canada 
( Chapter   11    Supplement)  
  Canadian Tire ( Chapter   12   )  
  Air Canada ( Chapter   15   )  
  Bombardier ( Chapter   16   )  
  Ontario Power Generation ( Chapter   17   )  
  Belairdirect (Module D)  
  Toronto General Hospital (Module F)    

  SPECIAL LEARNING FEATURES 
 The Canadian edition has also retained many of the hallmark features of  Operations Management  
that help new students better engage with the material and develop a deeper understanding of the 
critical aspects of OM. 
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  Integrated Video Case Studies   The book features a number of integrated  Video Case 
Studies  that take you behind the scenes of various organizations and show you how concepts 
presented in this textbook are applied in real life. Topics such as statistical quality control, green 
manufacturing and sustainability, inventory management, maintenance, and overall OM strategy 
are covered in a series of 8- to 14-minute videos focusing on Frito-Lay, Darden Restaurants, 
Hard Rock Cafe, Arnold Palmer Hospital, Wheeled Coach Ambulances, and Regal Marine.  

  Rapid Reviews   Every chapter concludes with a two-page  Rapid Review  that provides a 
detailed yet concise summary of the main points and equations in the chapter and helps students 
prepare for homework, exams, and lectures by capturing the essence of the material. Each  Rapid 
Review  also includes a self-test, with questions linked to the learning objectives in that chapter. 
Key terms introduced in the chapter are part of the  Rapid Review .  

  Integration of Ethics throughout the Book   The Canadian edition continues to provide 
broad coverage of ethics as an OM consideration. The topic is discussed in most chapters and 
near the end of each chapter, a special  Ethical Dilemma  appears that can be used for classroom 
discussion or homework.  

  Author Comments   You will find  Author Comments  in the margins throughout the text. This 
feature points out why a section, a figure, or a table is so important. The comments are intended 
to be motivational to students, as well as educational.  

  Additional Homework Problems   This text features the most homework and practice 
problems of any text in this discipline. Red dots next to each problem indicate the level of dif-
ficulty with one dot being least difficult and three dots most difficult. Many of the problems 
have been modified and updated to reflect the changes made to the Canadian edition. The 
problems can also be practised online through MyOMLab. Solutions to all the problems appear 
in the Instructor’s Solutions Manual.      

  The moment you know.   Educators know it. Students know it. It’s that inspired moment 
when something that was difficult to understand suddenly makes perfect sense. Our MyLab prod-
ucts have been designed and refined with a single purpose in mind—to help educators create that 
moment of understanding with their students. 

 MyOMLab delivers  proven results  in helping individual students succeed. It provides  engaging 
experiences  that personalize, stimulate, and measure learning for each student. And, it comes 
from a  trusted partner  with educational expertise and an eye on the future. 

 MyOMLab can be used by itself or linked to any learning management system. To learn more 
about how MyOMLab combines proven learning applications with powerful assessment, visit 
 www.myomlab.com . 

 MyOMLab—the moment you know.  

  INSTRUCTOR RESOURCES 
 All of the instructor resources are password protected and available for download from the 
Pearson online catalogue at  http://catalogue.pearsoned.ca.  

  Instructor’s Resource Manual   The Instructor’s Resource Manual contains many use-
ful resources, including course outlines, video notes, learning techniques, online exercises and 
sample answers, case analysis ideas, additional teaching resources, and faculty notes. Instructors 
can download the Instructor’s Resource Manual from the online catalogue at  http://catalogue.
pearsoned.ca/ .  

  Instructor’s Solutions Manual   The Instructor’s Solutions Manual contains answers to 
all of the discussion questions,  Ethical Dilemmas , active models, and cases in the text, as well as 
worked-out solutions to all the end-of-chapter problems. Instructors can download the Instructor’s 
Solutions Manual from the online catalogue at  http://catalogue.pearsoned.ca .  
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xxii    Preface

  PowerPoint™ Presentations   An extensive set of PowerPoint™  presentations is 
available for each chapter. The slides can be downloaded from the online catalogue at 
 http://catalogue.pearsoned.ca .  

  TestGen and Test Item File   For your convenience, our testbank is available in two for-
mats. TestGen is a computerized testbank containing a broad variety of true/false, multiple 
choice, fill-in-the-blank, short answer, and more complex problem questions. Questions can be 
searched and identified by question type or level of difficulty. Each question has been checked 
for accuracy and is available in the latest version of TestGen software. This software package 
allows instructors to custom design, save, and generate classroom tests. The test program permits 
instructors to edit, add, or delete questions from the test bank; edit existing graphics and create 
new ones; analyze test results; and organize a database of tests and student results. This software 
allows for greater flexibility and ease of use. It provides many options for organizing and dis-
playing tests, along with search and sort features. The same questions can also be found in a Test 
Item File available in Word format. Both of these versions can be downloaded from the online 
catalogue at  http://catalogue.pearsoned.ca.   

  Image Library   The Image Library showcases the figures and tables that appear in the text, 
allowing instructors to easily incorporate this material into their lectures. The Image Library is 
available for download at  http://catalogue.pearsoned.ca.   

  Video Package   The video package contains 31 videos designed and created specifically for 
the text.  

  CourseSmart for Instructors   CourseSmart goes beyond traditional expectations—
providing instant, online access to the textbooks and course materials you need at a lower cost 
for students. And even as students save money, you can save time and hassle with a digital 
eTextbook that allows you to search for the most relevant content at the very moment you need 
it. Whether it’s evaluating textbooks or creating lecture notes to help students with difficult 
concepts, CourseSmart can make life a little easier. See how when you visit  www.coursesmart.
com/instructors .  

  Technology Specialists   Pearson’s technology specialists work with faculty and campus 
course designers to ensure that Pearson technology products, assessment tools, and online course 
materials are tailored to meet your specific needs. This highly qualified team is dedicated to 
helping schools take full advantage of a wide range of educational resources, by assisting in the 
integration of a variety of instructional materials and media formats. Your local Pearson Educa-
tion sales representative can provide you with more details on this service program.   

  FOR STUDENTS 
  CourseSmart for Students   CourseSmart goes beyond traditional expectations—
providing instant, online access to the textbooks and course materials you need at an average 
savings of 60%. With instant access from any computer and the ability to search your text, 
you’ll find the content you need quickly, no matter where you are. And with online tools like 
highlighting and note-taking, you can save time and study efficiently. You can see all the benefits 
at  www.coursesmart.com/students .  

  Pearson eText   Pearson eText gives you access to the text whenever and wherever you 
have access to the internet. The eText pages look exactly like the printed text, offering powerful 
new functionality for students and instructors. Users can create notes, highlight text in different 
colours, create bookmarks, zoom, click hyperlinked words and phrases to view definitions, and 
view in single- or two-page view. Pearson eText allows for quick navigation to key parts of the 
eText using a table of contents and provides full-text search.    
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