Organization Management
Organization management refers to the art of getting people together on a common platform to make them work towards a common predefined goal.
Organization management enables the optimum use of resources through meticulous planning and control at the workplace.
Organization management gives a sense of direction to the employees. The individuals are well aware of their roles and responsibilities and know what they are supposed to do in the organization.
Organizational management is a common management style for modern small businesses. The organizational method allows managers to break down the entire operation of a department into several phases. Dividing operational functions into sections allows management to obtain a clear picture of what the goals of a department are and how to implement the goals most effectively. It also allows managers to respond rapidly to factors that affect the internal or external expectations of company.
An effective management ensures profitability for the organization. In a layman’s language organization management refers to efficient handling of the organization as well as its employees.
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Need for Organization Management
1. Organization management gives a sense of security and oneness to the employees.
1. An effective management is required for better coordination among various departments.
1. Employees accomplish tasks within the stipulated time frame as a result of effective organization management.
1. Employees stay loyal towards their job and do not treat work as a burden.
1. Effective organization management leads to a peaceful and positive ambience at the workplace.
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Essential Features of Organization Management:
1. Planning
0. Prepare an effective business plan. It is essential to decide on the future course of action to avoid confusions later on.
0. Plan out how you intend to do things.
1. Organizing
1. Organizing refers to the judicious use of resources to achieve the best out of the employees.
1. Prepare a monthly budget for smooth cash flow.
1. Staffing
2. Poor organization management leads to unhappy employees who eventually create problems for themselves as well as the organization.
2. Recruit the right talent for the organization.
1. Leading
3. The managers or superiors must set clear targets for the team members.
3. A leader must make sure his team members work in unison towards a common objective. He is the one who decides what would be right in a particular situation.
1. Control
4. The superiors must be aware of what is happening around them.
4. Hierarchies should be well defined for an effective management.
4. The reporting bosses must review the performance and progress of their subordinates and guide them whenever required.
1. Time Management
5. An effective time management helps the employees to do the right thing at the right time.
5. Managing time effectively always pays in the long run.
1. Motivation
6. Motivation goes a long way in binding the employees together.
6. Appreciating the employees for their good work or lucrative incentive schemes go a long way in motivating the employees and make them work for a longer span of time.
8. Resource Control
1. The control process is the final stage of the organizational management system. In this step, managers set controls to analyze the progress and effectiveness of each plan made during the planning phase.
1. A control is a system that uses data compilations to determine if goals are met. If results are inefficient or show over-achievement based on initial plans, adjustments can be made to the organization process to ensure resources are used in the most effective manner. Data for the control process may be delivered in company financial statements, labor reports, internal and external complaint systems or regulatory agencies.
The importance of a good organization and management team:
One of the most important parts of running a successful business is that you have to have a good management team. Not only that but you have to have your business organized in a way that your management team can be most effective. Making sure of this can be tricky but it has to happen if your business is going to be successful.
The reason that you need to make sure that you have a good organization and management team for your business is that it will keep things running smoothly. It will ensure that everybody knows what they are supposed to be doing and what the goals of the business are. This will keep everyone on the same page and working towards the same goals. Most companies know that they have to have a good management team and organization, the problem is that they don't know how to create it.
Creating the organizational structure of your company should be fairly straightforward. What you need to make sure of is that you have clear lines of both communication and responsibility.
Everybody has to know who is responsible for what, this is the only way to ensure that things get done properly. It is also important that information get passed in an efficient manner which is why you need to have a clear line of communication. This has to be a two way street, it can't just be about management telling employees what to do, there has to be a way for employees to bring issues to the attention of management.
There are all kinds of ways that a business can be organized but most of them use a pyramid structure with senior management on top each supervising a group of middle managers and each of these managers leading a group of employees. Of course for larger companies the pyramid will be much larger. This is the way that most companies do things but it can be altered to meet your needs and there are many examples of successful companies that have used different approaches
Creating a good management team can be a bit more of a challenge, there is no doubt that good managers are critical to your business. They are the ones who will make the important decisions so they have to have the experience and the judgement to make good ones. Determining whether they do or not can be a challenge and the truth is that you may find that you do hire managers who are not up to the job. If that is the case you have to get rid of them, bad managers can do an enormous amount of damage to your business. A bad manager will make bad decisions, will hurt the morale of the employees and your relationship with customers, you can't afford to keep them around.
PERSONNEL ADMINISTRATION:-
		Personnel administration functions relate to the function of managing people from the lower to the upper level of the organization and embraces policy determination as well as implementation of policies by the personnel at the lower levels.
Accordingly, “personnel administration” refers to “creating, developing and utilising a ’work group ’ and involves all types of inter-personnel relationship between superiors and subordinates.”

FUNCTIONS OF PERSONNEL WELFARE:-
			Personnel administrations functions:


 (
STUDY 
OF THE WORKING OF
) (
RETIREMENT
) (
MAN POWER ADMINSTRATION
) (
Recruitment
)


1. RECRUITMENT:
a) Recruitment:
· Recruitment of personnel 
· Knowledge of sources of employees supply
· Receiving application interviews 
· Investigation of reference
· Physical test, trade tests and aptitude tests.

b) Job description, job specifications, job analysis.
2. MANPOWER ADMINISTRATION:
a) Placement:
· Job assignment
· Job enlargement
· Personnel development
b) Introduction:
· Introduction to supervisor
· Introduction to job and work place
· Introduction to colleagues
· Introduction to welfare activities and other facilities 
· Authorities and procedures 
· Service conditions
· Sponsor system

c) Wage and salary administration:
· Wage scales, increments and E.B.(efficiently bar)
· Salary and wage standardization
· Incentives, payments and allowances
· Working hours and over-time
· Profit sharing, bonus
· Holidays, leave
· Executive compensation plans
· Fringe benefits and perquisites.

d) Discipline: 
· Instances of discipline and misconduct
· Causes of indiscipline
· How to deal with indiscipline
	
e) Transfer and promotion:
· Causes of transfer and promotion
· Personnel for transfer and promotion
· Records of transfer and promotion.
	
f) Merit rating and evolution of employees
· Assessment  techniques 
· Counseling.
	
g) Time, motion and work study.
h) Prevention of losses: 
· Material loss
· Work loss
· Time loss
3. RETIREMENT:
a) Provident fund and pension plans
b) Gratitude provisions
c) Exit interviews
d) Long service awards 
e) Retirement plans, housing medical Aids, etc..
4. STUDY OF THE WORKING OF:
a) Apprentice act
b) Employment  exchange
c) Payment and wages act and payment of bonus act
d) Shops and establishment act
e) Employees provident fund act

CHANGING SCOPE OF PERSONNEL ADMINSTRATION:
· The scope of personnel administration has changed somewhat over the last decades. However, this change has been relatively slow in comparison to the changes in other areas of business, management and administration.
· Sikula observes: “ changes definitely are taking place in personnel administration. Some personnel sub functions seem to be breaking away from personnel, others seems to be new sub areas while still others seems to be changing only in terms of their relative emphasis and degree of importance.”
· Many of these changes depend on the size of an organization in which the personnel function occurs, the managerial personnel philosophies, the growing importance of the functions, the changing organizational demands, employees  needs and societal concerns.

                           Recruitment
The city of banglore is agog not with scorching sun not with frequent power cuts not with two and four wheelers jostling for space on overcrowded roads but with headhunters scouting around for MBAs
the 1990s witnessed an alarming rise in number of institutes schools and colleges offering management education both at the undergraduate as well as post graduate level there are about 120 of them offering bbm courses and 100 running MBA programmes all these need atleast 400 MBAs to be appointed as teaching faculty  Mere MEA is not enough The candidates must have cleared NET (National Eligibility test) or should be doctorates.
All the students who join B Schools are not familiar with the English language, They need to be instructed in hindi or Urdu. MBAs who are also llnguists are highly prelerable.
Managements are worried They realise that only good faculty will attract good students. Where to tindqualhed and eligible MBAs? Most join industries after graduation. Only a few come lor teaching and those that venture into it are in great demand, They do not want the demand to slip by. They are in one college today and are found teaching In some Other institute tomorrow
Suddenly, retired executives, ex-senricemen and not-so-successful consultants have found themselves in great demand. With brielcases in hands, these senior citizens go from college to college and are laughing all the way to banks. One retired bank manager confessed that he is able to gross every month Rs 18,000 by teaching at halt a dozen colleges.
hrp helps determine the number and type of people a firm needs. job analysis and job design tasks and duties of jobs and the qualifications expected from prospective jobs holder next logical steps is to hire the right type to fill the jobs hiring involves broad group of activities 1 recruitment and selection 
 (
HUMAN RESOURCE PLANNING
DETERMINE RECRUITMENT AND SELECTION NEEDS
JOB ANALYSIS
)before coming to details of recruitment it is useful to note that hiring contrary to popular an on going process and not confined to the formative stage of organisation employees leav the search of greener pastures some retire and some die in the saddle more importantly an eterprise disversifies takes over other units -all necessitating hiring of new men and women in fact the function stops only when the company ceases to exist .
RECRUITMENT  IS
-Process of locating, identifying, and attracting 	capable candidates
-Can be for current or future needs
-Critical activity for some corporations. 
- What sources do we use for recruitment 

Job analysis
In situations such as where one or more new jobs are to be created and recruited to for the first time, a job analysis and/or in some cases a task analysis might be undertaken to document the actual or intended requirements of the job. From these the relevant information is captured in such documents as job descriptions and job specifications. Often a company will already have job descriptions that represent a historical collection of tasks performed. Where already drawn up, these documents need to be reviewed or updated to reflect present day requirements. Prior to initiating the recruitment stages a person specification should be finalised to provide the recruiters commissioned with the requirements and objectives of the project.[1]

Sourcing:-
Sourcing is the use of one or more strategies to attract or identify candidates to fill job vacancies. It may involve internal and/or external advertising, using appropriate media, such as local or national newspapers, specialist recruitment media, professional publications, window advertisements, job centers, or in a variety of ways via the internet. Alternatively, employers may use recruitment consultancies or agencies to find otherwise scarce candidates who may be content in their current positions and are not actively looking to move companies may be proactively identified. This initial research for so-called passive candidates, also called name generation, results in a contact information of potential candidates who can then be contacted discreetly to be screened and approached.
Screening and selection:-
Suitability for a job is typically assessed by looking for relevant skills, knowledge, aptitude, qualifications and educational or job related experience. These can be determined via: screening résumés (also known as CVs); job applications; interviews. More proactive identification methods include performance assessments, psychological, aptitude, numeracy, physical and literacy testing. Many recruiters and agencies use applicant tracking systems to perform the filtering process, along with software tools for psychometric testing and performance based assessment. [2] Performance based assessment is a process to find out if job applicants perform the responsibilities for which they are applying. [3] In many countries, employers are legally mandated to ensure their screening and selection processes meet equal opportunity and ethical standards.

In addition to the above selection assessment criteria, employers are likely to recognize the value of candidates who also have the so-called 'soft skills', such as interpersonal or team leadership and have the ability to reinforce the company brand through their behavior in front of customers and suppliers. Multinational organizations and those that recruit from a range of nationalities are also concerned candidates will fit into the prevailing company 'culture'.

IMPORTANTS 
The general purpose of recruit met is to provide a pool of potentially qualified job candidates specific purposes are :-
1) determine the present and future requirements of the firm in conjunction with its personnel plans and job analysis

2) increase the pool of job candidates at minimum cost
 
3) help increase the success rate of the selection process by reducing the number of visibly understandable or overqualified job applicants

4) help reduce the probability the job applicants once recruited and selected will leave the organization only after a short period of time.

5) meet the organization's legal and social obligations regarding the composition of its workforce.

6) begin identifying and preparing potential job applicants who will be appropriate candidates 

7) increase organizational and individual effectiveness in the short term and long term 

8) evaluate the effectiveness of various recruiting techniques and sources for all types of job application 
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Time management
		Time management is the act or process of planning and exercising conscious control over the amount of time spent on specific activities, especially to increase effectiveness, efficiency or productivity. Time management may be aided by a range of skills, tools, and techniques used to manage time when accomplishing specific tasks, projects and goals complying with a due date. Initially, time management referred to just business or work activities, but eventually the term broadened to include personal activities as well. A time management system is a designed combination of processes, tools, techniques, and methods. Usually time management is a necessity in any project development as it determines the project completion time and scope.
Time management systems often include a time clock or web based application used to track an employee’s work hours. Time management systems give employers insights into their workforce, allowing them to see, plan and manage employees' time. Doing so allows employers to control labor costs and increase productivity. A time management system automates processes, which eliminates paper work and tedious tasks.
	Priority-based structuring of time allocation and distribution among competing demands. Since time cannot be stored, and its availability can neither be increased beyond nor decreased from the 24 hours, the term 'time budgeting' is said to be the more appropriate one.
Main themes of time management:
The major themes arising from the literature on time management include the following:
· Creating an environment conducive to effectiveness
· Setting of priorities
· Carrying out activity around those priorities
· The related process of reduction of time spent priorities.
Time management has been considered to be a subset of different concepts such as: 
Projects planning scheduling. Time Management has also been identified as one of the core functions identified in project management.
· Attention management: 
· Attention Management relates to the management of cognitive resources, and in particular the time that humans allocate their mind (and organize the minds of their employees) to conduct some activities.
Importance of Time management
Time management is important for your personal life and career success. It teaches you how to manage your time effectively and make the most of it.
Here are a few of the reasons why it is so important, and how it can help you use and manage your time more advantageously:
1. Time is a special resource that you cannot store or save for later use. Everyone has the exact same amount of time each day. Time not well used cannot be retrieved.

2. Most people feel like they have too much to do and not enough time. They blame lack of time for their poor finances, unachieved goals, stress, bad relationships and not exercising their body. Wise time management can help you find the time for what you desire to do or need to do.

3. You need time to get what you want out of life. If you wait for extra time to appear, you might lose the game of life. Through right time management, you can “create” the time you need, and not just wait for it to come. By planning your time wisely, you will have more time to do more things.

4. Time management will help you set up your priorities.

5. Time is limited to 24 hours a day, so plan your life wisely.

6. Time management helps you make conscious choices, so you can spend more of your time doing things that are important and valuable to you.

7. You can learn to find the time for the things that are important to you. Even a small amount of time once a day, or even once a week, will take you closer to your goals, and you will be surprised at the progress you make.

8. You become more productive using improved time management skills and tools, and can accomplish more with less effort and time. Time management can help you reduce wasted time and energy, help you become more creative and productive, and enable you to do the right thing at the right time. This will of course lead to more balance and fulfilment in your life.

9. Life today presents so many distractions, and therefore, it is very easy to lose time on unimportant activities. Ask yourself, is watching this or that TV program, reading this or that gossip or participating in a certain activity is going to add anything to your life. Is the time spent on a particular activity well spent, or is just a waste of time and energy?

10. Life puts in front of everyone so many choices each day, and the question is, do you follow what appears on your way, or do you consciously choose what you want to do? Do you allow external distractions deter you from your goal, or do you use willpower and self discipline to walk toward your goal in a straight line, without wasting time and energy?

