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Case 01 #&=A1HizE fkBE (for chapter 01& 02)

T LR, T EHBEL
X HE:EEHSK
MM : (1) BREZALNANITEREER, TEARKER.
(2) HEAKZALNTAPMBANANZERR (AKX, RE. XK. RF
. BIFT. RS ) MEBH, BENENEL , XEBGHNEEMS
mpte i s 2
(3) bR BTEXRTREIMAEESD ( distinctive competence ) T4 ? iXLERE D
WA R B REREEMNS ?
(4) MBMRERBE , REFNAHRAKZHLATMEBEAMKY ? K2
L RE N ZMEERIT AT LM ? RENZENXA OEM, OBM

1 ODM ?

2004 4E 1 H 4 HT4, #&2HERRIFESE K CEO IR RNIZE 2 —haEE B A% X4EE
B AL R B 3R AL P A ARG R, LA AR AT A = . AR B,
TEFLR R R, b 22 A1 2 My 2 AN [ AN S R OEM. 2B 7= v I A €8, 38 5 4 o [ R A 5 11
Bt A T4 = b

b R I R OB . 2, RS AL ESMAE IR R AR 2 fa AR . (B2, BEE
H S ol & s K, w24 D B B T RSN B S TR i A . BRI, ABAT]
PE IR AL RS N & Z RS 22 AL TE 1997 SE K ER T TR E TR . & AE 2000
B, AP E RS AR E. HA TR BB K. ) 2003 4, RERKAL
WzEE R O & LRI 1,600 HE, A E HIEARSR L. BN RS 22 A R = 22 2,
500 i, BRI EE R A L B A TR 67%. RUONKE EALHEEE R O AR % AT,
W P R REAS 25 AL NAZTE LA S BB S L PR . N T R UVAE T RE A R I, A AL
AN FL 3 AR =AM 25 HA i) OEM il 7, RIVEESR FL A I 07 i R 22 AL b AT s

B IRIXAN M SCAT DA R I 8T I el I R ) R, AR — AN i) — BLAE NS A, It
A[7E 55 4 H 28 B0 AT 375 s A B U BE KISl o SRR AR e 0% T RG24 I A A A8 Rk 1 N B I R
B AET . Bed], A=A R oy E A AR = B OSBRI, FEAE P AR R B R A 38 N H AR K
BaJG, BT RCAEEE, B AN F R R A Fe A A A, M AR TT IR T OEM k. 4
O\ TG AR O P A% O —— R R RIS ROR S, M 224E T IR A OEM 1] ODM #4781, IS
BFGE, A& ZAER E TS OBM MiEUaE, RS TI% L OEM F1 ODM 45 & iUa k. E4k,
FH T AT 37 0 b 22 A= it s ot o DA AR A R, A 22 AL AE — g 4 T 3% 7T 4 OBM k%S
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EARRFHETI L, KA FTURBES BN T K2, LG XS F IR E I, ZEN
FEA AR A= B Re JI AR T K BE 7T . AT DL DU R 87k B . 2002 48, 8 224175 E A dp i A 4
XPRRAEHT 0% T80, HIMEA 40%H T MmA. 2003 4, XHANEFLNE RN 60%MES 44%.
& 22 AT i RAE BN X P e, I BRI AN I 0E PN . e OEM Ml OBM 177 i fE £ B L B, FE3E
AEAEM T I 45 . B 2SR i A B8 M 1997 £ 200 3 G E 2003 £E11 1, 600 FI & . Bk
A M 2000 1] 56 127638 3 2003 1) 101 1270, SR 1 FEk 2.

T AP AR EE (1992~2003)

= WS (B T (%)
0 | wF) [ Emosm | BOOEM | mOooem | & | Em | mE
1996 0.65 — — — 0.65 | 34.50 10.00
1997 3.60 1.25 0.07 0.68 2.00 | 47.60 10.00
1998 4.50 2.65 0.40 0.95 4.00 | 61.40 15.00
1999 8.00 3.00 1.50 1.50 6.00 | 67.10 25.00
2000 12.00 4.00 3.60 2.40 10.00 | 76.00 30.00
2001 12.00 6.00 3.00 3.00 12.00 | 70.00 35.00
2002 14.00 4.00 6.23 2.77 13.00 | 70.00 40.00
2003 25.00 5.00 7.54 3.46 16.00 | 60.00 44 .50
2 R R NRIFE (2000~2003)
T BN (B0 R CH70)
2000 5, 600 360
2001 6, 800 330
2002 9, 000 320
2003 10, 100 480
1. AFIHSE

& EALERRIAL T ) 2R LT o el — AR P Y 2 A b . 1978 S BRI B SOR
PRAEGIIr e RIRIELE 1973~1978 FEUEMIER NI A B XA BYIAFREME AT, LA
AN R R b DABRUONI o R 240, AR — KA R AR B B B D™ dh o AT 20 25 21 e A5
BT AREINATT AR D77 e 9 7 ERITEZ R DR, AR RS ST AR BUN S .

BARAT] — BAEFFEEEA], (HRR LR, AR HIEAEGHL. BRI IR 7 6 S8 R
fflben, WEAURIZES R 1A H R Ao R, H O ECAR A BRI SR 1 %A T AR i 3 4k
FE, BLZA AR SR T AN 8 TR 22 BRI 1988 4, AT [ 55 B s BRI S B S0 T 46 2241 1),
FEREIL T RIS . KBS BN TR R R, n AR VR e R . (2, fE
AN IBUR ST, SERIRBURARRELI. BRI E ™ i A 7 2 2 s i bz —,
FUCAHE 1T NIRRT, (HRMEBARZE, RRER IR A A FIARKIEA IR, Al #ll 55R 3 /A K
Mk, 8%, ZRMET 1991 F4 7 DEIIF HPGE R R, B3N aEE
KT RERI AL 2, X E BT ARy £ A L.

7N REA AR R R A 90 SEAU AT . 80 FEAR, RUVE TR EIT IR 12 BRIl R AL
I ARALE Bt TR BARRTE R BRI . T AR B Bz 05 18, BRI B DU AR
AN T RS EBUF IS SR AL AREM A7, RIKIEA QM EREE . A DUE AL RES
P FRAT HH O ECATRS R, B LR BUR R e T B SRR . Rk, EIGECIBRIESTTA
HR/NT 1992 4 (R BT RO S AR R I T Rl 22 5 R K 3h g o XS i £ [ R e DR A M I v, T AR
FHEE N TAMEX, NAZHEAT P BTG MR RSO IRBUR R 2. R, 9 1 ORI AR 5T

B BT BEA R BRG] E AR B S ) A S, R e LR T BUR R — 25 XA
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A FRAE T 2 kA8 EAATT R E o 5 BUR X AL B S E AU 2 POAB AN I [R) S 3R 43 T A 1 1)
JBERL, SR A T BEREAEAR S AR MUAT ML IR B sl o 2B (R B0V PR 1) SO IE A8 Bl 1 3% PR A R R Ak i
Wos. RERMZ 7, 1994 4, —ipitKEd TERIT = MibX . POKAR TR 2AALBAGEE T, PR
PEEAHLE, MEADBU I AR F R sE T A3 sesy, s —aBm A iis ek N2 G, RRE
WA TR EZER AR 1999 4, FRMICH ALK& = AR o X bR M 22 A 1 i b i 2L 1 58

2. EBEE

1991 4, 7E—UO B ARV A, 2 RAE A A b 78 o B B BR300 BEPAEIN N
Hh ] 28 5 R 1R 2 T T PN I S g B AR A B o I R R TR SR IR 2RI K o R AR A R S o AR op [
NS 7 ORI S8, AT TR =52 7 A, AT U0 R AR, BT AR o 7e v B X
JEHRAT, FEHBCHLAT KA .

MFEG IR RE FE, 80 AR [H [E ] i b T 3 IE AL T RSP B, Se g MT3H T KRR /N, i1
HEENT T, A RS D, I B E G, REECPEM KR TGE A g
EEANHRE, WARZ. LG, B A B2 2 Tinig ), AR EREY M 58T, X&mT
AT P T IR R (R BGRE R . R PRAE Y O I AR AR P AR R R, R A e — AR
iy SRR E VIR

EEAR A FERYE, W= B AT BT A AR BN e BN E 50 FEARRN R BT b, AH
KIHEARCE AT AT . HAEAMB T 0HE, St TR E e, FE6 & ool 7 5 HF
IR, X R P 98 T A 7 BRA o (H AR AR, RT3 IR T AR X A

3. BEHB

JUETERE I G AR FHAAELEMESE, (H 2T AR TR il 25 RT3, A% == A8 211 32 2L A X
SEA DA AR L 5K, IX IR 2 Hp ] 1) Aol SRk U AT A M Il AE TE (1 ) . AT AR R — R, H #
TR TS, EER R NI AT PRI A% AN AR 5 R R AR . R,
76 90 £, Mhtie T 30 JiSETuIE K T e i AL (— B BN B AR, R
Btk F A5 20 PRI OB A P 1 % R AR SR A P AR 2 A RIS T — SRl iple o 2B 7= 2 vp BT 75 1) B R 4 - At RIS
TEAEF 0 — e TR AAREL T . &h, M7 RS 8 KLk (HAM KRBT 11T
FEEAR LM A S BB B B g . X e TARIT#ATE H AN 2 e AR = H R Tk BRI 25 42
J&i, IR TRERAE A AR 7= B, ATERTE dE 2 A1 AR %S

1992 4, &AL A M — G IR IERIE =, FHIERE AR R 2 ERARAF.
1993 4, A= HEH#E 10,000 SRGENT. 1995 4, A% AH7E 4 EEEIT 250, 000 & FIREYT, HMT
i E P T RSk R T A R REE TSI, (4 T E AT 25.1% M0 di. & 3 AH T
AL 5 R R DI RE R 3 B bR S S

R3O ZARBIRE L 5 R Bk oy

AR Fhr Yk X

o UL 30 J3SRTuHIT AR N7 ity P 2R B AR ARl b A 7 2k

POV o iRt 8 ke TR e T
oop |+ B AR

o NEIELNT kG AR R R A A
1993 | » A4 10, 000 55y A Tl ge v ay &
1994 | o fHEy =8 FAZ 10,000 &
o TR EIA 250,000 &, G 25.1%E R 1T
1995 | o HUAQTE I L 28 1l oy v ] 854 PR flan o o i
o 7EH B AL AL G
o LFEE—A OEM iTHL, JFUAH D4y
1996 | o FANANZRZ ksl 1 HOh b 22 A fd s 8 A ik Y
o BEEALTFIE A 6 I AR AR
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o MY EIX 2,000,000 &

o HNTHMEILR] 47.6%

1997 | o mifsH E s b i 58— iR 5
o FURH R A=

o fEFEE AL T O

o 7 HIA 4, 000, 000 &

1998 | o M= ZERRIN E SR 7 e+

o A BRI KGR I AR 7 i

o KHIFIGR

1999 | o 7ESEE A K H

o TENNE KA EE A ETAF
o SER§EEIX 10, 000, 000 &

o WA TIHHECA 76%

o FRLINH I A

* L OEM #1 ODM #30iz 1

2001 | o FEAHAEF= S ——HdE 0B
o A FIA 13,000, 000 &

2002 | EFRTIHMEN 40%

o MR EE R, =EA LG Bt T E i
* Jfi5 OBM flife bk A 22 AT R (il 4s
2003 | « HiAEE TP RIX 16,000, 000 &

o S IRAENE AN H T2 B A ]

2000

4y BYIHIRLTN

BT, M ZALRR T A TSI ST B DR RASE, AR RISE SIS . ES SR TS
(oM —F B R R PR A it I 1996 FIF0R, A% ZALIE SEHEFEGY . SnTisat#t, 7 Red ik,
FEIN RIS A R R SE R AR AN S o 25 ILIET 1 AR 22 A A BRAN IR A o AR et 2 ARG T 3 T 79 1 SRS
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18578071
AR A A

W51 AN AT BB
AP R AR AL (K783 A H

A

B RE

|

SEILEE K
(R 22 B

!

SRR A A

!

FEAR A A A

!

BRECE K
4TI 32 473

l

SKILEE 2 I

l
AL EE
S 5 S HA
|

K1 AL RFEAN ISR

(1) it OEM WhislieRe A= 4k

NSRBUREA, FEPAEIEIE A OEM % BT A P 2 S B e il , RIS PEMB STl 1 A 7 RE
Ko ZEEIRYL, kg AN HNEE T Fillony A/ it , A% 22 A4 R Fillony REFRF HLA ™2 G 2%
FR A% AT A, A 22 AR DUAE 2 T AR 7 AR A A% 170 Fillony S48 o AR P — &R 2>, 4% 22
A BAE 2 Fillony A2/ I BL T » A IZAE ™ e R 10> REZE ™ B A9 dh o M 22 AREX — SRS R A
T HARM R B RAR, WRZ, =, Bml. GE. F8H. k5. KEEZR, W3E. AT
AT s, MG LR T RRAR P EERE, K2R AR X EH R RAMRIRE, Bt%
JURERS UL ELARATTA AR AMRAS 2 OO AR ARAG 7 i, [RIINFIGE S 1 8 BEAE P O T A BRI, TR AL 45 21 G 2%
RIS RE . BR TR AE P MR BCBOR DAL, M2 AR OEM &) i i AR it 52 TR, 6 Bhig =
AEHEAT ZE A R AN AR 7 S R R AR A% 22 A K 7 A