11. Some inner detachment and inner peace are of great help in managing your time effectively. If you avoid expending too much emotional and mental energy on what people say and think about you, and if you stay calm in spite of distractions or difficulties, you can save a lot of time and energy, which you can spend on better and more rewarding activities.
Goals of Time Management :
Seven Suggestions for Effectively Managing Your Time
1. Be Organized
· Use time saving tools: appointment calendars, "to do" lists, e-mail, answering machines, file folders, etc. 
· Have an organized workplace (don't waste time constantly looking for your work). 
· Use your appointment calendar for everything, including listing study time. 
2. Plan Ahead (Schedule it and it will happen!)
· Determine how long your tasks will take (do this before agreeing to take on a task!) 
· Consider whether any activities can be combined. 
· Determine if big tasks can be broken down into smaller tasks that may be easier to schedule (such as studying for exams and visiting the library as part of an assignment to write a term paper). 
3. Prioritize Your Tasks
· Use an A-B-C rating system for items on your "to do" lists with A items being highest priority. 
· Set goals for both the short term and long term as to what you want to accomplish. 
· Look at all of your "to do"s to gauge the time requirement and whether additional resources will be needed to accomplish them (if yes, schedule time to obtain those resources). Don't postpone the small tasks (a sense of accomplishment is good and overlooked small tasks can become larger tasks.) 
4. Avoid Overload
· Include time for rest, relaxation, sleep, eating, exercise, and socializing in your schedule. 
· Take short breaks during study and work periods. 
· Don't put everything off until the last minute (for example, don't cram for exams). 
· Learn to say "no" when appropriate and to negotiate better deadlines when appropriate. 
5. Practice Effective Study Techniques
· Have an appropriate study environment. 
· Split large tasks into more manageable tasks. 
· Read for comprehension, rather than just to get to the end of the chapter. 
· Be prepared to ask questions as they come up during study, rather than waiting until just before an exam. 
· Do the most difficult work first, perhaps breaking it up with some easier tasks.
· Don't wait until the last minute to complete your projects. 
· Read the syllabus as soon as you get it and note all due dates (and "milestone" times) on your calendar. 
· Be a model student! (be attentive and participative in class, and punctual, prepared, and eager to learn) 
6. Be Able to be Flexible
· The unexpected happens (sickness, car troubles, etc.); you need to be able to fit it into your schedule. 
· Know how to rearrange your schedule when necessary (so it doesn't manage you - you manage it). 
· Know who to ask for help when needed. 
7. Have a Vision (why are you doing all of this?)
· Don't forget the "big picture" - why are you doing the task - is it important to your long-term personal goals? 
· Have and follow a personal mission statement (personal and career). (Are your activities ultimately helping you achieve your goals?) 
· Know what is important to you. (What do you value most?) 
· Have a positive attitude!
Generally, time management refers to the development of processes and tools that increase efficiency and productivity.
In business, time management has morphed into everything from methodologies such as Enterprise Resource Planning through consultant services such as Professional Organizers.
When we think of time management, however, we tend to think of personal time management, loosely defined as managing our time to waste less time on doing the things we have to do so we have more time to do the things we want to do.
Therefore, time management is often thought of or presented as a set of time management skills; the theory is that once we master the time management skills, we'll be more organized, efficient, and happier.
HUMAN CAPITAL MANAGEMENT
The journey of people management is touching yet another milestone.
The term HRM is now sought to be replaced by Human capital management.(HCM).
HCM refers to the task of measuring the cause and effect relationship of various HR programmes and policies on the bottom line of the organization. It seeks to obtain additional productivity.
    Human capital management is a key process for every organization and this is a standard offering have most of the leading ERP vendors in the market.
HCM processes in the organization speed several processes. In these processes over the entire life cycle of an employee, start before an employee, start before an employee’s years an organization and continues till date the company leaves or services the company leaves or services the organization.
· HR professionals must now become human capital developers.
· As capital developers, HR executives focus on the future, often one employee opportunities to developing plans that offer each employee opportunities to develop future abilities, matching expectations with opportunities.
· The role also includes helping employees unlearn old skills and acquire new ones.
· HR professional should invest resources to shape employees for the future, and not the past.
· These employees’ development plans may be carried out online through an employee portal where opportunities in the firm are listed and employees ascertain if they are prepared for such opportunities.
· At other times, employee development programmes are embedded in HR programs like performance or career management.
 What is the difference between HRM & HCM?     
·      HRM stands for Human resource management.
·       HCM stands for Human capital management.
   In HCM, the professional seeks to identify what is best for his company. He or she seeks to fine tune HR policies and practices to fit culture of his or her company.
  Secondly, HRM is the responsibility of a centralized and decentralized department.
HCM(HUMAN CAPITAL MANAGEMENT) is the job of everyone in the business, from employees to executives. 
HCM Included the points are following:
1)Core HR and payroll:-
· Consolidate all workforce related core process and data onto a single platform.
· Depict and analyze your organization and reporting structure.
· Create and manage tailor made benefits packages.
2) Time & attendance:-
·    Improve productivity by automating paper based HR process.
· Enable employees to manage important life and work events on their own.
· Bring your disturbed workforce together in an employee inattention center.
3) Talent manage:-
·   Attract, acquire, educate and develop talent.
· Align team and individual goals with cooperate goals and strategies.
Maximize the impact of training.
Service

· A service is an act or performance offered by one party to another. Although the process may be tied to a physical product, the performance is transitory, often intangible in nature and does not normally result in ownership of any of the factors of production.

· A service is an economic activity that creates value and provides benefits for customers at specific times and places by bringing about a desired change in, or behalf of, the recipient of the service.

 More amusingly service have also been described as something that can “be bought and sold, but which cannot be dropped on your foot.”
 In India, customer service is largely associated with loyalty programmers, however by itself, customer service is a subject of a phenomenal amount of research world over. Customer service continues to remain an enigma to most retailers. Defining customer service is difficult as the concept itself is multi-faceted. The definition given by lovelock focuses on various aspects:
“Customer service is a task, other than proactive selling, that involves interactions with customers in person or by telecommunications, mail or automated processes. It is designed,
Performed and communicated with two goals in mind: operational productivity and customer satisfaction.”
Thus, customer service may be termed as all the functions and activities performed by a retailer in order to satisfy the customer, thereby building customers of life. In case of most customers, what is uppermost in the mind is their last experience with the retailer. They may have had a positive experience on the past ten occasions, but if the eleventh experience with the brand has been negative, it will subsume all the good ones that came before. Hence, customer service has infact, become a necessity.


Service Type
· A service type is a category of related services that share the same schemas.
· It defines the schema attributes that are common across a set of similar managed resources.
· Service types are used to create services for specific instances of managed resources. For example, you might have several Lotus Domino servers that users need access to; you might create one service for each Lotus Domino server using the Lotus Domino service type.
That is, service types are created from adapters that define how Tivoli Identity Manager Express communicates with the managed resources. 
A service type is defined in the service definition file of an adapter, which is a file that contains the profile. For example, a service type is defined in the WinLocalProfile.jar file. 
 
· Types of service-learning activities include direct service, indirect service, advocacy, and how they are served, distinguishes the different types.
· community-based  research. Who is served, and Direct Service
Direct service activities are those that require personal contact with people in need. This type of service is generally the most rewarding for students because they receive immediate positive feedback during the process of helping others.

Different types of services that are offered in the community:
· Household services include the services such as household repairs or maintenance. These include the services offered by the electricians, carpenters, masons, plumber, house painters, appliance repair shops, and several others.

· There are many types of services that are offered in the community by different organizations either by companies, private agencies or by the government sector. Some of these services are;
·  Education
·  Communication
·  Transportation
·  Trade
·  Healthcare
·  Real State
·  Food Service
·  Utilities
·  Legal Services,
·  Beauty Care
·  Household Services
·  Professional Services 
·  Medical Care.
Service of  Process
Service process redesign revitalizes processes that have become outdate. This does not necessarily mean that processes were poorly designed in the first place. Rather, changes in technology, customer needs, added service features, add new offerings have made existing processes crack and creak.  Mitchell T. Rubkin. M.D., formerly president of boston’s beth Israel hospital (now beth Israel-deaconess medical center), characterized the problem as “institutional rust” and declared “institution are like steel beams-they tend to rust. What was once smooth and shiny and nice tends to become rusty. “11 He suggested that there are two main reasons for this situation. The first involves external environmental changes that make existing practices obsolete and require  redesigned  of the underlying processes-or even creation of new processes-in order for the organization to remain relevant and responsive Environmental factors in health care include changes in competitive activity. Legislation, technology, health insurance policies, and customer needs.
The second reason for institutional rusting occurs internally and often reflects a natural deterioration of internal processes, creeping bureaucracy, or the evolution of spurious, unofficial standards, such symptoms as extensive information exchange, data redundancy. A high ratio of checking or control activities to value-adding activities, increased exceptions processing, and growing number of customer complains about inconvenient and unnecessary procedures often indicate that the process is not working well and requires redesign. 
Examining blueprint of existing services may suggest opportunities for product improvement that might be achieved by reconfiguring delivery system, adding or deleting specific elements, or repositioning the service to appeal to other segments. For examples, Canadian pecific hotels decided to redesign its hotel services. It had already been successful with convention, meetings, and group travel but wanted to build greater brand loyalty among business travelers. The companies blueprint the entire “guest experience” from pulling up at the hotel to getting the car keys from the valet. For each encounter. Canadian pecific defined an expected service level based on customer feedback and created systems to monitor service performance.  It also redesigns some aspects of its service processes to provide guests with more personalized service. Te payoff for implementing these redesigned efforts was a 16 percent increase in its share of business travelers in a single year.
Manager in key of service process redesign projects often do not want to spend more money on better quality. Rather, they aim to achieve a quantum leap in both productivity an service quality at the same time. Restructuring or reengineering the ways in which task are performed has significant potential to increase output , especially in many backstage jobs. Redesigned efforts typically focus on achieving the following key performance measure:
1) Reduced number of service failures
2) Reduced cycle time from customer initiation of a service process to its completion 
3) Enhanced productivity 
4) Increased customer satisfaction.
Service process redesign encompasses reconstitution, rearrangement, or substitution of service processes. These efforts can be categorized into a number of types, including:
· Eliminating non-value-adding steps. Often, activities at the front and back-end processes of services can be streamlined with the goal of focusing on the benefit-producing part of the service encounter. For example, a customer wanting to rent a car is not interested in filling out forms or processing payment and check of the returned car. Service redesign streamlines these tasks by trying to eliminate non-value –adding steps. The outcomes are typically increased productivity and customer satisfaction.
· Shifting to self-service. Significant productivity and sometimes even service quality gains can be achieved by increasing self-service when redesigning services. For examples, FedEx succeeded in shifting more than 50 percent of its call centers by some 20,000 persons.
· Delivering direct service. This type of redesign involves bringing the service to the customer instead `of bringing the customer to the service firm. This is often done to improve convenience for the customer but can also but can also result in productivity grains if companies can do away with high rent locations.
· Bundling services. Bundling services involves bundling. Or grouping, multiple services into one offer, focusing on a well-defined customer group. Bundling can help increase productivity, the bundle is already tailored for a particular segment, making the transaction faster, and the marketing costs of each service are often reduced, at the same time, bundling adds value to the customer through lower transaction costs of each service are often reduced, at the same time, bundling adds value to the customer through lower transaction costs and often has a better fit to the needs target segment.
· Redesigning the physical aspects of services processes. Physical service redesign focuses on the tangible elements of a service process and includes changes to the service facilities and equipment to improve the service experience. This leads to convenience and productivity and often also enhances the satisfaction and productivity of frontline staff.
Effect of service
· EFFECTIVE SERVICE RECOVERY:-
Service recovery is an umbrella term for systematic efforts by a firm to correct a problem following a service failure and retain a customer‘s goodwill. Services recovery efforts play a crucial role in achieving customer satisfaction. In every organization, things may occur that have a negative impact on its relationships with customers. The true test of a firm’s commitment to satisfaction and services quality isn’t in advertising promises but in the way it responds when things go wrong for the customer.
Effect service recovery requires thoughtful procedures for resolving problems and handling disgruntled customer. It is critical for firms to have effective recovery strategies, because under the following conditions, even a single services problem can destroy a customer’s confidence in a firm.
· The failure is totally outrageous.
· The problem fits a pattern of failure rather than being an assonated incident.
· The recovery efforts are weak, services to compound the original problem rather than correct it.

The risk of defection is high, especially when a variety of competing alternatives are available. One study of customer switching behavior in services industrial found that close to 60 percent of all respondents who reported changing suppliers did so because of a services failure: 25 percent cited failures in the core service, 19 percent reported an unsatisfactory encounter with an employee, 10 percent reported an unsatisfactory response to a prior service failure, and 4 percent described unethical behavior on the part of the provider.
	
· Effective service recovery on customer loyalty
When complaints are satisfactorily, resolved the customers involved are much more likely to remain loyal. TARP research found that intentions to repurchase for different types of products ranged from 9 to 37 percent when customers were dissatisfied but did not complain. For a major complaint, the retention rate increased from 9 to 19 percent if customer complained and the company offered a sympathetic ear but was unable to resolve the complained to the satisfaction of the customer. If the complaint could be resolved to the satisfaction of the customer, retention rate jumped to 54 percent. The highest retention rate was achieved when problems were fixed quickly, typically on the spot, whereupon it jumped to 82 percent. 

The conclusion to be drawn is that complaint handling should be seen as a profit center and not a cost center. When a dissatisfied customer defects, the firm loses more than the value of the next transaction. It may also lose a long term stream of profits from that customer and from anyone else who switches suppliers or is deterred from doing business with that firm because of negative comments from an unhappy friend, thus it pays to invest in service recovery designed to protect those long term profits.

· The service Recovery paradox:
         The service recovery paradox refers to the something observed effect that customers who experiences a service failure and then have it resolved to their full satisfaction are more likely to make future purchases than are customer who have no problem, in the first place. A study of repeated service failures in a retail banking context showed that the services recovery paradox help for the first services failure that was recovered to customers’ full satisfaction. However, when a second service failure occurred, the paradox disappeared. It seems that customers may forgive a firm once but get disillusioned it failures recur. 
        Some recent studies have challenging the existence of the service recovery paradox. For example, Andresen conducted a major study with some 8600 telephone interviews across a wide range of consumer services. The findings showed that after a services recovery, customers’ intention to repurchase, and their perception of the company, never surpassed the ratings of satisfied customers who did not experience a service problem in the first place.
        The best strategy is to do it right the first time. As Michael Hargrove puts it: “Service recovery is turning a service failure in to opportunity you wish you never had.” It is critical that service recovery be well executed, but failures cannot be tolerated. Unfortunately, empirical evidence shows that a large proportion of customers are dissatisfied with the outcome of their complaints. In recent studies, some 40 to 60 present of customers reported dissatisfaction with the service recovery process.

SOFTWARE AS A SERVICE (SaaS)
· Software as a service is a model of software delivery where the software company    provides maintenance, daily technical operation, and support for the software provided to their client. 
· It assumes the software is delivered over the internet.
· Software delivered to home consumers, small business, medium and large business.

A typical SaaS deployment does not require any hardware and can run over the existing Internet access infrastructure. Sometimes, changes to firewall rules and settings may be required to allow the SaaS application to run smoothly. A SaaS application can be   configured using APIs but multi-tenant SaaS applications cannot be completely             customized.

The SaaS vendor assumes all the support, training, infrastructure and security risks in exchange for the recurring subscription fees. The SaaS service model is designed to deliver business applications anywhere, anytime which in turn requires the SaaS vendor to employ dedicated support teams and staff that make themselves available to customers on short notice. Along with the personnel comes reserve capacity to handle any spikes in usage, outages or network mishaps and to do this continuously, globally and securely.
Architecturally, the preferred SaaS model is multi-tenant:
· In summary the key characteristics of a SaaS application are:

1. No difference between the license fee and the hosting fee. 
2. The application is delivered over a web browser or other thin client. 
3. The application is configurable, but not customizable. 

· What are the Requirement that Drive the Acquisition of a new Software      Application?

1. End-User Requirements.
2. Business Requirements.
3. Company/Corporate Requirements.
4. Operational and IT Requirements.

· What are the cost drivers companies need to look ad when completing a TCO  analysis?

1) Capital Expenses : 
With SaaS, there are no perpetual software licenses to buy. The nature of SaaS is      that you pay for what you use. Most SaaS models have a recurring cost structure. You pay a monthly or annual service fee for as long as you use the service. This service fee typically includes maintenance, support, training and upgrades and is inclusive of all      hardware, networking, storage database, administration and other costs associated     with SaaS delivery.
2) Design and Deployment Costs :

Most SaaS applications can be deployed and put into production much faster and for a fraction of the cost compared to a traditional software solution. This is very important when the opportunity costs of getting the application out are high. On the flip side, because a SaaS application is a multi-tenant application, there are less ways to customize the application to fit the business process.
3) Ongoing Infrastructure Costs :

Other than additional Internet bandwidth needs, there are almost no incremental infrastructure costs to handle the growth of a SaaS application. Depending on the SaaS application, the IT organization may also have to deploy a desktop application to allow the end-user to communicate with the application.

4) Ongoing Operations, Training and Support Costs :

SaaS vendors are responsible for the end-to-end delivery of the application. The only responsibility of the IT organization is to make sure that the necessary ports on the firewall are open and that there is enough Internet access capacity available to allow the end-user base to communicate with the application.