AR, [FRE A HEN il F 05 AR N A A S A = it . 2SR UL, M At
) FL R A e s BN R i T — A T, AR AR RN AR — AN AR AR A A 30 Seot. AR,
BSRABA RS A7 e & S B e B8 8 22 AL, M 2 AR U AR 8 SETChI A R R T R &, (H A% At
DA s 2 T AR LA P e . AR — SRR 48 7, HAT AR —A 20 £on, ik = AL
R SRS, 5HEE TR 2RI 7 AL, IR DA 5 Lonmims s B A
I T )3 7 i o
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Rt Re, A& A ORGP AR PR R A S B 7T, R 3 BE, R 7R, BEAE 365 KA
1T, SIRZ P A FIEEFAF 30~40 /NEFAHEL, B 22 A0 R T AN 1 1 A2 7= 7 U 7 g 22 /D 2 AT
(1) 5 ffo RIS AT B AR B A TEA = W% BB, PRI 1 A = (P T iAS . HE A )35 1 Ak
FEAE, PEm T EAMAR TR, IR 2 A B R R AR

(2) BN RS T 71

N T B YERE AR, B A AL B S AN RIS R RS, ST A A, AT AR [
YT, 24 90 FEACFIAE PR S R e N E T I, PR MNRST 1, 000 JGE] 3, 000 STANE .
ZETORHE ) XA A 0T T o [ E T 2 ki e o ) SR AR o DRI, A 22 A v e I B SR SO T e
M 1996 =2 1998 4F, #2241 %F BT IS I BEAN 30%E] 40% . A8 B R A 2 AN R 300 Jt. 7E
2000 FF| 2002 F[a], A& EALFEARSNNMEER, AT HAL 7 HAEE N I MR AU HAL. S0 4
& 22 ALA R B B A A 8

R4 AR B

T i R P
o H 515 650,000 &
1996 = 08 AR T 40% ’
08 A S o 5 359 T
o o fHETX 1,980,000 &
1997 10 AR 29%~40%
TR &8 5| o it 47.69%00 B 4
o B EIA 4,500,000 &
1998 4F 05 A e b 30% T
05 A B b o 5 60% T P T
eI RA o WEA AL 1, 000, 000 &
ooosn | TRERRA | PR A 1,000,000
R D o 5 T6% 0 P T
AN R N
20004107 | IR 0% | - i 0% EBRTIH
(¥ = i)
(/N
20140451 | THIRT e | ek
300 JGHIFE
2002401 H | HLiEiz FE &%) 30% o M ZEALTERO T IR SRS TE AL

S R BEAN AR & 1T 3 IR T 75 7 & b (R  AS T b o 48 A 29 A B TE = Bk 21 200 5 A8
AN FVREFE AN RS A 120 TG RPEA = BUAR . U= ik E] 1, 300 3G RE, HE g R = 1000
T AP, LR,

M 1996 4D, #2241 R OEM 2% 25T A = R A R, A By K76, IHEHBE TSR
B 2L AEAMAT 38 TR 55 SR AR RS, SRRl LB B A1 BN S J 3 N 45 o A 22 A sl o s G atb 22
K, PR LESNTLEIRS, AHRANRE M. &5 7 BEMLLE, 1E 2002 4, #2278 FH A 2Bl
T 400 JiAEE, iR TEA TSN 70%. SHEE, LG AR R BT AR B A SRS A T 35 5t
TEHLAT, peE iR R E R T . EE BRI b, RS AT S AT IE B T 40%. BANERIEE] 1, 300

G FMZIXBAES, IR RN T H LR A0 FRIRBXA T O LA RN

B, FEFTEMATR ARG O MRS R NBATE O @M —1EpiZk.”

5. M. OEM %] ODM Hj#25

(1) WEFEALRLfEL

MR IR AR R HU G 0 T e 22 AL TS 80, S T AN A TR B, BT RERIR IR e, A%
AT R A R AR . AN 1993 SEHFAR, RZEMF AR ——RZI0 e i A B
BERIRS o BEE S AR T3 5 A R RIREIOG K, MR EERIRRFET RZ A E S 14
i, XK ZE SR E T PR S TR T o, BRIk, AR 2 H AR RGBSR A m D R R
R N . M AL S AT AN H A AR FRFE . A0, A FHEFSWIERITE iRk
AR . e, TS TR E A5 R RS A AL RS BN B B B AR 300 . X—Hirinin
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IEAEIRG AL EDR . #hE LG AR 52 8 2 NS 22 AT SR ARG, Rt DR A 2R ABL ) i IR 448 530

(2) W= T R A it

Rl 5 P L B SE AL AR 2 AL AT B WA R . AN 1997 SFFF0R, A% ZALsifAe R 2 Tk
o PERREER. AREREERAE, TR EHEMEIIREE . 2000 4, O FIRIIIT R BT SR
FEAERICE Jr e s DT C R AR B 5 7 TS T BOR Mk o 4% 22 AL TP IR B CAE P12 B AR Fh L & 58 i AT e
BAMMEE . JGR, WA A E T AR, FFRES S 88—, /1 2000 4,
FEEN 10,000 E/K, 2003 4, X —¥7 EFHE] 44,000 /R, FREILE] 16, 000 &

(3) BRI A AT A HT e

BT B R )3 RE A 35 Bh PR R R S, B S AL UR I R R BRI N et P SR ATE A (R LR 454,
HEE AL INRIIF A, 25 18 r= fh s i E R R I BE 170 1995 48, % 24 A7 v B SR 7. 1 5 sUE 7 rpols,
1997 £, 24 AEALEMF 7 OISR B RO o A AT AN 3% B S AE R . (E IR X
MZOEARVLG, W2 ARSI TR 7= RA0F, TPRESU TSR o st aEm
TR s INEI AT ThEE, WZE. K. &; CSCEBUA N MmEEH, WPl =, BAE LCD 2K il ;
FEE AN BT, WK AR BR T . I A A MBS . 2001 4, A% Z=ALSERT 5 — Wik AR R
FoOlH, BRI, IR IAH A 22 AN s T3

IR BN AN FAT S 2, SR SE IR, A& AR T H O AR S . X Af
138 AL B FRAR A, FRE E O™ R I Z s, [, ARG AH OEM B/ et 2
[ ODM AR %5, JF MK e E KA 2] 7 8 2 DIAE A 0 SR 7= T B IE QLTS S BT Ui 1t : “7Eid 2%,
BATRAEE NS, REREIR . (RIAE, BATERE TaE I E BN, AT I RA TR 5F
GEAHETS.”

(4) HEH M)

T D BRAFIRR = T, A S ALIE A R 2 AR, R R RN . A% AL AR
i Q0% B BT T I 28 o SEBR b, X T REFEE XA OB A, b X (L s (A5 8, A% =2 A ks
MR T d it A 7RIS T KT IR AR IR 88 2 I AERZ DR, W S RTIR, %
2L UL AR AL R T PR AR 5 RS, R A 7 A PR R AR B B R e A B 22 A B TR 22 AL 172
TR, VRN — 5 7 F A b UMM BE B R bR o 4% 22 AL 2 3, 000 ZKIBERRT, o 60%A4 7
FIisE, 30% 0Bk = HALIGIE 3T, 10%7E o E AL .