SaaS is a recurring service, so for a SaaS vendor the sale does not end when the initial contract is signed. If a customer does not use the application, they can simply choose not to renew the contract at the end of the contract term. This is called churn.

 	A traditional software vendor does not have to worry about churn, since customers buy upfront perpetual user licenses. As a result, SaaS vendors have a vested interest in seeing customers widely adopt and use the application. It is for this reason that almost all SaaS vendors focus on making their products easy to use and offer initial and ongoing end-user training, and this training is in most cases included in the service fees. This is for the same reasons they offer ongoing training services; if customers churn because of training or support issues, it will have an immediate impact to the SaaS vendor’s bottom line.

Payroll System
Payroll Definition:
                 Payroll is defined as a method of administrating employees’ salaries in the organizations. The process consists of calculation of salaries and tax deductions of the employees, administrating the retirement benefits and disbursements of salaries to employees. It can also be called as an accounts activity which undertakes the salary administration of employees in the organization. 

Administrating the employees’ salaries is not an easy task, the HR and accounts department work together to calculate and disburse the salary to the employees. Thus, payroll management can be further subdivided into two sub processes, i.e. Payroll accounting and payroll administration. 
Payroll accounting calculates the payment of work done by an employee. Payroll function does the following: 
· Compute employees gross salary
· Make necessary deductions
· Calculate Net salary
· Generate Checks or direct deposits.
Payroll Accounting:
               Payroll accounting involves calculations of employees’ salaries and tax deductions. It also undertakes the activities such as preparation of tax returns, maintaining the payroll records, etc.

Payroll Administration:
            Payroll Administration involves managerial activities such as maintaining employees’ records, referring employment laws. Here, the HR comes into picture which maintains the daily record if employees attendance.

           Database of employees is maintained. Employee’s details such as name, employee ID, basic salary, daily attendance, etc are recorded. Gross Salary is calculated after adding the allowances and incentives to the basic salary of the employee. Net salary is calculated by deducting the tax and other calculated deductions (loan installments, etc).
	Payroll refers to the administration of employees' salaries, wages, bonuses, net pay, and deductions. It consist of the employee ID, employee name, date of joining, daily attendance record, basic salary, allowances, overtime pay, bonus, commissions, incentives, pay for holidays, vacations and sickness, value of meals and lodging etc. There are some deductions such as PF, taxes, loan installments or advances taken by employee. 

Payroll is administered on monthly basis and annual basis. 

            While administrating the monthly payroll basic salary, HRA, conveyance, and other special allowances such mobile, etc are considered. There are some deductions,


which are provident fund (12%) of the salary, taxes and other deductions.


     Deductions such as tax and loan/advances taken by the employee from organizations are deducted only where applicable. Dearness Allowance and House rent allowance is provided at a fixed rate stated by the employment law. Provident fund is deducted from the gross salary of employee on the monthly basis as per the employment law, which is provided later to the employee. Organizations also contribute the same amount to the provident fund of the employee. 

Annual payroll consists of leave travel allowances, incentives, annual bonuses, meal vouchers/reimbursements, and medical reimbursements. 
     
Allowances, incentives, bonuses and reimbursements are based on organizational policies. Some organizations provided the allowances on a fixed rate say 10% or 12% of the basic salary. Some organizations go for performance based incentives.
	Calculation of gross salaries and deductible amounts is a tedious task which involves risk. Some of the organizations use the traditional manual method of payroll processing and some go for the advanced payroll processing software. An organization opts for any of the following payroll processing methods available:

Manual System :
              Manual payroll system is the traditional payroll system which involves pen and ink, adding machine, spreadsheet, etc instead of computers, software and other computerized aids. The process was very popular when there were no computerized means for payroll processing.



Now-a-days it is only few small scale organizations in the remote areas that use the manual payroll. Sometimes the construction industry and manufacturing industry also use the manual payroll systems for the contractual labour, as theses contracts are on daily/weekly basis.
There is full control in the hands of owner. But the process is tedious, time consuming and risk as it is more prone to errors.   



      
Figure: Various Payroll Processes

Accountant:
Accountant is a professional having a degree/diploma course in finance/accountancy. He/she is responsible for all the activities related to payroll accounting. He/she has the sound knowledge of accounting principles and globally accepted standards. 
The process adds costs to the organization. It involves paying someone who is responsible for calculating the salaries of others. The financial control regarding salary goes in the hand of accountant. 

Payroll Software:
In today’s computerized environment, payroll system has also developed itself into automated software that performs every action needed by the payroll process. It helps in calculating the payable amounts and deductions very easily. It also helps in generating the pay slips in lesser time. Automated calculations result in no errors. Data is validated automatically by the software.
It needs professionals to make use of the software for its efficient working.

Payroll Outsourcing:
Payroll outsourcing involves a third party (an outsourcing company) in the calculations of salaries and deductions. The outsourcing organization is responsible for all the activities of the payroll accounting. It saves time and cost for the organization. If there is more number of employees (say more than 900-1000) in the organization, payroll outsourcing would be very much beneficial.

The data is provided to the consultants/outsourcing firms. The various payroll functions undertaken by the outsourcing organizations are as follows:
· Analysis of Payroll records, payroll taxes 
· Medical claim processing
· Employee Insurance & Provident fund processing
· Quality Audit procedures & planning

Introduction to Logistics
[bookmark: definition]Definition:--
1. Logistic=Supply + Material Management Distribution
2. Logistic is the art and science of managing and controlling the flow of goods, energy, information and other resources.
3. LOGISTIC is…. The Management of all activities which facilitate movement and the co-ordination of supply and demand in the creation of time and place utility.
 -Hesket, Glaskowsky and live, 1973
4. Logistics is a diverse and dynamic function that has to be flexible and has to change according to the various constraints and demands imposed upon it and with respect to the environment in which it works.
Introduction:--

    The key components of distribution have been an important Feature of industrial and economic life for counters
years, but it isonly in the relatively recent past that distribution has been recognized as a major function in its own right. The main reason for this has probably been the nature of distribution itself.
	It is a function made up of many sub-functions and may sub-system,   each of which has been, and may still be treated as a distinct management Operation.

	Both the academic and the business world now accept that there is a need to adopt a more logistic view of these different operations in order to take into account how they interrelate and interect with one another.
	The appreciation of the scope and importance of distribution and logistics has led to a more scientific approach has been aimed at the overall concept of the logistic function as a whole and also at individual sub-systems. Much of this approach has addressed the need for, and means of planning distribution and logistics, but has also considered  some of  the major operational issues.

	It begins with a consideration of the scope and defined of distribution and logistics, and then look at some of the main elements that are   key to the function itself.
	A review of the historical growth of distribution and Logistic is followed by an assignment of its importance throughout the world.

Scope:-
	
	Payroll to the growth in the importance of distribution and logistic has been the growth in the number of associated names and different definitions that are   used.
Some of the difference name that have been applied to   definition and logistics include:

1. Physical Distribution .
	2. Logistic.
	3. Business Logistic.
	4. Material Management.
	5. Procurement and supply.
	6. Product flow.
7. Marketing Management.
8. Supply chain Management.
9. Demand chain Management.
 Fierce competition in today’s market has forced business enterprises to invest in and focus on supply chains. The growth in telecommunication and transportation technologies has led to further growth of the supply chain. The supply chain, also known as the logistics network, consists of suppliers, manufacturing centers, warehouses, distribution centers and retail outlets, as well as raw materials, work-in-process inventory and finished products that flow between the facilities.
The logistics management takes into consideration every facility that has an impact on cost. It plays an important role in making the product conform to customer requirements. Also it involves efficient integration of suppliers, manufacturers, warehouses and stores and encompasses the firms’ activities at many levels, from the strategic level through the tactical to the operational level.
 Logistics refers to the movement of materials within a production Facility, the shipment of incoming materials from suppliers and the shipment of outgoing product to customers. Materials include  all the physical items used in the production process such as raw Materials, Parts, Components, Consumable Supplies, Fuel, Equipments, tools, Office supplies and so on.
Logistics is the positioning of resource at the right time, in the right place, at the right cost, at the right quality.  -(Chartered Institute of logistics and Transport (UK), 2005)

Logistics concerns the efficient transfer of goods from the source of supply through the place of manufacture to the point of consumption in a cost-effective way whilst providing an acceptable service to the customer.
The major components of distribution & logistics include transport, warehousing, inventory, packaging & information. This list can be exploded once again to reveal the detailed aspects within the different components.
All of these functions and sub-functions need to be planned in a systematic way, in terms both of their own local environment and of the wider scope of the distribution system as whole. A number of questions need to be asked and decisions made. figure(a)-The key components of distribution and logistics, shown some of the associated detailed elements.
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Logistic Process
	
Logistics processes facilitate the relationships between production and the movement of products.
Types of logistic process
1.Key logistic process:
 Other fulfillment: It is concerned with the ability to turn customer’s specified requirements into an actual delivered order.
-It will involve the information elements of receiving and documenting an order through to the physical means of selecting and delivering the goods.

0. New product development: The aim is to link the development of the product the logistic requirements so that all secondary developments identified and re-engineered in the shortest possible time.

0. Product return: There is a growing requirement in many businesses to provide an effective process for the return of products.
  There are other associated processes that could be relevant such as:
1. Supplier  integration
1. Quality
1. Strategic management
1. Maintenance
1. Human resource management
1. [image: C:\Users\aditya\Pictures\pic1.jpg]Environmental management

These can be used to help identify those particular processes that need to be highlighted for specific development. The processes are as follows:

5. Basic process: Those processes that are not really recognised as essential to a business but are never the less a pre requisite.

5. Benchmark process: Those processes that are seen to be  important to the customers and must be of at least an acceptable standard even to begin to complete satisfactory in a given market
	Approach

A broad approach to process design is outlined:
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What is procurement ?
Procurement is also known as purchasing and supply ,are amongst the key links in the supply chain and as such can have a significant influence on the overall success of the organization. Ensuring that there are sufficient supplies of raw materials at the right price of the required quality, in the right place and at the right time is obviously crucial to any manufacturing plant. So important is this process that over the years many organizations have developed large department to deal with the sheer weight of supplier transactions.
Recently, however, many companies have been reducing the number of suppliers they deal with in order to reduce the cost of these transaction.
In addition to supplier reduction programmes, many companies have tried to move away from the traditional adversarial relationship with suppliers and towards a more partnership-based approach. This style of relationship recognizes that both parties need to make a profit to survive but that there may be areas where, through co-operation, real cost may be removed from the supply chain.
Of course, procurement is not just about raw material. The following may also need to be acquired.
· Utilities-gas, water, electricity and telephone;
· Fuel-diesel, petrol and heating fuel;
· Capital assets-machinery, vehicles and buildings;
· Corporate travel and hotels;
· Stationery;
· Consultancy;
· Outsources services-distribution contracts, IT services, etc;
· IT equipment-hardware, software and support.

      Very large sums of money are involved in the above areas of purchasing, with different emphasis placed on different elements depending on the business of the organization concerned. For a transport company, fuel may represent as much as 35 percent of the total operating budget, but for a manufacturing plant the major cost may be in the plant running costs. These costs need to be carefully managed, but the first step is to determine some purchasing objectives.
Managing suppliers is another crucial aspect of procurement. ’How many suppliers should we have?’ ‘How will we assess their performance?’ and ‘should we make or but this component?’ are all key questions that need to be answered if a procurement strategy is to work to the benefit of the business.
Setting the procurement objectives
When setting procurement objectives, consideration should be given to the following:
· Ensuring the supply of raw materials and other supplies;
· Vendor managed inventory (VMI);
· The quality of supplies;
· Product specification;
· The price;
· The origin of the supplies;
· The method of supplies, eg: JIT-style deliveries;
· The mode of transport used;
· A hierarchy of importance, eg: key raw materials would have precedence over office stationery;
· Whether to make yourself or buy from a supplier.



Logistics and Supply Chain Management
· Supply Chain Management

· Supply chain management is a cross-functional approach to manage the movement of raw materials into an organization, certain aspects of the internal processing of materials into finished goods, and then the movement of finished goods out of the organization toward the end-consumer. 
· Supply chain management (SCM) is the management of an interconnected or interlinked between network, channel and node businesses involved in the provision of product and service packages required by the end customers in a supply. Supply chain management spans the movement and storage of raw materials, work-in-process inventory, and finished goods from point of origin to point of consumption. It is also defined as the "design, planning, execution, control, and monitoring of supply chain activities with the objective of creating net value, building a competitive infrastructure, leveraging worldwide logistics, synchronizing supply with demand and measuring performance globally." 
· SCM draws heavily from the areas of operation management , logistics ,  procurement,  and information technology, and strives for an integrated approach. 
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Global Supply Chain
· The activities involved in Supply chain are
· Purchasing
· Manufacturing
· Logistics
· Distribution
· Transportation and 
· Marketing 

· Logistic
· Logistics is the management of the flow of resources between the point of origin and the point of consumption in order to meet some requirements, for example, of customers or corporations. The resources managed in logistics can include physical items, such as food, materials, equipment, liquids, and staff, as well as abstract items, such as time, information, particles, and energy. The logistics of physical items usually involves the integration of information flow, material handling,  production,  packaging,  inventory,  transportation,  warehousing, and often security. The complexity of logistics can be modeled, analyzed, visualized, and optimized by dedicated simulation software. The minimization of the use of resources is a common motivation. It is essentially a planning process and an information activity, So A integrative process that optimizes the flow of material and supplies through the organization and its operations to the customer.

· Logistic recognizes that all the activities of material movement across the business process are interdependent and needs close coordination and these are to be maintained as a system and not the functional Silos.

· Logistics  is the process of planning , implementing and controlling the efficient, cost-effective flow and storage of raw materials, in- process inventory, finished goods and related information from point of origin to point of consumption for the purpose of conforming to customer requirements The mission of logistics is to get the right goods or services to the right place, at the right time, and in the desired condition and quantity in relation to customers order  
· Logistic Mix including following functional Areas
· Materials Management:  
The materials management component is the foundation for the logistics functions of a company. The component includes purchasing functionality, inventory movements, accounts payable and the material master file, which contains the information on all materials and services used at a company.

· Sales and Distribution:  
The sales and distribution component incorporates the processes from customer order to the delivery of the product to the customer. The component includes the sales functions, pricing, picking, packing and shipping.

· Quality Management:   
The quality management component is used to ensure and improve on the quality of your company’s products. The functions of this component include the planning and execution of quality inspections of purchased and finished products.


· Plant Maintenance:  
The plant maintenance component is used to maintain the equipment that is used in the production of your company’s finished products. The component focuses on the planning and execution of preventive maintenance on equipment and tools used in the production process.


· Production Planning:  
The production planning component manages a company’s production process. The functions of this component include capacity planning of a company’s production, master production scheduling (MPS), material requirements planning (MRP) and the shop floor functions of producing a company’s finished products.

· Customer Service:
The customer service component manages a company’s service that it provides to customers for repairs and warranties. Items can be sent back for repair or visits made by staff to customer facilities. If a company makes finished products that are sold with warranties, then the SAP customer service component will help a company to service and repair those items with maximum efficiency.

· Warehouse Management:
 The warehouse management component helps companies to accurately manage inventory and maximize storage capacity. This component can reduce time it takes to place and remove items from the warehouse by suggesting the most efficient location to store a material and the most efficient way to place and remove that material from the warehouse.
· And of course there is additional functionality that integrates with the Logistics area, such as Transportation Management, Batch Management, Handling Unit Management, Logistics Information System (LIS), Variant Configuration, Engineering Change Management, Project Systems (PS) and Environmental, Health, and Safety (EHS). All of these can be important in the Logistics area, depending what a company requires.
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Overview of Logistic in SCM
Warehouse Management
·   Warehouses are crucial component of modern supply chains. They are  likely  to be involved in various  stages  of  the sourcing , production  and  distribution of goods , from the handling of raw materials  and work  work-in –progress  through to finished  products. 
·   Warehouses are an integral part of the supply chains in which they operate , and  therefore recent trends , such as  increasing market volatility , product range proliferation and shortening  customer lead  times , all have an impact on the roles the  warehouse are required to perform .
·   warehouses need to be designed and  operated in line with the  specific  requirement  of the supply chain as the whole .they  are therefore justified where they are part of  the least-cost supply chain that can be designed to meet the services  levels that need to be provided  to the customer.
· Owing the nature of facilities, staff and equipment required, warehouses are often one of the most costly elements of the supply chain and together their successful management is critical in terms of both cost and service.
· The nature of warehouse within supply chains may have very tremendously, and there are many different types   of classification that can be adopted.

· For example:

· By the stage in the supply chain :
        Materials, work in progress or finished goods; 
· By geographic area :
   
A parts warehouse may serve the whole world, a regional warehouse may serve a number of countries, a national warehouse may serve just one country, or a local warehouse may serve a specific region of a country;
· By product type :

      Small parts, large assemblies, frozen foods,    perishables, security items and hazardous goods;


THE ROLE OF WAREHOUSES

 The prime objective of most warehouses is to facilitate the movement of goods through the supply chain to the end consumer. There many techniques used to reduce the need to hold inventory, such as flexible manufacturing system, supply chain visibility and express delivery, and many of these have been encompassed in a range of supply chain initiatives, 
· For ex:  Just-in-time, efficient consumer response etc. and material against particular contingencies that it is hoped will never occur. 
·  Examples include some major spare parts such as steam turbine rotors for a power station, or emergency/disaster relief supplies. It must be said though that, when such items are required, speed is still of the essence.  


WAREHOUSE OPERATION

· Every warehouse should be designed to meet the specific requirement of the supply chain of which it is a part. 
· Nevertheless there are certain operations that are common to most warehouse. The operation and material flow is shown in fig as below..
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· Receiving :
			This involves the physical unloading of incoming transport, checking, and recording of receipts. It can also include such activities as unpacking and repacking in a format suitable for the subsequent warehouse operations.	

· Reserve storage :
				Goods are normally taken to the reserve or back-up storage area, which is the largest space user in many warehouses. This area holds the bulk of warehouse inventory in identifiable location. When required, the goods are taken from reserve storage.
· Order picking :
				Goods are selected from order picking stock in the required quantities and at the required time to meet customer orders. Picking often involves break-bulk operations, when goods are received from suppliers in, say, whole pallet quantities, but are ordered by customers in less than pallet quantities. If only small quantities of a product are stored in a warehouse, then the reserve and picking stock may be combined, and goods picked from this consolidated area.

· Sortation :
			For small size of order, it is sometime appropriate to a batch no. of orders together and treats them as ‘one’ order for picking purposes, in this case, the picked batch will have to be sorted down to individual orders, ie secondary sortation, before dispatch.

· Collection and added value services :
							After picking, goods are brought together and consolidated as completed orders made ready for dispatch to customers. This can involve packing into dispatch outer cases and cartoons, and stretch and shrink-wrapping for load protection and stability.
Freight Transport
The changing nature of logistics and the supply chain, particularly the more by many companies towards global operations, has had an obvious impact on the relative importance of the different modes of transport. In a global context, more products are moved far greater distances because companies have developed concepts such as focus factories, with a single global manufacturing point for certain products, and because of the concentration of production facilities in low-cost manufacturing locations. Long distance modes of transport have thus become much more important to the development of efficient logistics operations that have a global perspective.Thus,the need to understand the relative merits of,say,sea freight as against air freight is crucial although,for many localized final delivery operations, it is still road freight transport that offers the only real option. All of these developments serve to emphasize the need to appreciate the many different facts of transport modal choice for international logistics.
                  In Europe, road freight transport continues to be the dominant mode of transport, together with coastal transport for bulk movements. A look at recent European statistics confirms this. The upward trend in the use of road transport has continued for many years, and it seems unlikely that the importance of road freight transport will diminish in near future. Rail freight has declined for many years, but is now holding its decline. Inland waterways are still important. The use of pipelines has continued for certain specialized movements. Figure below, based on statistics for the 15 longest standing members of the EU indicates the relative importance of the different modes for freight transportation within Euope.Deep-sea and air freight transport are not represented in these particular statistics because they are mainly concerned with intercontinental freight movements.
The importance of road freight transport is also emphasized when the modal split is compared for freight transport movements within individual countries, as figure below illustrates.However,it is also clear from this figure that for some countries rail freight transport does still play a major role. This applies particularly to the USA, Switzerland, Hungary and Austria. Rail freight transport tends to be more prevalent in countries with a large geographical spread or where there are significant environmental    issues and restrictions.
[image: ]All of the major modes of transport can be considered for the movement of goods internationally. The selection of the most appropriate transport mode is thus a fundamental decision for international distribution and logistics, the main criterion being the need to balance costs with customer service. There are very significant trade-offs to be made when examining the alternatives available between the different logistics factors and the different transport modes.

CONVENTIONAL SEA FREIGHT
		Of the main alternative types of sea freight, both the conventional load and the unit load are relevant. The unit load (container) is considered later. For conventional sea freight, the main points to note are:
· Cost economics. For some products, the most economic means of carriage remains that of conventional sea freight. This particularly applies to bulk goods and to large packaged consignments that are going long distances. Where speed of service is completely unimportant, then the cheapness of sea freight makes it very competitive.
· Availability. Services are widely available, and most types of cargo can be accommodated.
· Speed. Sea freight tends to be very slow for several reasons. These include the fact that the turnaround time in port is still quite slow, as is the actual voyage time.
· Need for double handling. Conventional sea freight is disadvantaged by the slow handling methods still used. This is especially true when compared with the more competitive ‘through transport’ systems with which sea freight must compete. The problem is particularly apparent on some of the short sea routes.
· Delay problems. There are three major delay factors that can lead to bad and irregular services, as well as helping to slow up the transport time itself. These are over and above the journey time. They are pre-shipment delays, delays due to bad weather, missed tides, etc.
· Damage. The need to double-handle cargo on conventional ships tends to make this mode more prone to damage for both products and packaging.
INTERNATIONAL ROAD FREIGHT
		Compared with the other forms of international freight transport, the major advantages and disadvantages of road freight transport services are as follows:
· They can provide a very quick service (ferry and tunnel schedules can be carefully timed into route plans if they are a necessary part of the journey).
· For complete unit loads with single origin and destination points, they can be very competitive from the cost viewpoint.
· There is a greatly reduced need to double-handle and trans-ship goods and packages, and for direct, full-load deliveries this is completely eliminated. This saves time and minimizes the likelihood of damage.
· Packaging cost can be kept to a minimum because loads are less susceptible to the extreme transit ‘shocks’ that other modes can cause.
· The system can provide regular, scheduled services due to the flexibility of road vehicle scheduling.
· Road freight transport can lose its speed advantage when used for less than lorry-sized loads. These entail group age and so involve double-handling (at both ends of the journey), additional packaging and time delay. 
RAIL FREIGHT
		This is particularly true for bulky and heavy consignments that require movement over medium to long distances and where speed is not vital. The principal disadvantages of conventional rail freight are as follows:
· Rail wagons are prone to some very severe shocks as they are shunted around goods yards. Shunting shocks can cause damage to products. To overcome this, costly packaging needs to be used.
· There is a need to double-handle many loads because the first and last leg of a ‘through’ journey often needs to be by road transport.
· There are a limited number of railheads available at factories and depots, making direct origin-to-destination journeys very rare. In recent years, many companies with railway sidings on their premises have closed them down due to their high cost of upkeep and operation.
· In general, rail transport is a very slow means of carriage-particularly. When the whole journey is taken into account. Many freight trains have to fit their schedules around passenger trains, which take priority. This can cause significant time delays to the rail freight.
· Rail freight transport can be very unreliable. Batches of wagons may arrive at irregular intervals. This can cause further delays for international traffic if a complete shipment is on a single customs document.
· For international movements, there are significant compatibility issues (especially across Europe). These include variations in track gauge sizes, bridge heights and (lack of) electrification. 
AIR FREIGHT
	The use of air freight as an alternative transport mode has grown rapidly in recent years. Major developments in the areas of integrated unit loads, improved handling systems and additional cargo space, together with the proliferation of scheduled cargo flights, have increased the competitiveness and service capability of air freight.
 	The major attributes of air freight are as follows:
· Air freight compares very well with other transport modes over longer international movements. This is because it has very rapid airport-to-airport transit times over these longer distances.
· Although air freight is very quick from airport-to-airport, there can be a tendency for this speed factor to become less of an advantage because time can be lost due to airport congestion and handling, paperwork and customs delays.
· One particular advantage is known as ‘lead-time economy’. This is where the ability to move goods very quickly over long distances means that it is unnecessary to hold stocks of these items in the countries in question (spare parts, etc).The short lead time required between the ordering and receiving of goods, and the resultant saving in inventory holding costs give this benefit its name of ‘lead-time economy’.
· The air freighting of products allows for a great deal of market flexibility, because any number of countries and markets can be reached very quickly and easily. This is particularly advantageous for a company that wishes either to test a product in a given area or to launch a new product. The flexibility of air freight means that a company need not necessarily set up extensive stock-holding networks in these areas.
· The movement of goods by air freight can result in a marked reduction in packaging requirements. The air freight mode is not one that experiences severe physical conditions, and so its consignments are not prone to damage and breakages.
· The European Union has required the introduction of an electronic tachograph that will be fitted with a smart card rather than the existing system of recording driver’s activities on a wax-covered disk.
· One of the advantages of this development is that it will allow the smart card information to be easily downloaded into the fleet management system.

Material Management
Materials management is part of business logistics and refers to overseeing the location and movement of physical items or products. There are three main elements associated with such management: spare parts, quality control, and inventory management. Materials management is important in large manufacturing and distribution environments, such as warehouses, where there are multiple parts, locations, and significant money invested in these items.
Every organization, big or small, depends on materials and services from other organizations to varying extents. These materials and services are obtained through exchange of money and the physical arrangement of it all is called Materials Management or even Material Management.
Supply Chain Materials Management Areas of Concentration
Basic Purpose and Function
For many companies, materials management ensures the proper tracking of different goods within an organization. This can include items manufactured by a business, as well as those supplies and materials that are bought from another producer by that company. Each of these items represents a direct financial value for a business, and many companies employ individuals specifically to oversee such materials.
Standards
There are no standards for materials management that are practiced from company to company. Most companies use ERP systems such as SAP, Oracle, BPCS, MAPICS, and other systems to manage materials control. Small concerns that do not have or cannot afford ERP systems use a form of spreadsheet application to manage materials. Some other construction projects use barcode and GPS materials management systems like Track them.
Materials management is not a science and depending upon the relevance and importance that company officials place upon controlling material flow, the level of expertise changes. Some companies place materials management on a level whereby there is a logistics director, other companies see the importance level as managing at the plant level by hiring an inventory manager or materials manager, and still other companies employ the concept that the supervisors in the plant are responsible accompanied by a planners.
Because there are no standards there is only best practices for any particular business sector that are widely used. For example, the generation of releases to the supply base come in many forms from the lowest level that requires sending facsimilies and PDF files, the EDI information exchange, to the ultimate practice of a supplier web base site.
Importance of Spare Parts
The first element in materials management involves spare parts at a business. A detailed business process is required to determine the order point for spare parts, identify the ideal quantity to order, and process receipt of the parts to make sure they are in the correct place. Spare parts are integral to the continuing operation of production lines and related equipment. Poor management of this process can cause downtime and loss of production as machines break down without the parts available to repair them. 
Quality Control in Business
Quality control, ensuring products are of high and consistent value, is a major part of materials management. The creation of material standards, inspections, and a returns process is a primary responsibility of employees at a company. All parts and materials must be tested to ensure that a specific level of quality is met. This is typically completed before a payment is issued to a supplier, ensuring that the supplier has met the conditions of their contract. 
Inventory Management Procedures
Inventory management is the accurate tracking of all materials in a company’s inventory. A company has typically purchased these items from another supplier. There are three possible areas of loss that are reduced through effective inventory management: shrinkage, misplacement, and short shipments.
Shrinkage is a general materials management term used to describe the loss of materials once they have reached a company. This type of loss can be due to theft or damage. Loss through misplacement is most commonly found in very large organizations or warehouses. Material is received by the shipper and then frequently moved to another location by the distribution staff. However, if it is moved to the wrong location, it can become lost and counted as never having been received. 
Short shipments occur when the quantity received is less that the number on the packing slip. This must be identified and corrected as soon as possible, preferably before the shipper receives the package. The more time that passes before it is realized, the greater the risk of a supplier insisting that the product was shipped correctly, and the loss occurred within the customer's warehouse. 
Specific Industries
Certain fields, such as healthcare, rely on materials management to ensure different goods are stored properly. Medicines and powerful pharmaceutical drugs are often kept at hospitals and similar healthcare facilities. These products are stored, tracked, and monitored daily to ensure they are not stolen or abused by patients or staff at a hospital. Similar procedures may be used in research labs that house chemicals or biological components that may be potentially dangerous or used to create weapons.
Materials Management Challenges
The major challenge that materials managers face is maintaining a consistent flow of materials for production. There are many factors that inhibit the accuracy of inventory which results in production shortages, premium freight, and often inventory adjustments. The major issues that all materials managers face are incorrect bills of materials, inaccurate cycle counts, un-reported scrap, shipping errors, receiving errors, and production reporting errors. Materials managers have striven to determine how to manage these issues in the business sectors of manufacturing since the beginning of the industrial revolution. Although there are no known methods that eliminate the afore mentioned inventory accuracy inhibitors, there are best methods available to eliminate the impact upon maintaining an interrupted flow of materials for production.
One challenge for materials managers is to provide timely releases to the supply base. On the scale of worst to best practices, sending releases via facsimile or PDF file is the worst practice and transmitting releases to the supplier based web site is the best practice. Why? The flaw in transmitting releases via facsimile or email is that they can get lost or even interpreted incorrectly into the suppliers system resulting in a stock out. The problem with transmitting EDI releases is that not all suppliers have EDI systems capable of receiving the release information. The best practice is to transmit the releases to a common supplier web base site where the suppliers can view (for free) the releases. The other advantage is that the supplier is required to use the carrier listed in the web site, must transmit an ASN (advanced shipping notification), and review the accumulative balances of the order.
Improving circulation infrastructure
Redundancy can be reduced and effectiveness is increased when service points are clustered to reduce the amount of redundancy. An effective materials management program can also resolve “island” approaches to shipping, receiving, and vehicle movement. Solutions can include creating a new central loading location, as well consolidating service areas and docks from separate buildings into one. Developing better campus circulation infrastructure also means re-evaluating truck delivery and service vehicle routes. Vehicle type, size, and schedules are studied to make these more onment for other uses.
Materials Management Week
Each year, an entire week is dedicated to celebrating resource and materials management professionals for their outstanding contributions to healthcare and the overall success of the supply chain. Sponsored by the Association for Healthcare Resource & Materials Management (AHRMM), National Healthcare Resource & Materials Management Week (MM Week) provides an opportunity to recognize the integral role materials management professionals play in delivering high-quality patient care throughout the health care industry. In 2010 Material Management Week is October 4-10.



Materials Management Campus Planning and Building Design
Overview
Materials management plans and designs for the delivery, distribution, storage, collection, and removal of occupant-generated streams of materials and services. It is usually an additional service that is offered as part of a campus planning process or a building design project. It is most beneficial for university, health care, and corporate environments. Materials management looks at the planning and design considerations needed to support the efficient delivery and removal of goods and services that support occupant activity. The streams of occupant-generated materials and activity include mail, office supplies, lab supplies, food, special deliveries, custodial services, building supplies, waste and recycling, and service calls.
A materials management plan may include planning guidelines or full design for the following:
· Truck delivery and service vehicle routes, to reduce vehicle / pedestrian conflict
· Loading docks and delivery points, to increase accommodation and reduce queuing and vehicle idling
· Recycling, trash, and hazardous waste collection and removal, to increase waste diversion and reduce costs
· Service equipment and utility infrastructure relocation or concealment, to improve aesthetics and realize landscaping goals
· Regulatory and operation planning.