(5) M OEM/ODM #if§4h1ii3% OBM {14678

2003 4, FEEA AT ENIZEE TR, HrE A ARk B AR R AR R
137 BB FAT B E - SR1M, HEAMTTIE 9 0 T A% ZAX — e i B A R R 2R . TEIRANEHE,
B 22 AL B0 S R R ER, IRRFD . K-Mart A4 EROK S BE LG AR ISR IR SR PSR H
. OEM Wl A% AL B Afis 177 i, WA X e R A pibr . TS LB A RE
T REAEINE R T RINAL, WAMTE OEM BCATE K ODM G Bhfinkadn 7 /=&, il
IR B S T IRA A

B A% == A1 E B 10 REAE [ ) T3 3R A T ORSRER 2 A ET, P  TARAR B) T B BRFEAT AR, A F]
FFUATR T DS 22 AL 5 RRAE — B AT 37 AT B S AT RedE . SR, 558 OBM K55 A SRk ik izt Lh At R 7%
Syo BBIRUL, M ZALTEIR/RID, K-Mart HEH 7 30 E A SRR IIRB 7= o BT 9 2 0T S A AT
AL, B 730 RS R AT RTELEE S A <O 22 A RO E R OEM BiE ODM 47~
P A, BRI RG0S A B 2 A S A R TR O AR L, R, FRATTAS
SHERZREIEBERI T FRZESE AL —F, ATVCRAOAE . HiT A= RAE BiEmt
AN R ZH o, WA S8, BEAMNERE A TR, BUERE SN0 8 O s
BEEIR B BhAE .

AR, BARTTIHINEEARWARL, 225 OBM SRR DK . H—AN R & Bk
SR 15 [E A 7] 2 [ (S5 4, A LA FH 22 REAG BT 7 it R b REF #R 9T I 3o 58 AN BR R | TR
AR SRR, WAL B2 B T2 AT o — S0 7o R 2 g S RS 22 A B SR s 22 A 110
k. BIANIRRIGFN K-Mart FFAG8S B8 22 A0 SRR I b o — L[ A0 2085 7 7 TSR T 10 22 AL iy
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PR RS2 AT BT . 28K, Fillony #5 B A8 T#EAMNE RO L T THER F= 5. ZEENEEJEPE I,
b 5 K 48 7 Cosmo B3R L RCAME 22 AL A b 7 E1E F A SARER o 388 b A =2 AL RIS AR AR 1 L [R] 2%
71, A& ZALMEAN OBM Fl OEM [HIELBI AN 1997 1T 1:9 2574 2003 4 (1] 3:7,

B T R = SRR DAAh, A% AL — L R U A 1 T 3 PR T GV B . 2815k UL, 7EFTAR
JERAS I T0% M T3 0 B LL S A% == ATk i a8 do Fe AN TF 2 (PR AR e L 7= b LAk 21 28 W i 3 11 H
e FIARAEBURE WA A e T — A B WL

LR Le DA SR T AR ARG, HRAE A BRVE B N SR A S IR S5 AN SRR SE A A AR L, A% A AL EUA TN
Y A1 T 32 B B R RN 5 DX 28 ARG SR B 55 . SR B e SR AL AR ORI A T S iR R BT OBM
NF], BTN R L IA B/ Mg, TP ek, A, T T R EER SO ER, A
FA A IR T AR E T, EIEE AR AT . ISR LA AUN KRR B 2R TR
TP E SR AL AR, ARSI . 2k, HWE N NG A S EERAK 24, B8 OEM &/
TV AR T IR e ) 8, A AL EAENG A E 33 OBM L5, B iR b Fa & 5 IS =ik
BRRTE. PEhacds. AHSCHIRERII. F P #URAEEE R R 5 ARIB RIS AE I P R SS B S . SR m
AL E B HLIR SR S A S, WEBNKEM R L, BIEEM AR, JFH N b EE 2
FUERENEAIEY 6. A —NERRIEE S H A E D SCRE R P IR AtIX e m RS . Bz A
N K B IR N 5 R 2 A AR 45 1 e

BRULLAAL, A R)E T BN KR TR g A 9 A AL SRR R . 20, BEEA
Al OBM A4 g, 4% AL BN FE OBM & 7 I Se 400 o JRHR B o B4 = A1 — L% OEM & 7
CE 23] 7 Bt FTRES/MBA TR OEM T84, [, BB N, 22ty B H OBM
BRI RN TF I OBM %%, 2R s /NGy, ASRERIE OEM % 1 [1F 44

6. PR REEH

(D) AR5

T A P I RE AR R, M 1993 10 1 2526774k, 300~500 G/ R, ] 1998 F15% 14
ZAEFEEE, 1,100 /KM . B il G A A S A AE LR, I8 B 24 A2k, H™ 50,000 75,
FFR 3P, TAF 24 /NI

WAL AT RS or1E S OEM . & P R4 mist v 8B R, — A& P T SR AR
Ko B EALREUEAE R EA 2 P ORUE T 2 IR % P IR AR S . R THAT A, ARWASHREZM
FEAE . BRI, M AEIFFR R OBM #5780F, A /) ZARYE T3 1 75 K47 /MR 1 A2 72 DUE R [F & 2 5
IR o AR 5 75 SR AN B T A8 77 R AR B ah () PR o AR P B E AR 7= RGN £
%A BT

B R A B R B A A P R R A A R PR R, VR I T H 2K R b R e, R
BEAEE ORI 24 OEM F1 OBM Mb.5% [RI I [ IfG i35 & skt , A% AL EREE S 1 e LR T—
ANPHMEREE . — 07T, ARRIETE A CRSERREr  F E AP IR DRI &, 59—,
RZ OEM % P& T EOR A AL MRS . B AL O8N T — 3 s & 1A=, JRER MY
PR 42A% AT IR AR LR A = FUR F AR 22 AL 1 SR, B PR 173 75 SRR CRAIE 35 5t o AT 4R 2 — MBS IR B
] 7]

Fihb, BEE S SRS N, A 0 AR 2 AR, REOE IR AR PR — e S B AR 5 A
— R, BEE RIS RRNN A, FrE R T2 A FHAMGEAS & 5 TR . FREREA
NIAEAM 75 AR FEARBR T 2 1, I EAS AT B T

(2) A=kl

KHILAR, #8220 KR A PSR SERR AR . Ik 2%, K201 S A AR 1 o HL B = 2 R
B2, BT R s /oK, A A E AR . st b, % 2 AEEE
P OBM 137 s KRS A 7= [R A6 7= eE, AT i 269 W 25T 3 Apg i A =ik, A E~ 2T
W R, BOAARIRIE Z RIEMFRARY T IE . B, AR JLT-5A 72 e & Fi Al
AR B T