Benefits
The effective materials management plan builds from and enhances an institutional master plan by filling in the gaps and producing an environmentally responsible and efficient outcome. An institutional campus, office, or housing complex can expect a myriad of benefits from an effective materials management plan. For starters ,there are long-term cost savings, as consolidating, reconfiguring, and better managing a campus’ core infrastructure reduces annual operating costs. An institutional campus, office, or housing complex will also get the highest and best use out of campus real estate.
An effective materials management plan also means a more holistic approach to managing vehicle use and emissions, solid waste, hazardous waste, recycling, and utility services. As a result, this means a “greener,” more sustainable environment and a manifestation of the many demands today for institutions to become more environmentally friendly. In fact, thanks to such environmental advantages, creative materials management plans may qualify for LEAD Innovation in Design credits.
And finally, an effective materials management plan can improve aesthetics. Removing unsafe and unsightly conditions, placing core services out of sight, and creating a more pedestrian-friendly environment will improve the visual and physical sense of place for those who live and work there.
Various materials used as inputs, such as raw materials, consumables & spares, are required to be purchased and made available to the shops / users as & when needed to ensure uninterrupted production.

Therefore, efficient management of input materials is of paramount importance in a business organization for maximizing materials productivity, which ultimately adds to the profitability of the organization.
This requires well coordinated approach towards various issues involving decision making with respect to materials. 
The main concern of any Business management is to maximise the Return on Investment (ROI). The relationship of various entities here can be expressed as: 

                      Profit                        Sales
       ROI  =   ---------- X ----------------------------------------- 
                      Sales        Current Asset + Fixed Asset

Thus ROI = profit margin + asset turnover rate

A firm's profit margin reflects management's ability to control costs in relations to revenue. The asset turnover rate reflects management's ability to effectively utilize the firm's productive assets.

Hence a firm can improve ROI in three ways :
· By reducing cost
· By getting more sales from available assets or Get Currency converter
· By some combination of the above 
Thus , it is the cost control that holds the key
In many manufacturing organizations , the cost of materials alone happens to range from 40 % to 60 % of the total expenditure. Obviously, a better management of material is expected to ensure reduction in overall cost of operation and smoothness in supply of inputs. 

This requires well coordinated approach towards various issues involving decision making with respect to materials.

All the materials related activities such as material planning & indenting, purchase systems & procedure, variety reduction through standardization & rationalization, reducing uncertainties in demand & supply, handling & transportation, inspection, proper storage & issue of materials to the internal customers, inventory management, vendor management & finally disposal of obsolete, surplus & scrap materials etc. taken together is termed as “INTEGRATED MATERIALS MANAGEMENT”

To carry out these functions efficiently, it is essential to have a very good supplier base, order booking process & inventory management system as well as expert MATERIALS MANAGEMENT (MM) professionals. 

Materials Management is a key business function that is responsible for co-ordination of planning, sourcing ,purchasing, moving , storing and controlling materials in an optimum manner so as to provide a pre-decided service to the customer at a minimum cost.

In its process of managing, materials management has such sub fields as inventory management, value analysis, receiving, stores and management of obsolete , slow moving and non moving.

Materials Management's scope is vast. Its sub functions include Materials planning and control, Purchasing, Stores and Inventory Management besides others. The various activities represent these four functions:
· Planning and control
· Purchasing
· Value analysis and
· Physical distribution
The planning and control functions are inventory management , production planning and scheduling. 

Purchasing functions are buying, subcontracting, value analysis and follow ups.
Distribution functions are receiving, packaging, shipping, transportation and storage, making it the Integrated Materials Management.
We expect business institutes, colleges and universities, worldwide, to make use of this site to promote international traineeships for the students.
Retailing
What is retailing?
Retailing is the set of business activities that adds value to the products and services sold to consumers for their personal or family use.
·  People think of retailing only as the sale of products in stores,but retailing also involves the sale of services:-overnight loading in a motel, 
A doctor’s exam,
A haircut,
A home delivered pizza.
· The world retail has its origin in French word retailliex & means  to cut a piece or “to break bulk”.
· Retailing is the sale of goods & services to the ultimate consumer for personal family or household use.
·  According to kotler:-“ Retailing includes all the activites involved in selling goods or services to the final consumers for personal non business use”.
· Retailing is such a common part of our everyday lives that it’s often taken for granted.Retail managers make complex decisions in selecting their target markets and retail locations;determinding what merchandise and services to offer,negotiating with suppliers,distributing merchandise to stores ,training and motivating sales associates and deciding how to price,promote,and present merchandise.
Function performed by retailers:-
[1] Providing an assortment of products and services.
· Supermarkets typically carry 20,000 to 30,000 different items made by over 500 companies.offering an assortment enables their customers to choose from a wide selection of brands,size,designs,colors and prices at one location.manufacturers specialize in producing specific types of products.
Example:-Campbell’s makes soup,kraft makes dairy products,kellogg makes breakfast cereals and McCormick makes spices.
[2] Breaking bulk.
· To reduce transportation costs,manufacturers and wholesalers typically ship cases of frozen dinners or cartons of blouses to retailers.retailers then offer the products in smaller quantities tailored to individual consumer’s and households’ consumption patterns.This is called breaking bulk.
[3] Holding inventory.
A major function of retailers is to keep inventory that is already broken into user-friendly sizes so that products will be available when consumers want them. Thus consumers can keep a smaller inventory of products at home because they know local retailers will have the products available when they need more. By maintaining an inventory, retailers provide a benefit to consumers, they reduce the consumers’ cost of storing products. This is particularly important to consumers with limited storage space and who want to purchase perishable merchandise like meat and produce.
[4] Providing services.
Retailers provide services that make it easier for consumers to buy and use products. That offer credit so consumers can have a product now and pay for it later. They display products so consumers can see and test them before buying. Some retailers have salespeople in stores or use their web-sites to answer questions and provide additional information about products.
[5] Form.
First is utility regarding the form of a product that is acceptable to the customer. The retailer does not supply raw material but rather offers finished goods & services in a form that the customers want. The retailers performs the function of sorting the goods and providing us with an assortment of product in various categories.
[6] Promotional support
· Small manufacturers can use retailers to provide assistance with transport, storage, advertising and pre-payment of merchandise.
[7] Place.
· By being available at a convenient location ,he creates place utility. Apart from these functions retailer performs.

Retailing in India:-
· Retail is the new buzzword in India.
· The global retail development index has ranked India first, among the top 30 emerging market in the world. 
· India retail trade increased from rs- 2200 billion in 2000 to rs-3300 billion by the year 2005.
· India’s first true shopping mall complete with food courts,recreation facilities & large car parking space-recreation war inaugurated as lately as in 1999 in mumbai(This mall is called “gossroades”).

Social and economic significance of retailing:-
[1] Support for community.
[2] Retail sales.
[3] Employment.
Opportunities in retailing:-
Management opportunities
To cope with highly competitive and challenging environment, retailers are hiring and promoting people with a wide range of skills and interests.
Students often view retailing is a part of marketing because of management of distribution channels is part of a manufacturer’s marketing function.
Entrepreneurial opportunities
Retailing also provides opportunities for people who wish to start their own business.
Some of the world’s richest people are retailing entrepreneurs.
Many are well known because their names appear over the store’s door;others we may not recognize.
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AIR FREIGHT
The use of air freight as an alternative transport mode has grown rapidly in recent years. Major developments in the areas of integrated unit loads, improved handling systems and additional cargo space, together with the proliferation of scheduled cargo flights, have increased the competitiveness and service capability of air freight.
 The major attributes of air freight are as follows:
· Air freight compares very well with other transport modes over longer international movements. This is because it has very rapid airport-to-airport transit times over these longer distances.
· Although air freight is very quick from airport-to-airport, there can be a tendency for this speed factor to become less of an advantage because time can be lost due to airport congestion and handling, paperwork and customs delays.
· One particular advantage is known as ‘lead-time economy’. This is where the ability to move goods very quickly over long distances means that it is unnecessary to hold stocks of these items in the countries in question (spare parts, etc).The short lead time required between the ordering and receiving of goods, and the resultant saving in inventory holding costs give this benefit its name of ‘lead-time economy’.
· The air freighting of products allows for a great deal of market flexibility, because any number of countries and markets can be reached very quickly and easily. This is particularly advantageous for a company that wishes either to test a product in a given area or to launch a new product. The flexibility of air freight means that a company need not necessarily set up extensive stock-holding networks in these areas.
· The movement of goods by air freight can result in a marked reduction in packaging requirements. The air freight mode is not one that experiences severe physical conditions, and so its consignments are not prone to damage and breakages.
Customer Relationship Management In Retailing
The business press and companies are talking a lot about the important of managing customer relationships. Companies are spending billons of dollars on computer   system to help them collect and analyze data about their customers.
For example:
 Consider ms.zoya on her third business trip this month. She takes a cube from Boston Logan airport to the Taj, her favorite hotel. As the doorman opens the car door for her, he greets her with , ”welcome back to the Taj, ms.zoya”. when she goes the registration desk, the receptionist give her a room key and asks if she would like to have her stay changed to her Indian card. then she goes to her room and finds just what she prefer a room with a view of a taj commons ,a  single queen size bad, an extra pillow and blanket, a fax machine connected to her telephone ,and a basket with her favorite fruits and snacks. This is the example of CRM.

CRM (CUSTOMER RELATIONSHIP MANEGEMENT)
               Customer relationship management is a business philosophy and set of strategies, programs and system that focuses on identifying and building loyalty with the retailers most valued costumer. Based on the philosophy that retailer can increase their profitability by building relationship with their better customer the goals of CRM is to develop base of loyal customer who patronize the retailer frequently.
    

THE CRM PROCESS:
         Traditionally retailers have focused their attention on encouraging visiting their stores, looking through their catalogs and, visiting their web sites. To accomplish this Objective, they have used mass media advertising and sales promotion treat ion their entire customer the same. now retailer are beginning to concentrate on provide more value of their best customer using targeted promotion and services to increase their share o wallet the percentage of customer  purchase made from the retailer –from the customer.
LOYALTY:
     Customer loyalty, the objective of CRM is more than having customers make repeat visits to a retailer and beginning satisfied with their experience. Customer loyalty to a retailer means those customers are committed to purchasing merchandise and services from the retailer and will resist the activities of competition attempting to attract their patronage. They have a bond with the retailer, and the bond is base on more than a positive feeling about the retailer.
           “Loyal customer has an emotional connection with the retailer.”

     OVERVIEW OF THE CRM PROCESS:
 CRM is an iterative process that turns customer data into customer loyalty through four activates:
                  (1) Collecting customer data
                  (2) Analyzing the customer data and identifying target customer.
	        (3) Developing CRM programs
                  (4) Implementing CRM programs.
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1) COLLECTING CUSTOMER DATA
   	The first step in the CRM process is to construct a customer database. It contains all of the data the firm has collected about its customer and is the foundation for subsequent CRM activities.	
 Customer database contain following data:
(i) Transaction – a complete history of the purchases made by the customer, including the purchase data, the price paid, and whether the merchandise was purchased in response to a special promotion or marketing activity. 

(ii) Customer contacts—a record of the interaction that the customer has had with the retailer, including visits with the retailer’s  web site ,inquires made through in store kiosks, and telephone calls made to the retailer call center ,plus information about contacts invited by retailer, such as catalogs and direct mail sent to the customer.
(iii) Customer preference—what the customer like, such as favorite color, brands, fabrics, and flavors as well as apparel size.
(iv) Descriptive information—demographic and psychographic data describing the customer that can be used in developing market segment.
(v) Response to marketing activates—the analysis of transaction and contact data provides information about the customer responsiveness to the market activates.
(2) ANALYZING CUSTOMER DATA AND IDENTIFYING TARGET CUSTOMERS
           The next step in the CRM process is to analyze the customer database and convert the data into information that will help retailer develop programs for building customer loyalty. Data mining, one approach commonly used to develop this information, identifies patterns in data, typically those that the analyst is unaware of prior to searching through the data.
      Market basket analysis is a specific type of the data analysis that focuses on the composition of the basket or bundle, of products purchased by a household during a single shopping occasion. This analysis is often useful for suggestion where to place merchandise in a store.
    Identifying market segments:
       Traditionally, customer data analysis has focused on identifying market segments group of customer who has similar needs, purchase similar merchandise and respond in a similar manner to market activities.
For example:
        When retailer analysis the customer data he find one group it calls “professional shopper”—people who love fashion and value good customer services. The other group it calls “too busy to shop people”—people who want the shopping experience over as quickly as possible. The professional shopper tended to use the alteration services, call the customer service desk, and seek out the same salesperson when they make purchases in the stores.
Identifying best customer:
    Using information in the customer database, retailer can develop a score or number indicating how valuable customers are to the firm...This score can then be used to determine which customer to target.
Lifetime value:
   A commonly used measure to score each customer is called lifetime customer value. Lifetime customer value (ltv) is the expected contribution from the customer to the retailer profits over his or her entire relationship with the retailer.
Customer pyramid:
     Most retailer realize that their customer differ in terms of their profitability or lifetime customer value. In particular, they know that a relatively small number of customer account for the majority of their profit. This realization is often called 80-20 rules. 80 percent of the sales or profits come 20 percent of the customer. A commonly used segmentation scheme divides customer into four segments…………..
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Platinum segment:
        This segment is composed of the retailer customer with the top 25 percent ltvs. Typically, these are the most loyal customer who are overly concerned about merchandise price and place more value on customer services. 
Gold segment:
     The next 25 percent of customer in the term of there ltv make up the gold segment. These customers have a lower ltv than platinum customers because they are more prices sensitive.
Iron segment:
      Customer in tosh third tie probably does not deserve much special attention from the retailer due to their modest ltv.
Lead segment:
      Customer in the lowest segment can cost the company money. They often demand a lot of attention but do not buy mush from the retailer.
(3) Developing CRM programs
           The next step is to develop the programs for the different customer segments. In the section we discuss programs retailer use for 
(i) Retaining their best customer
(ii) Converting good customer into high ltv customer
(iii) Getting rid of unprofitable customer

(i) Customer retention
        			 (a) Frequent shopper programs
        			 (b) Special customer services
         			 (c) Personalization
        			 (d) Community
           (ii) Converting good customer into best customer
                       In the context of the customer pyramid increasing the sales                                                                          made to good customer is referred to as customer alchemy-converting iron and gold customer into platinum customer. Customer alchemy involves offering and selling more product and services to existing customer and increasing the retailer’s share of wallet with this customer.
           (iii) Dealing with unprofitable customers
In many case the bottom tier of customer actually has a negative ltv. Retailer loses money on every sale they make to this customer. For example, catalog retailer has customers who reputedly buy three or four items and returns all but one of them. The cost of processing two or three returned items is much greater than profits coming from the one item that the customer kept.
(4) Implementing CRM programs
Increasing sales and profits through CRM programs is a challenge.
For example:
       According to a study 52 percent of retailer indicated that they were engaged in some type of data mining but 76 percent of that retailer undertaking data mining indicated that the activity had no contribution to their bottom line.



Merchandising and Inventory Management
WHAT IS MERCHANDISING?
If one were to ask a dozen retailers `what is merchandising?’ one would get at least a dozen different answer. This is because it can be difficult to limit, and therefore to define, its scope. put simply merchandising can be termed as the planning, buying and the selling of merchandise. The function of merchandising is an integral part of retailing and is also one of the most challenging function as retailer often say, `goods well bought are half sold’.
The American Marketing Association has defined merchandising as `the planning involved in marketing the right merchandise at right place at the right time in the right quantities at the right price.’
The merchandising challenge of consistently having the right product in the right quantity, available at the right place, at the right time at the right price become increasingly difficult as more selling and fulfilling locations are added to a distributed retail model. Hundreds of stores, plus distribution centers fulfilling orders for multiples sale channels—including stores, e-commerce and catalog operations, increase the likelihood and magnitude of errors and sub-optimal allocations.
THE EVOLUTION OF MERCHANDISING 
This function trace its growth to the rise of organized retail in the world. Initially, as the retailers operated one or two stores, the function of buying the merchandise, pricing it, etc. was much simpler. In many cases, the retailer himself did it. However, when retailer started adding stores and categories, the workload on the buyer increased significantly. Often, buyer had little information or time and they ended up using approximation based on sales volumes to allocate merchandise between data. This sometimes resulted in stores exchanging merchandise among them!
	In order to overcome this limitation, function of a planning came into being; the planner’s job was to act as a link between stores and the buyer. The de-linking of the functions allowed better interaction with the stores. Planners were able to devote more time to collecting and studying stores level data, the buyer on the other hand, were able to spend more time with the vendors.   
THE MERCHANDISER: ROLE AND RESPOSIBILITES
The merchandiser is responsible for particular lines of merchandise. For example, in a department store, there may be merchandisers for menswear, womenswear, children’s wear etc. the basic duties of the merchandiser can be divided into four area: planning, directing, co-ordinating and controlling.

Planning
Though the merchandisers may not be directly involved in the actual purchase of merchandise, they formulate the policies for the areas in which they are responsible. Forecasting sales for the forthcoming budget period is required and this involves estimating consumer demand and the impact of change in the retail environment. The sales forecasts are then translated into budgets to get help the buyer works within the financial guidelines.
Directing
Guiding and the training buyers as and when the need arises is also a function of the merchandiser. Many a times, the buyers have to be guided to take additional markdowns for a product which may not be doing too well in the stores. Inspiring commitment and performance on the part of the buyers is necessary.
Co-ordinating
Usually, merchandiser managers supervise the work of more than one buyer, hence they need to co-ordinate the buying effort in terms of how well it fits in with the stores image and with the other product being bought by other buyers.
Controlling
Assessing not only the merchandise performance, but also the buyer’s performance is a part of the merchandise manager job. Buying performance may be evaluated on the basis of net sales, maintained mark up percentage, markdown percentages, gross, margin percentages and stock turn. This is necessary to provide control and maintain high performance results.

THE CONCEPT OF MERCHANDISING PLANNING
The retailer’s reason for existence or his vision and mission for being, largely dictates the business strategy adopted. A part of this strategy is also the retail model that he chooses to operate in, which in turn determines the type of product, the prices, etc., that is retailed in the store. Therefore, while the retailer’s business mission dictates merchandise planning, the starting point of merchandise planning is I analysis. Merchandise planning can therefore, be defined as the planning and control of the merchandise inventory of the retail firm, in a manner which balances the expectation of target customers and the strategy of the firm.
	Merchandise planning is beneficial to the customer and to the retailer. It benefits the retailer as it enhance the possibility of the right assortment of goods, with the adequate amount of depth, to be available at the stores where it is needed. The process of merchandise planning further enhances the possibility of increased stocks turns, thereby releasing important working capital. Form the point of view of the customer, it is beneficial as it increases the choice available to him and reduces the possibility of facing a situation when the store is out of the stock of the merchandise needed.
As indicated in figure the business strategy dedicates the merchandise strategy dictates the merchandise strategy, which in turn influences the planning of merchandise in term of the type product, the price, the range and then the assortment. Planning for the number of retail stores and the space available for the display of merchandise are also taken into account for the purpose of allocating the merchandise to the stores. The next stage in the planning process looks at the sourcing of merchandise and then, its actual allocation to the retail stores. The last stage is the monitoring of merchandise and the vendor evaluation. 

 (
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Types of Merchandise
Staple\Basic Merchandise
Staple merchandise are those products which are always in demand. They may be the basic     necessities of life like sugar, salt, dal, etc. Alternately, they may be products for which there is always a steady demand. Depending on the type of the retail model , the retailer has to determine the staple products for the store. In many cases, these products may also be termed as Classics. Examples of products that may be classified at staples are: men’s white shirts, socks, handkerchiefs, stationery, etc.
 Fashion Merchandise
Merchandise that has high demand for a relatively short period of time is referred to as fashion merchandise .Buying the right quantities at the right time is of great importance for this category of products as the demand for the product is for a limited time. Excess buying may result in heavy markdowns at the end of the season or when the product goes out of style. Examples of such products include various cuts in jeans, which may be in style for a season, short lengths is kurtas, etc. 
Seasonal  Merchandise
Seasonal products includes products that sell well over nonconsecutive time periods. Examples of such products include rainwear like umbrellas and raincoats, winter wear ,thermal clothing, etc.
 Fad  Merchandise
 Fads, in contrast to fashion, enjoy popularity for a limited period of time and usually generate a high level of sales for a short time.

Inventory Management
Meaning of Inventory
Inventory cannotes the value of raw materials, consumables, spares, work-in-progress, finished goods and scrap in which a company’s funds have been invested. Inventory management is a science based on the art of ensuring that enough inventory is held by an enterprise to meet both its internal and external demand commitment economically.
 As pointed out by Black, Champion and Miller Inventories are expandable physical articles held for resale, for use in manufacturing a product or for consumption in carrying on business activity. Generally inventory means a stock of some kind of physical articles and goods. It is an aggregate of those items of tangible property shares which (1) are held for sale in the ordinary course of business,(2) are in the process of production for such sale, and (3)  are to be currently consumed in the production of goods and services to be available for sale, including maintenance, supplies and consumables other than machinery spares.
ccording to P.V.Rathnam, ”The inventory cannotes the value of raw materials, stores, consumables, components, work-in-progress, finished goods and scrap. ”Inventories mean tangible property held
· For consumption of raw materials which are converted into finished products through the manufacturing progress;
· For consumption of stores spares, consumables and components in the production of goods and services including maintenance; and
· In the work-in-progress i.e. semi-manufactured products.
A  journalist once asked the director of a very big company, ”Sir, how your company is able to increase its profits year when other companies find the going very tough? ” The Director laughed and said “Because we plug our cost leaks before they become cost holes.”It is generally said that inventory control is a gold mine for saving.
The term inventory, according to the American Institute of Accounts, designates the aggregate of those items of tangible personal properly which
· Are held for sale in the ordinary course of business; or
· Are in the processes of production for sale; or
· Are to be currently consumed in the production of goods or services to be available for sale. 
The dictionary meaning of inventory is a detailed list of stock of goods. A practical detailed list of stock of goods. A practical definition from the material management angle would be ”items of stores of material kept in stock to meet future demands of production, repairs, maintenance, construction etc.” In any industry inventory consists of
· Raw materials;
· Materials–in-process called work-in-progress;
· Finished products;
· Spare parts and components;
· Factory supplies; and 
· Packing materials.

Inventory refers to the physical stock of goods which, though they remain idle in a store, are essential for smooth functioning of an organization and, hence, has economic. Inventory consists of tools, standard supply items, raw materials, goods-in-process and also finished goods. Thus, various definitions show that inventories may be divided broadly into four classes-raw materials, supplies, goods-in-process and finished goods.   

Types of Inventories
The principle items generally included in inventory are raw materials, work-in-process, finished products, stores and spare parts, supplies and fuel, waste and scrap and others.
A manufacturing firm generally carries the following seven major kinds of inventories:
1. Raw materials: Those basic unfabricated materials which have undergone no conversion whatsoever since their receipt from the suppliers. They include items like steel, copper, lead, tin, cotton, rubber, leather, timber etc. Thus, raw materials are those basic materials from which components, parts and products are manufactured by the company.

2. Finished parts: which may be bought out parts of piece parts. Bought out parts are those finished parts, sub-assembling or assemblies which are purchased from outside suppliers. These include standard parts as well as parts produced by suppliers according to buyer’s design.

3. Work-in-process: it comprises items or materials in partially completed condition of manufacture. Raw materials work-in-progress at the end of first operation, remain in that classification until they become piece parts or finished products.

4. Finished goods: these are the final products ready to be supplied. Products usually leave the classification of work-in-process and enter into the classification of finished products at the point of final inspection when they are ready for delivery to the customer or to finished goods store.

5. Tools comprise standard tools: used on machines such as saws, drills, remiss, taps, chasers, milling cutter, hobes, broades, form tools, inserts, etc., land tools such as hand, saws, chisels, drill guns, hammers, mallets, needless, pilers, punches, spanners, wrenches etc.

6. Supplies include materials used in running the plant or in making company’s products but do not themselves go into the product. Suppliers include miscellaneous consumables stores such as booms, cotton waste, clothe waste, cleaning powders, jute twine etc., welding, soldering and tinning materials, abrasive materials, brushes mops and bobs, empties, oil and greases, general office supplies, printed forms, ledgers and journals, electric supplies etc.; and machinery spares such as ball bearing, V-belts, oil seals, springs etc.


	
Concept of Inventory Management
Inventory management is an important area of production management and plays a vital role in the economic operations of a business firm. Different authorities have defined the concept of inventory management in a variety of ways and most of the definitions lay stress on the importance of control element in achieving cost effectiveness, irrespective of the range of particular discipline to be applied within this functional filed in meeting the needs of an individual concern.
Inventory management can be defined as the sum total of those activities necessary for the acquisition, storage, sale, disposal or use of inventories.
It can also be said that inventory management is that branch of business management concerned with the development of policies to which the firms inventory is meant to conform.
The above definitions of inventory management reveal that there are two guiding principles of inventory management. There are:
1. Adequate inventory has to be maintained to avoid stock out and causing consequent production hold up and customer dissatisfaction; and
2. Excessive investment in inventory items must be avoided as it increases carrying cost and results in loss of profit.
In view of these implications it can be operated that for a manufacturing concern inventory management is a significant aspect of production and financial planning and control. It is a management tool for reducing cost and maintaining a reasonable rate of profit. It is important for financial planning and control because once inventory policies and plans are formulated, the direct levels of inventories are useful guides in determining the amount of working capital required for investing in inventory at any point of time. Thus, inventory management should take into account the fact that only the absolutely necessary inventories should be kept in stock to reduce the amount of funds locked in inventories to the maximum extent feasible.

Production Processes
	Products are the goods and services produced and processes are the facilities, skills and technologies used to produce them , production processes are essential to produce production and available processes limit what products can be produced.
	Production function or operation function is the primary function of an industrial enterprise. It also known as conversion process or transformation process which transforms some of the inputs (raw materials and components) into output which are useful for the consumer.

Simple Production System
Inputs -----> Conversion Process ------> Outputs

MANUFACTURING OPERATIONS AND SERVICE OPERATION:-
	Manufacturing operations convert inputs like materials, labour and capital into tangible outputs.
	Manufacturing processes are the processes and can be grouped under basic categories, namely, forming, machining and assembly. The objectives of each process to change the shape or physical characteristics of the raw materials.

(i) Forming processes :-
Include casting, forging, stamping, embossing, spinning etc. These processes change shape of the work piece without necessarily removing or adding material.
(ii) Machining processes :-
Involve basically metal removal ,by turning, drilling, milling, grinding, shaping etc, it also includes chipless machining processes such as electro discharge machining electrochemical machining (ECM), chemical milling, laser drilling etc.
(iii) Machining processes :-
Involve the joining of component or piece parts to produce a single component that is a specific function. Some of the common assembly processes are welding, brazing, solders, riveting, fastening with bolts and nuts and joining by use of adhesives.
Some of the common manufacturing processes are briefly described in the following paragraphs.
Forming Processes :-
(a) Casting 
The casting process consists of pouring of molten metal into a mould and allowing sufficient time for the metal to solidify and retain the metal to solidify and retain the shape of the moulded cavity. The various casting methods are sand casting, shell moulding, gravity die casting, pressure die casting, centrifugal casting, investment casting etc. Casting of plastics is done by compression moulding, injection moulding, transfer moulding, and extrusion, vacuum forming and bellowing.
(b) Forging 
In forging process the metal is heated to a plastic state and then formed to the desired shape by pressure or impact. The various types of forming processes are flat die forging, drop forging, upset forging, press forging and roll forging.
(c) Extrusion
Extrusion process consists of forcing the metal through dies so that the metal obtains cross section of the same shape as the die. Extrusion process can be direct or forward extrusion, inverted or backward extrusion and impact extrusion.
(d)  Spinning 
In the stamping process, force is applied on the metal to cause plastic flow and to alter the size of the metal part to the desired size and shape. It is a cold working process.  
(e) Embossing and Coining 
In embossing, the metal is stretched or formed as per the configuration in the dies. Coining is performed in an enclosed die and the metal flow in the shallow configurations of the blank being coined.
(f) Spinning 
Also known as spin forming, it is a process of shaping a metal by pressing it against a form or mandrel while it is rotating on a high speed lathe.
Machining Processes :-
	Machining process removes the metal from the work piece during the cutting operation performed by a cutting tool. Its prime function is to alter the shape of the work piece or raw material, provide proper surface finish and dimensional accuracy. Some of the machining processes are
(a) Turning 
In turning operation, the work piece is held in the lathe and rotated while the cutting tool or cutter removes the metal from the work piece. The various kinds of operations that can be performed on lathe are cylindrical turning, taper turning, facing, reaming, drilling, boring, thread cutting, grinding and knurling.
(b) Drilling and boring 
In drilling operation, a hole is produced on the work piece by forcing a rotating cutter known as drill bit through the work piece.
In boring operation, an existing drilled hole is enlarged by using a cutter known as boring bit.
Reaming is the finishing of a drilled hole to an accurate size using a fluted tool called a reamer.
(c) Milling 
Milling operation removes metal by feeding the work piece against a rotating multi-point cutting tool called milling cutter.
(d) Grinding 
Grinding process refers to the abrading or wearing away by friction of a material. It is accomplished by forcing the work piece against a rotating grinding wheel made of abrasive material. Extremely hard metals or metals hardened by heat treatment processes can be machined only by the grinding process.
(e) Shaping and planning 
In shaping or planning, plane surfaces are produced with the use of single point cutting tools. Work pieces, castings or forgings of smaller sizes are machined by shaping process whereas planning process is used for machining work pieces, castings or forgings of larger sizes.
(f) Electro-discharge machining (EDM) 
It is a ‘chipless’ process using electrical energy for metal removal. The operation involves producing a spark between the work piece and the tool across a gap between them. The work piece melts at the contact point of the spark and the molten metal is removed by the die-electric which also cools the work piece and the tool.
(g) Electrochemical machining (ECM) 
This is also a “chipless” process, but it differs from EMD in that chemical energy combines with electrical energy to do the cutting operation. It is opposite of the electroplating process. In ECM the metal to be removed is dissolved off the work piece and carried away by the electrolyte.
(h) Chemical milling 
This process removes metal by chemical action. It is an etching process with carefully controlled chemical reaction. Precleaning, masking, etching and stripping are the operations that must be performed in chemical milling.

Capacity planning
	Capacity planning is central to the long -term success of an organization. Capacity plans are made at two levels: (i) Long-term capacity plans which deal to investment in new facilities and equipment covering the requirements for at least two years into the future and (ii) Short-term capacity plans which focus on work-force size, overtime budgets, inventories etc.
Importance of long -term capacity planning
	Companies which are in business for the long-run make continued investment in people, technology, research and development and capital assets(such as machinery and equipment).etc.
	Long-term capacity planning is an important part of strategic planning of the firm. It establishes some exaction about the capacity a company acquires and develops overtime which is vitally important to the company's strategic success.
	Manage need to address major capacity questions such as following:
1. How should to plant be able to produce?
2. How many customers should a service facility be able to serve?
3. How much of a cushion is needed to handle variable, uncertain demand?
4. What kinds of problems arise as the production system expands?
5. Should the capacity be expanded based on forecast of demand or should the capacity expansion be taken up only after the demand becomes more certain?
	Managers must evaluate and consider trade-offs of a number of factors while establishing a long-term capacity plan for them firms. Some of these factors are:
i. Forecast growth in demand.
ii. Future upgrading to technology which may become necessary to gain competitive edge over others.
iii. Anticipated moves by competing firms.
iv. Reliance on learning curves without additional investment.
v. Forecast of availability of funds for the future investment.
vi. The cost of new capacities and capacities which can provide economies of scale.
	Capacities decisions have long-term effects on make aspects of the business. These are:
a. Finance is affected because of the influence of capacities decisions on the level of capital investment and the return on that investment.
b. Production is affected because capacities sets constrains within which operations must work to meet its objectives of producing high qualities goods or services at competitive costs and lead times.
Capacity Available
	If you are considering new work for a piece of equipment or machinery, knowing how much capacity is available to run the work will eventually become part of the overall process. Typically, an annual forecast is used to determine how many hours per year are required. It is also possible that seasonal influences exist within your machine requirements, so perhaps a quarterly or even monthly capacity report is required.
	To calculate the total capacity available, we can use the formula from our earlier example and simply adjust or change the volume accordingly based on the period being considered. The available capacity is difference between the required capacity and planned operating capacity. 
Capacity – Available or Required?
	From a scheduling perspective it is very easy to determine how much capacity (or time) will be required to manufacture a quantity of parts. Simply multiply the Standard Cycle Time by the Number of Parts and divide by the part or process OEE %.
	If production is scheduled to produce 500 pieces of product A on a machine having a cycle time of 30 seconds and the OEE for the process is 85%, then the time to produce the parts would be calculated as follows: (500 Parts X 30 Seconds) / 85% = 17647.1 seconds The OEE index makes it easy to determine whether we have ample capacity to run the required production. In this example 4.2 hours at standard versus 4.9 hours based on the OEE index.
	Repeating this process for all the parts that run through a given machine, it is possible to determine the total capacity required to run production. 