B A E RS S A B OX AR VP . AP IR RS N LIS DR T A, BE S A B . 1K
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FJTRLE SR AR AL . SO IR B R R AT A R, EASRAELCEBIRAF. H, #EAh
OBM iy EANFEEFZ MK % f R w2 2 e i RGE AL . BEER AL o 1 M e 2 I
SR AR T RCE AR P 2R, A w AR RE N HE TR L TN T3 7 oK, R VHER 1 IR 1) DAAE R ) R R
PEAET ™ R R BB I 2. R A R AR R, RS ol 2 B, R 2L
HREREN 2 RAERES. £ OEM W35, e/ TT IF HAE SR BIR E f ml 5 k. XAz
YRR, P RS SR TS TN AT A P R O XUz, R AH T BEAE AR BRI A . 28T, 7E OBM .
F5rp, AR AT R E O RRAEIK e RS M EAS, BRI, AR 0 FI000 A0 A I fR) B MEAE A= 7= BRI A A AR
HEL WA, m T A R RO AR R H s AR, R R EAN R 7 i, IR B
AT AR /N o [RIE, ST R R Gt 2 D ILE . 2 A% 7 R RO — M E R Bk Xt
ek 22 ARSI T 3 OBM V55 D (R AR 5 P 2

EREE)E, 2 OEM. ODM. OBM i] Hi[a]IN 75 25 i, Wil ssg 1T e e . [ 2w i
FEREMPEI RS, X — AR ORI Pb R I T e — S8, A N RSO, A ROR
FHBUA 257 2 R AN R R AL AT Bt e — N AR R BB

(3) &I KRR A 1R

1% AT R AR AR, BA m AL R E AT RS S IR 2 A% AR AR 4L
ZIAERE (2002 4F). FERXFAHLURIGT, (FRRAVGEARRE 2218 BRI, SR ER AT A 1993
20 NHEINE] 2003 AT 10, 000 A, 2% M8 B CL AR ME FEIE R R EAR LI SE SRt . %t
PRAE BB LR G p i, bR 2], BB 2R RPN EREFNRMAES T AR
JEAE T 0 A IR E I ] A& AR — SN TN, AN AR R R 5 1, HRIE,
FATEILT R, BATEREWSAKEE DB R ARTR FE A oD 2 7

JEPS |
| % Itk 55 B BT
WS B

e 1) 4 b PR 1T PR R
2 G 2R ESpE 23 2B ZH

BURGEEBI T A=l 14

K2 EAER AT HASEME (2002 5D

B ZALFE ORI A A S 5 AR 7RI RER, EARTERFEE &, SE AR 7 HE ) 1 A
Mo 28Ik UL, G B RTIVE APEHS I T B AMEA B A% = M EUE D AU s FEGE LR RERT, Hig T
AR P FE; IR = R R, P IR S LA IR 25 20 AR o Qo i A 7= 0 T TR 512
M REE f . AP R A RE L HE FE AL A A, He g T S I R AR . BN, BT s A AR
B[] 2 HE b 1 28 7 S FLVAB M) ZE B, AR R At o &5 KA V0 T R s AN DT C 1) 1) 8L 5 JE 5 2218 . IR SE ph R &5
W AR T ORI A = (R A = 3 TR NN P A A 7= B 112 (]

7 AFRER

S A A, (BRI IR 2 kbR . R RAE RS A AR i AR R T 3
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PR AEEARRS, 2 " 2 A PR A T G iR e AR IE A . SRR DO B L ) S 2 b3, R
XU ] I N ] 1) RS R AN R

(1) b 22 T RO S0 FH 22 A (AR RRA M 2 3w EFE LA & B4 F L BRI AT B ) 2 3/15 1 1)
T2

(2) ¥ 22 AL B H R4 R IR SIUA L OEM. OBM. ODM 45 & ARHERISER AR B 5 2 721
s, RISk OEM. OBM. ODM 45 & it ?

O AL BRSNS L OBM K45 ? ¥34h T35 OBM K45 I R R A K& 5 24 A W] OEM
2538 R T T REA 2 AR IIER . A AVE RS ERAERE TS 2 OEM. OBM. ODM % 7 [ ZKR ?

(4) 2 A1 15 NAZoE Rt M 4k S ok G  (177 RE 2 IXFRAR K AR A S 4 2

X ) R — PR R B R A . A TR TR T — AN RIS 2 AU AR AR Y AR ER T )
HHEA B K 1 T

By
1. ARZBIMRL AU SO B IR AE 2010 4E4[E MBA 62 (IBEEH) HF el LT
o bRt

2. ARGIFEAHT OM SRETHE, AR AR AF R T e H 1.

Case 02 Z4HIME THREME S —MR5%® (for chapter 03)

RhatfiE 5 BLILNFEH THEI]. FEEREBT, ZTRARU “REZE N PLETEHR
WET— N, AEEAE 11 S8, ARZRIN Y. & L) LTI, RatERTE4%
PR EMEM S ThrEbrd . X, R EHAT, Sr Rz T FIRIEE 157 ) LE K ik
Zhi.

255 B R E I — R ES A, IRAEIN R EE RO MRS, H 1955 F5H Ui
5 (Ray Kroe) FFREH—FEIELIRE, 457 &EME BN MK B HACNIE, 78 121 ANMEFIE 8
i 30000 RET, HRA 4600 JTESRMEARS -

#2955 (RSt 2 oM S BRI g T . A A AR T UL R = AN T

(1) BN A AL X (1 e

(2) B T H 9005 1 b fgt i 1) R 55 5

(3) ik F Yk, EERE AR, SLUARNE R AR K.

W, 222455 Qi) d 3 8 AR SRk i B LA iy A0 R W 2

T REFFA AR ZE U SR B YR R ), BN SR F R rRE s . TR S
Hor, BRI, BONZOM—ER “I7 5 “&7, 345 EEmIE TXHAES

1. R
B PR AR R PR E 48, AR 258 PUEB E Ches. I EERNEIREMA? 2Ry
ST

(1) IR

Rb AR AT L AR o LR B8 L BOERO A 48 . FEARE AN T AERBIR, (8
SR B R B 22 4 SR B . R0 T — R RO, BEOE I — F R E R, 10T 2 8 e
Pl 4 95 B

S S R B T LR 2

D RO R #5118

2) BRI A

3) RGBT 1555 R

&) SRR (EE MK 5
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5) ALK NIEMIEE IR,

6 JEF R I A R () A5 ) 1 5

7> 5 A

8) +:IX VR FVHER -

L b, ERR AT, #2455 1 N e T ak o #r TAEME] 7k

T, PRI EARRIE . 222455 SR I R s TR, R R — R R A T 1 B AR AL
H. EREN, B NRETHARENERBE: FLBREs AL, GUigmiuyE, AL m 2
AT, AR RIS, A g KA X %45 .

Hk, #4550 7 —Mnd o Bt B, wiRMEA— AR, o R REEET
T4y, AT DAZ AT I . WRA AR RER L AR ], 44 B 2Rk 1) A A2 2R i Bl b Bk 25 B
RSOl AT B (RIS B= AL vt s| W B2 (NS g vy DAL R s L PRE SR T b S = R e DY e e s 98

e, FEHEACHAE SR S 2224955 2 AP (1) 777290 S WA SE 28 R BN Lk HE K ) F118 B At
RET ] IR R I FPI R MNASE L T EE ML R 584 H brth s (9 NH B EL A A FEAE 18
W B H AR S (8 TR I R SR B SE A T

(2) MHHEFRFRNER

P H HE 3 PR B R T AR AN eI ] . BAS Rt 1 580 2 S84, XK
78 7RSS N RICAE o BT IR LEANER & LE N IR 544 I [A] i 2 56k fR— T [ N A L8/ iz 5 % . B B
W TR SRR, B BRI AN, ARIEARMERERE LR AN . Iz, WA
EAA, Ekikd:, BEELR T B CRIRE, SR R 50 R LR .