Master Production Schedule(MPS)
  Master production schedule(MPS) sets the quantity of each end item to be completed in each time period of the short range planning horizon.
Master production schedules are developed by reviewing market forecasts, customer orders, inventory levels, facility loading and capacity information regularily.
The MPS is a plan for future production of end items over a short-range planning horizon that usually spans from a few weeks to several months. It is an important link between marketing and production.
Objectives of Master Production Scheduling
1. To schedule end items to be completed promptly and when promised to customers.
2. To avoid overloading or underloading the production facility so that production capacity is efficiently utilized and low production costs result.

Functions of Master Production Schedule

The MPS formalize the production plan and converts it into specific material and capacity requirements. This leads to the assessment of labour, material and equipment needs for each job. Then the MPS derives the entire production and inventory system by setting production targets and responding to feedback from all downstream operations. It is the beginning of all short-range production planning. From the MPS, material requirement planning(MRP) develops short-range schedules for producing parts that go into the end items in every work centre of the production system. The MRP develops short-range plans for purchasing the raw materials and components that are required to produce the products.

Some key functions of MPS are:- 
a. Translating aggregate plans:  The aggregate plan sets the level of operations that roughly balances market demands with the material, labour and equipment capabilities of the firm. The aggregate is translated into specific number of end products to be produced in specific time periods. Products are grouped into economical lot sizes that can realistically load the firm’s facilities. The MPS represents a manufacturing plan of what the firm intends to produce and not the forecast of what the firm hopes to sell.
b. Evaluating alternative master schedules: Master scheduling is done on a trial and error basis. Trial-fitting of alternative MPS can be done by simulation using computers. Detailed material and capacity required are then derived from the firm MPS.
c. Generating material requirements: The MPS is the prime input to the MRP-1 system. The MRP-1 system provides for purchasing or manufacturing the necessary items in sufficient time to meet the final assembly dates specified based on the MPS for end products.
d. Generating capacity requirements: Capacity needs arise for manufacturing the components in the required time schedule to meet the requirements of end products as per MPS. Capacity requirements’ planning is based on the MPS which should reflect an economic usage of labour and equipment capacities. Master schedules will have to be revised when capacity requirements are inadequate.

e. Facilitating information processing: By controlling the work load on work centres, the MPS determines the delivery schedules for end products both for make-to-stock and make-to-order items. It co-ordinates other management information such as marketing capabilities, financial resources and personnel policies.
f. Maintaining valid priorities: The absolute or relative priorities for various jobs to be completed should reflect the true needs. This means that the due date and the ranking of jobs should correspond with the time the order is actually needed. When customers change their orders or materials get scrapped sometimes, either the components are not actually needed or end items cannot be produced because of shortage of some materials, it is necessary that the MPS should be modified to reflect this change.
g. Effectively utilizing the capacity: By specifying the end item requirements over a time period, the MPS establishes the load and utilization parameters for labour and equipment.

Time Internal and Planning Horizon for MPS
 
The time interval used depends on the type, volume and component lead times of the products being produced.
The time horizon covered by the MPS also depends upon product characterstics and lead times.  The time horizon may vary from a few weeks to an year and should encompass the lead times for all purchased and assembled components.

How an MPS works:
By using many variables as inputs the MPS will generate a set of outputs used for decision-making Outputs may include forecast demand, production costs, inventory money, customer needs, inventory progress, supply, lot size, production lead time, and capacity. Inputs may be automatically generated by an ERP system that links a sales department with a production department. For instance, when the sales department records a sale, the forecast demand may be automatically shifted to meet the new demand. Inputs may also be inputted manually from forecasts that have also been calculated manually. Outputs may include amounts to be produced, staffing levels, quantity available to promise, and projected available balance. Outputs may be used to create a Material Requirements Planning (MRP) schedule.
               A master production schedule may be necessary for organizations to synchronize their operations and become more efficient An effective MPS ultimately will:
· Give production, planning, purchasing, and management the information to plan and control manufacturing
· Tie overall business planning and forecasting to detail operations
· Enable marketing to make legitimate delivery commitments to warehouses and customers
· Increase the efficiency and accuracy of a company's manufacturing
Procedure for Developing MPS

The below diagram describes the process of developing an MPS-
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The below flowchart describes the flowchart for developing the MPS-
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Scheduling
Operation planning and scheduling systems concern the volume and timing of outputs, the utilization of operations capacity , and balancing outputs with capacity at desired levels for competitive effectiveness. These systems must fit together activities at various levels, from top to bottom, in support of one another, as shown fig 2.Note that the time orientation ranges from long to short as we progress from top to bottom in the hierarchy.  Also , the level of detail in the planning process ranges from broad at the top to detailed at the bottom..
Scheduling is essentially the short-term execution plan of a production planning model. Production scheduling consists of the activities performed in a manufacturing company in order to manage and control the execution of a production process. A schedule is an assignment problem that describes into details (in terms of minutes or seconds) which activities must be performed and how the factory’s resources should be utilized to satisfy the plan. Detailed scheduling is essentially the problem of allocating machines to competing jobs over time, subject to the constraints. Each work center can process one job at a time and each machine can handle at most one task at a time. A scheduling problem, typically, assumes a fixed number of jobs and each job has its own parameters (i.e., tasks, the necessary sequential constraints, the time estimates for each operation and the required resources, no cancellations). All scheduling approaches require some estimate of how long it takes to perform the work. Scheduling affects, and is affected by, the shop floor organization. All scheduling changes can be projected over time enabling the identification and analysis of starting time, completion times, idle time of resources, lateness, etc….
In this topic we focus on the production and its decomposition  down  to the level of master production scheduling.
Scheduling definitions
 Routing: 
                      The  operations  to be performed, their sequence, the work centers, and the time standards.
Bottleneck: 
                       A resource whose capacity is less than the demand placed on it.
Due date:
                          When  the job is supposed to be finished.
Slack: 
                      	  The time that a job can be delayed and state.
Queue: 
                   	 A waiting line

Scheduling work-work loading:
Infinite loading:
Ignores capacity constraints, but helps identify bottlenecks in a proposed schedule to enable proactive management.
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Finite loading:
Allows only as much work to be assigned as can be done with available capacity-but doesn’t prepare for inevitable slippage.
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 Other scheduling techniques
             ** Forward scheduling- starts processing when a job is received.
            ** Backward scheduling- begin scheduling the job’s last activity so that the job is finished on   due date.         
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---------------------------------------------------------------------------------------------------
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                     ------------------------------------------------------------------------------------
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   Scheduling performance calculations

	        Job A finishes on day
          10
	        Job B finishes on 
  day  13
	        Job C finishes on
       day 17
	         Job D ends on day 20



calculation mean flow time:
           MFT= (sum job flow times)/# of jobs
        = (10+13+17+20)/4=60/4=15 Days
calculating average number of jobs in the system:
           Average # jobs= (sum job low times)/ # days to complete batch
                         = (60)/20=3 jobs
Make span is the length of time to complete a batch:
Make span=completion time for job D – start time for job A
                   =20-0=20 days.

.Scheduling bottlenecks:
In the 1970’s Eli Goldratt introduced optimized production technology (OPT).
OPT focused on bottlenecks for scheduling and capacity planning.

Definitions
*Trough put—quality of finished goods that can be sold
*Transfer batch—quantity of items moved at the same time from one resource to the next.
*Process batch—quantity produced at a resource before switching to another product.

Scheduling for service organizations
Demand management:
· Appointments and reservations
· Posted schedules
· Delayed services or backlogs (queues)

Scheduling Employees:
· Staff for peak demand (if cost isn’t prohibitive)
· Floating employees or employees on call
· Temporary, seasonal, or part-time employees
Scheduling across the organization
Scheduling execute a company’s strategic business plan and affects functional areas throughout the company.
Accounting relies on schedule information and completion of customer orders to  develop revenue projections.
Marketing uses schedule effectiveness measurement to determine whether the company is using lead times for competitive advantages.
Information systems maintains the scheduling database.
Operations uses the schedule to maintain its priorities and to provide customer service by finishing jobs on time.                 
Overview of the scheduling
**Loading
        Each  job may have its unique product specification and hence, its unique routing through various work centers in the facility. Routing is the processing steps or stages needed to create a product or do a job 

**Sequencing
 This stage  establishes  the priorities for jobs in the queue at the work center.

**Detailed scheduling
 Calendar times are specified when job orders, employees and materials , as well as job competition, should occur at each work center.
There are 2 parts :-
Forward scheduling:
            It is commonly used in job shops where customers place their orders on a “needed-as-soon-as-possible” basis.
Backward scheduling:
           It is often used in assembly-type industries and in job shops the commit, in advance, the specific delivery dates.

**Expediting;:	
       It tracking a job’s progress and taking special action to move it through the facility.

**Input-output control::
     This activities to monitor actual versus planned utilization of a work center’s capacity.

Material Requirement Planning (MRP)
MRP calculates and maintains an optimum manufacturing plan based on master production schedules, sales forecasts, inventory status, open orders and bills of material.  If properly implemented, it will reduce cash flow and increase profitability.  MRP will provide you with the ability to be pro-active rather than re-active in the management of your inventory levels and material flow.
Implementing or improving Material Requirements Planning can provide the following benefits for your company:
· Reduced Inventory Levels
· Reduced Component Shortages
· Improved Shipping Performance
· Improved Customer Service
· Improved Productivity
· Simplified and Accurate Scheduling
· Reduced Purchasing Cost
· Improve Production Schedules
· Reduced Manufacturing Cost
· Reduced Lead Times
· Less Scrap and Rework
· Higher Production Quality
· Improved Communication
· Improved Plant Efficiency
· Reduced Freight Cost
· Reduction in Excess Inventory
· Reduced Overtime
· Improved Supply Schedules
· Improved Calculation of Material
Requirements
	Improved Competitive Position
The consultants at Inventory Solutions can provide an un-biased review of your operations and make suggestions on how you can improve your process.  If you want the productivity improvements that MRP can deliver, contact Inventory Solutions today.
MRP uses the following elements to plan optimal inventory levels, purchases, production schedules and more:
· Master Production Schedule (MPS)
· Bill of Materials (BOM)
· Quantity on Hand (QOH)
· Part Lead Times
· Sales Order Quantities / Due Dates
· Scrap Rate
· Purchase Order Quantities / Due Dates
· Lot Sizing policies for All Parts
· Safety Stock Requirements
MRP will plan production so that the right materials are at the right place at the right time.  MRP determines the latest possible time to product goods, buy materials and add manufacturing value.  Proper Material Requirements Planning can keep cash in the firm and still fulfill all production demands.   It is the single most powerful tool in guiding inventory planning, purchase management and production control.  MRP is easy to operate and adds dramatically to profits.
History:-
Prior to MRP, and before computers dominated industry, reorder-point/reorder-quantity (ROP/ROQ) type methods like EOQ (Economic Order Quantity) had been used in manufacturing and inventory management. In 1964, Joseph Orlicky as a response to the TOYOTA Manufacturing Program, developed Material Requirements Planning (MRP). The first company to use MRP was Black & Decker in 1964, with Dick Alban as project leader. In 1983 Oliver Wight developed MRP into manufacturing resource planning (MRP II). Orlicky's book is entitled The New Way of Life in Production and Inventory Management (1975). By 1975, MRP was implemented in 150 companies. This number had grown to about 8,000 by 1981. In the 1980s, Joe Orlicky's MRP evolved into Oliver Wight's manufacturing resource planning (MRP II) which brings master scheduling, rough-cut capacity planning, capacity requirements planning, S&OP in 1983 and other concepts to classical MRP. By 1989, about one third of the software industry was MRP II software sold to American industry ($1.2 billion worth of software).

The scope of MRP in manufacturing:-
The basic functions of an MRP system include: inventory control, bill of material processing, and elementary scheduling. MRP helps organizations to maintain low inventory levels. It is used to plan manufacturing, purchasing and delivering activities.
"Manufacturing organizations, whatever their products, face the same daily practical problem - that customers want products to be available in a shorter time than it takes to make them. This means that some level of planning is required."
Companies need to control the types and quantities of materials they purchase, plan which products are to be produced and in what quantities and ensure that they are able to meet current and future customer demand, all at the lowest possible cost. Making a bad decision in any of these areas will make the company lose money. A few examples are given below:
If a company purchases insufficient quantities  of an item used in manufacturing (or the wrong item) it may be unable to meet contract obligations to supply products on time.
If a company purchases excessive quantities of an item, money is wasted - the excess quantity ties up cash while it remains as stock and may never even be used at all.
Planning Data:-  This includes all the restraints and directions to produce the end items. This includes such items as: Routings, Labor and Machine Standards, Quality and Testing Standards, Pull/Work Cell and Push commands, Lot sizing techniques (i.e. Fixed Lot Size, Lot-For-Lot, Economic Order Quantity), Scrap Percentages, and other inputs.
Outputs
There are two outputs and a variety of messages/reports:
Output 1 is the "Recommended Production Schedule" which lays out a detailed schedule of the required minimum start and completion dates, with quantities, for each step of the Routing and Bill Of Material required to satisfy the demand from the Master Production Schedule (MPS).
Output 2 is the "Recommended Purchasing Schedule". This lays out both the dates that the purchased items should be received into the facility AND the dates that the Purchase orders, or Blanket Order Release should occur to match the production schedules.
	
Problems with MRP systems:-
First problem with MRP systems - the integrity of the data.  If there are any errors in the inventory data, the bill of materials (commonly referred to as 'BOM') data, or the master production schedule, then the output data will also be incorrect ("GIGO": Garbage In, Garbage Out). Data integrity is also affected by inaccurate cycle count adjustments, mistakes in receiving input and shipping output, scrap not reported, waste, damage, box count errors, supplier container count errors, production reporting errors, and system issues. Many of these type of errors can be minimized by implementing pull systems and using bar code scanning. Most vendors in this type of system recommend at least 99% data integrity for the system to give useful results.
Second problem - systems is the requirement that the user specify how long it will take for a factory to make a product from its component parts (assuming they are all available). Additionally, the system design also assumes that this "lead time" in manufacturing will be the same each time the item is made, without regard to quantity being made, or other items being made simultaneously in the factory.
A manufacturer may have factories in different cities or even countries. It is not good for an MRP system to say that we do not need to order some material, because we have plenty thousands of miles away. The overall ERP system needs to be able to organize inventory and needs by individual factory, and inter-communicate the needs in order to enable each factory to redistribute components, so as to serve the overall enterprise.

Enterprise Resource Planning
What Is the Definition of ERP?
Enterprise Resource Planning encompasses planning, management and control across the value chain, with the goal of optimizing the deployment of resources for corporate processes. This task is facilitated by special ERP software


Evolution of ERP
· The history of ERP can be traced back to the 1960’s, when the focus of systems was mainly towards inventory control. Most of the systems software was designed to handle inventory based in traditional inventory concepts. 
· The 1970’s witnessed a shift of focus towards MRP (Material Requirement Planning).This system helped in translating the master production schedule into requirements for individual units like sub assemblies, components and other raw material planning and procurement. This system was involved mainly in planning the raw material requirements. 
· Then, in 1980’s came the concept of MRP-II i.e. the Manufacturing Resource Planning which involved optimizing the entire plant production process. Though MRP-II, in the beginning was an extension of MRP to include shop floor and distribution management activities, during later years, MRP-II was further extended to include areas like Finance, Human Resource, Engineering, Project Management etc. This gave birth to ERP (Enterprise Resource Planning) which covered the cross-functional coordination and integration in support of the production process. The ERP as compared to its ancestors included the entire range of a company’s activities. ERP addresses both system requirements and technology aspects including client/server distributed architecture, RDBMS, object oriented programming etc.