(3) FRAEAHIPE LS

F U5 E T VEAR . AR, DUEE B A HEAV RIS LT, BURLE 2 4080 DL B RE1S 31
AT BT 75 EE I A

T AR HEAC R %, R EARAERITE R I E N R, AT AR eI & il TR . 22245587
it —XKmEENR L) . A TRBES S —, £495EaminTE FRERHBERE, X
FERfk/> 7 NI AR 22 . 22 457 0t & (I RS R 2R . ERERIBh I AL, 1600 4 5 EAEAE BT
WINECEL OB RS E AL RAR AT o AR IR MR FEAR K Hs D 1 £ i 28 R LI (]

FIRIFRHEAL VRS, 222457 10 A BT — b s S5, IR R 75 HE— B o] LAAR 21 B 75 1 438
e MAh, G LF U5 MBNBURERFIE, 2245 (AL IR R AR EAL B . RG50S — 1 i
BN EE, £ 35 IR R 1 MR AR A ) !

(4) FrE R Bt AT B

N5 SAT PR HEA R AT B . 22 257 AR A () Bt AT B AE AR LA 5 T :

U B A EARHE R HEAL, BT 1) B R S e e AR S BRI L R

2) AR RE R T AR PRGENE, Z2 05w TSR ETE . fEEER T AN I Uy 3 s RS,
FHPRAEEH MR AN . RELEER, REITHE], WNEHEEESR DR S, YETHEE
LA R B, Biee— Tk, —FEREMW, R ZIRE LK.

2. &

MR, B0 IS T MRS %4 2457 MAME N E « ik s e bl 2 VIt e
QSC&V M&EHE., XHE Q REFE (Quality). S fKFEIS (Service). C f{FEiETH (Cleanliness). V
REME (Value). JLTHK, FHFFMHAEETHAX—H& . X — B S HHL E2N T ORIER )
FES %4,

(D —VINEMIEFEISG

R A AR A T SRR R AR 22 U5 AR E A R R, PR 2 T AR,
Ko BT, SR e WO, RTINS, AME A, . R SXER M. e s
PR S AR B L 40 2SRRI, ISR B YT A AmEdL . B AR
(3 A, T HHX LA IE BN 22 U 57 A R E T REET . AP REMN & RS RN, RESE
W RIE SR ES %4, 225957 RECT A il B .
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2 255 BRI U AVRAT I L 5o Biltn, 15822 2457 T 6 1 EEAE R A ) e ta s e i & Tk A
PR A F R — X Bk 4 i A = 4 ], B 1A BRI E. ZE0HE. BEXHmOMKZ M.
G SR BT A OA 50 RE

N PRAEEL A JIURE RORAET B IR, 22 55 1)0E 1 — RINET-# 214605 Blin, WBFLATH 83%11)R
5 17%A5 I8 FLAE AR BT, T & B HITE 16~19% 18]« £ 28 20 I ) F 9T R R 10 RISt A7 7 A
FIRSTER . [, P AP RHE S 2 i 2 2 0 e & . Hd, WA R E R 40 4

(2) tR%an—HIFTE

EHEIREZ LA AL 1992 4F. BIRIL 20 FFC& % 7, EIRJUALT REHHA, RN
Friv, HOGEE. FREMD, BiR—E, D bkl E R iR i i R R gs S st AE IR . Fsk b,
2 257 X T N AN I Vi AT 3 1 1 5 A P A B BR TR AR
NIRRT, A2 EAREER RN, SO R R iR 2 A, 22955 K R, VER
PENVIRRE < AR AR B & (4572 ORAIE £ b PRIB OIS 1 [RI IR, 4 B KR E il CRATE 17 8 ) i BT A 22 4

NPRIER LS TEAT L RIS hb, 2257 /AL T M B B I R . 225 AL 7 =M &l L.
MEA DR AR BERRE, hE. RENEEHHE:

D) R AT iR RRIE A

2) M. RAENR. BEEE. SRS,

3) MG RS DL IR 55 A AR 55

4 gmbfEL FEAE & TAERES

5) BB

NORUEHIA BRI, DU FCSEAEOL, XT3 2 TUAISE 3 TR 25 9 2%, b DX B 5 DA Je oo % 114
rt AT E.

TR T BOVZOI R 5 R Ah, IRIRHLHARRSS, IR R R e SRR 225
WML FK G AT RITEE LE R,

JUE R P A BARANK, (HEE TR B, A, A, aMNETRASILR? &
AR AR T X R EDORIE? R R B A L !

TR A A
v 2T HE AR SR AT A
v 2257 QAT A T R SR S B EL A i AT R 2
v 2 5THEHL ARV E A AR R L ?
v 25T A T BOR LB i A ROE LIS ?
v 257 RS T BORGRIE & i K RS 24 ?
v SRR T RO, IEIRBLIRLEAR S5 ? XRS5 I H AR WA SRR 2 2 5 KL QSC&V A E B

o AN B W N =

&

1

e

1. ARG R R AP E P B S A RS

2. WREHIFMES R AR S AT TERAACL 202 — RS .
3. REVFW], A EHIMEHARE ZEI R
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Case 03 Lenovo @it ThinkPad X300 §Ti& M4 (for chapter 03)

1. 5F

2008 4 1 A EAJM—K, — &%t ThinkPad X300 J7E | 1415« B HIKr (Peter D. Hortensius) [
AT, X2 BRAR R — 4 ] (B B R B SR R W 2B X A Ui . FRFE ThinkPad X300 SR 22 $H 4K i 7
A2 — A NIRRT R SR CEO S K« Ie A i (Steve Jobs) HEH 55  ARAT HER A1 5o B 4
S0 A N MacBook Air N— M RAEHEE T K. JFH, FRAiliEFRiX ek E g0 A .

FHIE, ThinkPad X300 [ L7 (] 2 76 2008 42 A, W13 MacBook Air LL'E BB T, At ks
RO R HE B AR 1o IR R RXFERE, RN TR T — 35 % K

B AR SO AT i LR Al AR 3ERIT (Phyllis Arrington McGee) 03K T — AN K558, G HKET
NGB BT X300 ZEFHEE, ARy, “RR T RN T

2. BN ThinkPad X300 & T HIE &

AR, NP A W (PLC, Product Life Cycle) ¥t CLHBEETE. PLC Fip M se e R B . X T
AEAT— KAl A AR BEAS Wt 5 BT 72 i 2R A T A (1 T 3 BT ik

A, (ERNTRERZ, £ 1T 17k, R —F R K —3 B I A, KXo RN 7 Rs. 1mH
AR HI %78, ThinkPad X300 A& —Z 4= . A, FUTEEAERT X300 77 T 7 /BRI JEENE?

EFRATHEH Pi#IE 2] 2005 £ 5 H 1 He MR I3 a8, BAEIERE AR 56808 IBM 423k PC k% .
ZU, IXAEAE E AN R ) IT AT “ig g WO R AR E .

TR AR X RSO 2 2 25 Ol (HIg, YR, SO ir, #ARA B IR ) .
F[H IBM 147" 5 ThinkPad 2| T W EFBAETHE, FRMOEFSSASHR? BENE P SASHHEA
E, HEWEMSL? B, IBM ST DUNGE EBUS & FHALE 7 HEUR R 2) 10 12 T H, X%
5% i IBM AN N HLIBOE S5 1 10% 26 45 o WEREGRIEIX R0 T A S k. ok, J& IBM AN A P s
IRK b E 7, e AR S P 7R IBM HEE AN AR Mb 55 5 AN 3 1 g 12 2835 Bl s 2R 1 7
Mo BJa, —HEUCK, IBM DAH G RN AN B IR T IRER D, A XS “/NEE (ThinkPad)”
FEANTF MG 4 o IXAME SRR E 7= S B (1) 5 R 4h, R BT IBM SRR SR . RS i (1 52 FE e —=A
— A a] LA o

NI B PR RS, BRAR AT T R B Bk AR, BB LIRS A IBM AN A HL
W5 TP AN 37T, IBM JERE T N4 1 R Ty g—iT 6, BEFIBE. o, £k
A, WERHOLEAE ., BT EARIN, THRIE%, FREET IBM RIS, BAEIERE R 7R
S T — R

PATRVER:, WUKKEE. 76 IT APlk, 52 TS R 2 WA, S, S ASARKRIB—R. =
B, HARBOE . MIBARE T AR, Q0T ZE4E ThinkPad JEAG 1A SWE 2 1A 17 51 S SETE7E Hh P 7
TP AT . ZITEEN, X ZBAE IR — 8 K ThinkPad X300 (1) 3= Z5)[A

3. HEH X300 MIRTHLIERE

HXAEHE ThinkPad X300 [ _F TS [HELE 2008 4F, X ANMEA AT, 2008 X T 51 E SR 373 E A
R4, T 50 FEARBENT R BONRFRIE L E AN RFEM . ETHEO. WIERTEX—4F,
AT —RMESRILMRIES. 2004 43 H, BAESEPREESEL), BN 2008 65 Bz 2 1T
PRI . AR A SR B IXANTHRAEE LS « BAEAE ThinkPad X300 7E 2008 b 5 Bz 2 1 KK
FH o

{HE, W RIESPRATEHER R EZ ), BARIL 23 ThinkPad X300 [ b B (A& AR Bz 4E g 2 78 1
RIX— B2/, B S&LEFATE I — 4 ThinkPad X300 17 & I FEIE.

4. ThinkPad X300 F % & 5l i

(1) 2] 0 A J)
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IBM ThinkPad ¥ £ —E R & FAE 5 N L EZ . BHRCHRETERHNR L, BAEERSEEMICR
For, CPAVREAL BRI —AME B W RGNV REGS AW AT A HE B 2O 3 PR R s ot o PR 7 e, IR —
TE AR

(2) 7= IF R

P I R A R A T RS ) SO . R SRR ISR S, 7B A R R S AR . S b
MR, mLF . — VIR E VR SR RS b A m i A RS I I s RS, A
W HTE R RAFTE SR i b i A e S48 — .

NT IR S TT R GRS, 7B e R B AR B S RR SRR B BE T k. Lk
FEa R I .

7 it g AL AT E bR AR R B AR )2 CORFR . BARHEH X300 9 H B2 ZEE I ThinkPad
S, NBEAETE IR T L 53 A2 . ThinkPad A7 TkS &, T ARSZAS ™ 5, XEUIE 1 7 g AL
A ERE SRS, R T RAT 2RI, S5 AR )

P AR R ER”, B OCHARMWES, S mEMm = miRE T I AT &,
AR P PR SR R TE DL R A BRI (W RMsEIR =0 NSRRI L, BNEZ TR S0t~
a GBI K

PR AE NSO, AT 6 R FEZE &S . ThinkPad X300 3% [F) At = @ A4 B 17
ThinkPad X R~ k.

FEAIE 2 e BRI, IR T S SRR R B IR P o BDRARIR P O R R A2 4 ThinkPad X300
3% X ThinkPad X &% L — MR .

1) 7 i o R e ) EL AT B P 4 SR T AR T AR R b R, AR BRAR AR M 17 SR il AL 55 (1)
EEGSE D

(3) =R BRI T R 5 H AR H

ZAREAR S BRI TUE S B BT N RS IRHE T o A KR AR A B LY RER A B A T AT,
DAZE CAS B i A5 8 1R 4k 2 Ot N BT . B 48« 551 52 ThinkPad 2B iC AR EIANZ —, Y FEFWit T
ThinkPad 700C RANEILA NN, B9% | ThinkPad 2 iC AR 4 ML TH KU

YT EELA N, BMERMME. WG EE. MM e E G, MR AFERHEA
St B, UG R 1 ThinkPad 52 B, . SOUHERIEICA BN A FF S n R ER .

2006 4 6 H, F/RFEHNIEEARRI TSR — RIETHNRIERINREL Bl ALK R OR PR bR
R THT PR B o DA 28 10 A I T PR 45 b 2 11 RSB () 25 B bR 25 A ok — b 4 JB e bRl ok . — %% 0k
SEACAMMBIR /D, KEARABE 10 585 (1 J55045T 2.45CM, RERD, BT 1 95F, Nk, &84
P12 A

Z3ABRIE, BF 13 JoFBREEIERENGE . [FIN, By D AbR 2SS 1 4 i e i K R &4
ARMER. T2, HRBE T ERAEE.

2B JG TT Z AT AWE? 2006 4 10 H, &it R ZIBAE, WA /R G & ST RE AR ML 4,
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Case 04 QFD (for chapter 03)
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Case 09 BSB, INC.: THE PIZZA WARS COME TO CAMPUS (for chapter 03, 04 & 06)

Renee Kershaw, manager of food services at a medium-sized private university in the Southeast, has just had
the wind taken out of her sails. She had decided that, owing to the success of her year-old pizza service, the time
had come to expand pizza-making operations on campus. However, yesterday the university president announced
plans to begin construction of a student center on campus that would house, among other facilities, a new food
court. In a departure from past university policy, this new facility would permit and accommodate food-service
operations from three private organizations: Dunkin’ Donuts, Taco Bell, and Pizza Hut. Until now, all food service
on campus had been contracted out to BSB, Inc.

CAMPUS FOOD SERVICE

BSB, Inc., is a large, nationally operated food-services company serving client organizations. The level of service
provided varies, depending on the type of market being served and the particular contract specifications. The
company is organized into three market-oriented divisions: corporate, airline, and university or college. Kershaw,
of course, is employed in the university or college division.