· Evaluation Criteria
1. Some important points to be kept in mind while evaluating ERP software include.
2. Functional fit with the Company’s business processes.
3. Degree of integration between the various components of the ERP system
4. Flexibility and scalability
5. User friendliness
6. Ease of implementation
7. Ability to support multi-site planning and control
8. Technology - client/server capabilities, database independence, security
9. Availability of regular upgrades
10. Amount of customization required
11. Local support infrastructure
12. Reputation and sustainability of the ERP vendor
13. Total costs, including cost of license, training, implementation, maintenance, customization and hardware requirements
ERP (Enterprise Resource Planning) is the evolution of Manufacturing Requirements Planning (MRP) II. From business perspective, ERP has expanded from coordination of manufacturing processes to the integration of enterprise-wide backend processes. From technological aspect, ERP has evolved from legacy implementation to more flexible tiered client-server architecture.


· MRP
Material Requirements Planning, or MRP, was developed in the 1970s to help manufacturing companies better manage their procurement of material to support manufacturing operations. MRP systems translate the master production schedule into component- and raw material-level demand by splitting the top level assembly into the individual parts and quantities called for on the bill of materials, which reports to that assembly, and direct the purchasing group when to buy them based on the component lead time which is loaded in the MRP system.
· MRPII
Manufacturing Resource Planning, or MRPII, goes several steps beyond MRP. While MRP stopped at the receiving dock, MRPII incorporates the value stream all the way through the manufacturing facility to the shipping dock where the product is packaged and sent to the end customer. That value stream includes production planning, machine capacity scheduling, demand forecasting and analysis modules, and quality tracking tools. MRPII also has tools for tracking employee attendance, labor contribution and productivity.
· ERP
A discussion of MRP and MRPII would be incomplete without mentioning Enterprise Resource Planning. ERP is the next evolution of the MRP system. While MRP helped companies plan material purchases, and MRPII added in-plant scheduling and production controls, ERP attempts to integrate the information flow from all departments within a company: finance, marketing, production, shipping, even human resources. While some argue that ERP does not deliver on its promise, according to an article on CIO.com, a properly set up ERP system allows better communication and monitoring than ever before, giving all departments access to the exact status of a customer order at any point in time.
The advantages of ERP

Installing an ERP system has many advantages -both direct and indirect. The direct advantages include improved efficiency, information integration for better decision making, faster response time to customer queries, etc. The indirect benefits include better corporate image, improved customer goodwill, customer satisfaction, and so on.
The following are some of the direct benefits of an ERP system:
1. Business Integration
2. Flexibility
3. Better Analysis and Planning Capabilities
4. Use of Latest Technology.

1. Business Integration:
The first and most important advantage lies in the promotion of integration. The reason why ERP packages are considered to the integrated, is the automatic data updating (automatic data exchange among applications) that is possible among the related business components. Since conventional company information systems were aimed at the optimization of independent business functions in business units, almost all were weak in terms of the communication and integration of information that transcended the different business functions. In the case of large companies in particular, the timing of system construction and directives differs for each product and department/ function and sometimes, they are disconnected. For this reason, it has become an obstacle in the shift to new product and business classification. In the case of ERP packages, the data of related business functions is also automatically updated at the time a transaction occurs. For this reason, one is able to grasp business details in real time, and carry out various types of management decisions in a timely manner, based on that information.

2. Flexibility:	
The second advantage of the ERP packages is their flexibility. Different languages, currencies, accounting standards and so on can be covered in one system, and functions that comprehensively manage multiple locations of a company can be packaged and implemented automatically. To cope with company globalization and system unification, this flexibility is essential and one can say that it has major advantages, not simply for development and maintenance, but also in terms of management.

3. Better Analysis and planning Capabilities:
Yet another advantage is the boost to the planning functions. By enabling the comprehensive and unified management of related business and its data, it becomes possible to fully utilize many types of decision support systems and simulation functions. Furthermore, since it becomes possible to carry out,Flexible and in real time, the filing and analysis of data from a variety of dimensions, one is able to give the decision-makers the information they want; thus enabling them to make better and informed decisions.

4. Use of Latest Technology
The fourth advantage is the utilization of the latest development in information Technology (IT). The ERP vendors were quick to realize that in order to grow and to sustain that growth; they had to embrace the latest developments in the field of information technology. so, they quickly adapted their systems to take advantage of the latest technologies like open systems, client/ server technology, Internet/Intranet, CALS, electronic-commerce, etc.

Disadvantages of ERP
1. Implementation of an ERP system is extremely difficult because the company
2.  ERP systems are very expensive. A typical large-scale ERP implementation costs several more. These implementation costs include not only the software licenses but also hardware and network investment and consulting costs.
3. Choosing the right ERP software is a difficult task. The leading vendors are SAP, bann, TD Edward, Oracle and people soft. Several small companies also offer ERP software.  For ERP purchases, choosing a single vendor may provide the advantage of the tight integration of application and standardization of processes. But it will reduce flexibility for the adopting company "A" best-of-breed or mix-and-match approach with multiple vendors may enable the company to meet more of its unique needs and reduce reliance on a single vendor, but such an approach typically makes implementation more time consuming and complicates system maintenance.
4. For multi-divisional firms, implementing an ERP system is a very complex, challenging task that needs the best minds and careful attention of internal information system specialists, internal business managers and external consultants.
Inhibitors or hurdles for the growth of ERP market:
After posting significant gains for 3-4 years the ERP market may be heading towards a slowdown. Except for SAP most other players have witnessed a slowdown in revenue growth.
The main constraints to growth for the sector can be classified as:
a) Saturation of the certain horizontal applications including Finance and accounting, MRP etc which accounted for nearly 45% of the ERP revenues during1998.
b) Saturation of large customers. Most of the Fortune 500 companies and companies having revenues over $1bn have already implemented ERP. 
c) Though the medium enterprises provide a good opportunity for growth, pricing for these companies will have to be highly competitive and margins may come under pressure. Thus smaller players who have a cost advantage will have an edge over the others.

Reason for growth the ERP
Enterprise Resource Planning or ERP has been around the world for quite sometime. It’s a popular notion that, implementing an ERP solution improves the efficiency, provides a clear view on productivity and growth. Here are 3 important reasons why growing businesses need ERP solutions.
1. Operational Efficiency for growing businesses
When the business is really small with less than 50 employees and few defined processes, its easier for managers to organize, control and track things. But, imagine, when the business has grown quite a bit with 1000+ employees, countless different processes, activities, numerous workflows and procedures. Out of these numerous procedures, some of them might be manual and some automated. Chances are minimal that these activities and procedures are well documented. In this highly competitive world, this kind of disjointed and not so integrated system will bring down the productivity and profitability. This in turn will affect the growth. Implementing an ERP solution could help businesses streamline variety of processes, log them and track them on an hourly basis. In addition, it reduces operating and overhead expenses.
2. Improved Consistency & Accuracy
Another major advantage of implementing an ERP solution is that, it helps maintain information in a consistent and accurate manner. Especially in organizations where different departments are not properly integrated, information is inconsistent and sometime inaccurate. The views of different departments vary and hence the information they provide the Manager will also be different. This sometimes leads to confusions and wrong decisions being made. These problems might impact revenues over a period of time, if not considered seriously. Implementing an ERP solution will ensure that all information are maintained and managed in a consistent manner across the departments.
3. A Helping Hand for Employees
Implementing an ERP solution will ensure that the routine reporting work of employees at all levels are reduced. for example, allows field staff to enter data on the go and hence it helps Managers to get accurate information real-time. It also helps key decision makers of the company to understand their workforce in a better manner – from analyzing individual performance across different business sites to visualizing the overall performance of an entire operational zone. This helps organizations to take strategic decisions as well.
Overall, ERP solutions can serve as an excellent information tool especially for medium and large businesses, for better decision making and accomplishing required goals. Hence it’s a must for every growing business.
Various module of ERP
[image: ]
ERP finance module 
All kind of organizations small scale, large scale organizations benefit from the implementation of ERP financial module. The financial module is the core of many ERP software systems. It can gather financial data from various functional departments, and generates valuable financial reports such general ledger, trail balance, asbalance sheet and quarterly financial statements. 

ERP HR(Human Resources) Module 
Human Resources is another widely implemented ERP module. HR module streamlines the management of human resources and human capitals. HR modules routinely maintain a complete employee database including contact information, salary details, attendance, performance evaluation and promotion of all employees. Advanced HR module is integrated with knowledge management systems to optimally utilize the expertise of all employees. 


ERP Production Module 
In the process of evolution of manufacturing requirements planning (MRP) II into ERP, while vendors have developed more robust software for production planning, consulting firms have accumulated vast knowledge of implementing production planning module. Production planning optimizes the utilization of manufacturing capacity, parts, components and material resources using historical production data and sales forecasting. 
ERP Purchasing Module 
Purchase module streamline procurement of required raw materials. It automates the processes of identifying potential suppliers, negotiating price, awarding purchase order to the supplier, and billing processes. Purchase module is tightly integrated with the inventory control and production planning modules. Purchasing module is often integrated with supply chain management software. 
ERP Inventory Module 
Inventory module facilitates processes of maintaining the appropriate level of stock in a warehouse. The activities of inventory control involves in identifying inventory requirements, setting targets, providing replenishment techniques and options, monitoring item usages, reconciling the inventory balances, and reporting inventory status. Integration of inventory control module with sales, purchase, finance modules allows ERP systems to generate vigilant executive level reports. 
ERP Sales and Marketing Module 
Sales module implements functions of order placement, order scheduling, shipping and invoicing. Sales module is closely integrated with organizations' ecommerce websites. Many ERP vendors offer online store front as part of the sales module. ERP marketing module along with CRP supports lead generation, direct mailing campaign and other marketing works. Scheduling of the promotion is possible using this. 

Visual System
Why Visual Business Solutions?
Visual Business Solutions (VBS) sells and supports the Infor Visual ERP business application suite for manufacturing, along with business practice and application consulting, software implementation, training services, technology infrastructure services, and on-going customer training and support.
VBS serves multiple vertical industries across the manufacturing and distribution sectors. This includes discrete manufacturers who make a wide variety of finished goods in every conceivable manner including Make-to-Stock, Make-to-Order, Engineer-to-Order, Assemble to Order, and all mixed modes in between.
Infor VISUAL is an easy-to-implement business solution that provides manufacturers and distributors like you with multiple scheduling options so you can start improving performance immediately. Affordable and easy to use, Infor VISUAL incorporates:
· Advanced planning and scheduling (APS)
· Manufacturing execution system (MES)
· Customer relationship management (CRM)
· Quality management
· Lean scheduling
· Project management
· Financials
· Dashboard
Infor VISUAL provides an entirely different approach to shop-floor scheduling that's been refined through 20+ years of experience and thousands of successful customer implementations. The solution is based on a patented, finite scheduling algorithm that accounts for actual capacity, and includes on-hand and expected material availability.
Designed specifically for manufacturers, Infor VISUAL solves issues for various industries, including:
· Industrial manufacturing
· Aerospace and defense
· Automotive
· Industrial equipment and machinery
· Heavy fabrication
· Specialty vehicles
· Medical devices
Infor VISUAL ERP - Time & Attendance
Infor offers a time and labor management system: Infor Visual ERP Time & Attendance. Available in a limited license and full-scale offering, you can track employee attendance, manual time sheets, and manufacturing labor. You can configure each data collection station to accept any or all types of tracked transactions. User- definable compensation rules allow for flexible work cycle and pay calendar definitions, multi-level premium rules, and shift differentials, among others. Infor Visual ERP Time & Attendance fully supports both piecework and incentive pay.
Infor Visual ERP Time & Attendance uses the compensation rules when calculating earnings, and exports the data to VISUAL Payroll or other third-party payroll processors.
Track the employee information you want to track; hourly workers, pieceworkers, and both exempt and non-exempt salaried employees. Employees may be defined to enter a timesheet instead of the Infor Visual ERP Time & Attendance‘s standard clocking functionality.
· Enable supervisory electronic time approval with electronic signature capabilities prior to calculating employee earnings.
· Create extensive audit trails and employee information histories upon edits to time entries.
· Take advantage of paperless manufacturing labor data collection, through the use of multiple types of hardware and direct interface to labor tickets.
· Define holiday and payroll frequency calendars, and use auto-clock functionality to define breaks and meals, as well as grace periods, then specify whether they are paid or unpaid.
· Generate standard work schedules based on shift definition parameters with the ability to update generated schedules automatically.
· Apply message trigger options to alert users to specific events or milestones.
· Synchronize your Infor Visual ERP systems‘data to reduce redundant data entry.
· Enable ―total time accounting‖ to comply with DCAA collection methods.
· Define different clock in and clock out rounding rules with the ability to override actual times with the scheduled time if needed.
· Assign employees to multiple user defined groupings to enhance report filtering.

Infor VISUAL quickly converts customer requirements into manufacturing requirements and then executes them efficiently. Lean concepts eliminate redundant or wasteful steps that you are often forced to go through with other manufacturing software.
True to its name, Infor VISUAL provides a compelling visual presentation that shows how each part of the manufacturing process relates to the others—helping to resolve bottlenecks, schedule effectively, and price jobs accurately.
Infor VISUAL supports mixed-mode production strategies, including engineer-to-order, make-to-order, assemble-to-order, and make-to-stock. Infor VISUAL also displays all key statistics on a single screen, helping ensure that schedules are met, materials arrive on time, and costs are in line with estimates.
Infor VISUAL's core capabilities include:
· Manufacturing visibility—Create an engineering plan or bill of material (BOM) quickly and easily with a full-color, graphical interface, and then use the design to automatically create a quote and/or work order.
· Cost accounting—Capture costs as changes occur, ensuring up-to-date and accurate costs.
· Quoting and estimating—Create professional and comprehensive quotations, determine realistic delivery dates based on material and resource availability, and turn quotes into sales orders.
· Order management—Manage large volumes of customer orders and meet varied fulfillment objectives.
· Contact center—Retain existing customers and acquire new accounts by tracking everything you need to know about prospects and customers.
· Purchasing—Coordinate material purchases with online decision support that simplifies record keeping.
· Concurrent scheduling—Ensure the most efficient use of materials and resources, and provide the necessary information to deliver products on time.
· Material requirements planning (MRP)—Manage the balance between supply and demand using a comprehensive analysis of your material situation.
· Master production scheduling (MPS)—Translate business plans, including forecasted demand, into production plans using firm planned orders in a true multi-level, optional component scheduling environment.
· Shop floor control—Take complete control over production operations, eliminating redundant data entry and ensuring consistency and accuracy throughout the shop floor.
· Quality management—Establish, track, and manage every engineering activity and supply chain expectation, while supporting business growth and profitability goals. Create critical manufacturing specifications for products, processes, equipment, and measuring devices, and improve enterprise team collaboration with vendors, customers, and employees.
· Business intelligence—Allow decision makers to view and analyze key factors and performance trends in the areas of sales, purchasing, production, and finance.
· Inventory control—Improve accuracy and gain immediate access to inventory information throughout the company.
· Dimensional inventory tracking—Break down the total quantity of inventoried parts into various dimensional sizes.
· Engineering change notice—Establish controls and manage the process of making changes to documents and drawings, parts, BOMs and routings, work orders, and projects.
· Throughput—Measure productivity by considering the contribution of a job or product toward company profit, calculated as price of goods sold minus cost to produce.
· Workflow—Allow information to pass from one person or department to another through an automated process cycle, integrating policies and procedures with information flow according to predefined conditions and rules.
· Data import utility—Generate properly formatted files with a BOM and part-import interface for 3PL applications.
· Messages—Ensure important information is transmitted to appropriate persons within or outside the company using familiar email features.
· Management reporting—Analyze and manages enterprise and accounting data, build customized queries and forms, define business graphics, and create complex cross-tabular reports.
· Return material authorization (RMA)—Manage documents that control the return of parts previously sold and shipped to a customer.
· Lot and serial traceability—Create trace records for each lot number, serial number, or other grouping of a part, and automatically track each part as it flows through your plant.
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