At this particular university, BSB, Inc., is under contract to provide food services for the entire campus of
6,000 students and 3,000 faculty, staff, and support personnel. Located in a city of approximately 200,000 people,
the campus was built on land donated by a wealthy industrialist. Because the campus is somewhat isolated from
the rest of the town, students wanting to shop or dine off campus have to drive into town.

The campus itself is a “walking” campus, with dormitories, classrooms, and supporting amenities such as a
bookstore, sundry shop, barber shop, branch bank, and food-service facilities—all within close proximity. Access
to the campus by car is limited, with peripheral parking lots provided. The university also provides space, at a
nominal rent, for three food-service facilities. The primary facility, a large cafeteria housed on the ground floor of
the main administration building, is located in the center of campus. This cafeteria is open for breakfast, lunch,
and dinner daily. A second location, called the Dogwood Room, on the second floor of the administration building,
serves an upscale luncheon buffet on weekdays only. The third facility is a small grill located in the corner of a
recreational building near the dormitories. The grill is open from 11 A.M. to 10 P.M. daily and until midnight on
Friday and Saturday nights. Kershaw is responsible for all three operations.

THE P1ZZA DECISION
BSB, Inc., has been operating the campus food services for the past 10 years—ever since the university decided
that its mission and core competencies should focus on education, not on food service. Kershaw has been at this
university for 18 months. Previously, she had been assistant manager of food services at a small university in the
Northeast. After 3 to 4 months of getting oriented to the new position, she had begun to conduct surveys to
determine customer needs and market trends.

An analysis of the survey data indicated that students were not as satisfied with the food service as Kershaw
had hoped. A large amount of the food being consumed by students, broken down as follows, was not being
purchased at the BSB facilities:
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Percent of food prepared in dorm rooms 20
Percent of food delivered from off campus 36
Percent of food consumed off campus 44

The reasons most commonly given by students were (1) lack of variety in food offerings and (2) tight, erratic
schedules that didn’t always fit with cafeteria serving hours. Three other findings from the survey were of concern
to Kershaw: (1) the large percentage of students with cars, (2) the large percentage of students with refrigerators
and microwave ovens in their rooms, and (3) the number of times students ordered food delivered from off

campus.
Percent of students with cars on campus 84
Percent of students having refrigerators or microwaves in their rooms 62
Percent of food that students consume outside BSB, Inc., facilities 43

In response to the market survey, Kershaw decided to expand the menu at the grill to include pizza. Along
with expanding the menu, she also started a delivery service that covered the entire campus. Now students would
have not only greater variety but also the convenience of having food delivered quickly to their rooms. To
accommodate these changes, a pizza oven was installed in the grill and space was allocated to store pizza
ingredients, to make cut-and-box pizzas, and to stage pre-made pizzas that were ready to cook. Existing personnel
were hired to deliver them by bicycle. In an attempt to keep costs down and provide fast delivery, Kershaw limited
the combinations of topping available. That way a limited number of “standard pizzas” could be preassembled and
ready to cook as soon as an order was received.

THE SUCCESS

Kershaw believed that her decision to offer pizza service in the grill was the right one. Sales over the past 10
months have steadily increased, along with profits. Follow-up customer surveys indicated a high level of
satisfaction with the reasonably priced and speedily delivered pizzas. However, Kershaw realized that success
brought with it other challenges.

The demand for pizzas had put a strain on the grill’s facilities. Initially, space was taken from other grill
activities to accommodate the pizza oven, preparation, and staging areas. As the demand for pizzas grew, so did
the need for space and equipment. The capacities of existing equipment and space allocated for making and
cooking pizzas now were insufficient to meet demand, and deliveries were being delayed. To add to the problem,
groups were beginning to order pizzas in volume for various on-campus functions.

Finally, a closer look at the sales data showed that pizza sales were beginning to level off. Kershaw
wondered whether the capacity problem and resulting increase in delivery times were the reasons. However,
something else had been bothering her. In a recent conversation, Mack Kenzie, the grill’s supervisor, had told
Kershaw that over the past couple of months requests for pizza toppings and combinations not on the menu had
steadily increased. She wondered whether her on-campus market was being affected by the “pizza wars” off
campus and the proliferation of specialty pizzas.

THE NEW CHALLENGE

As she sat in her office, Kershaw thought about yesterday’s announcement concerning the new food court. It
would increase competition from other types of snack foods (Dunkin’ Donuts) and fast foods (Taco Bell). Of more
concern, Pizza Hut was going to put in a facility offering a limited menu and providing a limited selection of
pizzas on a “walk-up-and-order” basis. Phone orders would not be accepted nor would delivery service be
available.
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Kershaw pondered several crucial questions: Why had demand for pizzas leveled off? What impact would

the new food court have on her operations? Should she expand her pizza operations? If so, how?

Discussion Questions

1. How would you describe the mission of BSB, Inc., on this campus? Does BSB, Inc., enjoy any
competitive advantages or core competencies?

2. Initially, how did Renee Kershaw choose to use her pizza operations to compete with off-campus eateries?
What were her competitive priorities?

3. What impact will the new food court have on Kershaw’s pizza operations? What competitive priorities
might she choose to focus on now?

4. If she were to change the competitive priorities for the pizza operation, how might that affect her operating
processes and capacity decisions?

5. What would be a good flow strategy for Kershaw’s operations on campus to meet the food court

competition?

—Source: This case was prepared by Dr. Brooke Saladin, Wake Forest University, as a basis for classroom

discussion.

Case 10 JHREHAMRAFE LRETEMREE (for chapter 08)
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MRE (mm)
ek A 1 2 3 4 5
1 1 29.970 30.017 29.898 29.937 29.992
2 2 29.947 30.013 29.993 29.997 30.079
3 3 30.050 30.031 29.999 29.963 30.045
1 4 30.064 30.061 30.016 30.041 30.006
2 5 29.948 30.009 29.962 29.990 29.979
3 6 30.016 29.989 29.939 29.981 30.017
1 7 29.946 30.057 29.992 29.973 29.955
2 8 29.981 30.023 29.992 29.992 29.941
3 9 30.043 29.985 30.014 29.986 30.000
1 10 30.013 30.046 30.096 29.975 30.019
2 11 30.043 30.003 30.062 30.025 30.023
3 12 29.994 30.056 30.033 30.011 29.948
1 13 29.995 30.014 30.018 29.966 30.000
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1 16 30.025 29.951 30.038 30.009 30.003
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SAME (mm)
Ik ek 1 2 3 4 5
1 21 30.046 29.978 30.026 29.986 29.961
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3 23 30.046 30.004 30.028 29.986 30.027
1 24 29.997 29.997 29.980 30.000 30.034
2 25 30.018 29.922 29.992 30.008 30.053
3 26 29.973 29.990 29.985 29.991 30.004
1 27 29.989 29.952 29.941 30.012 29.984
2 28 29.969 30.000 29.968 29.976 29.973
3 29 29.852 29.978 29.964 29.896 29.876
1 30 30.042 29.976 30.021 29.996 30.042
2 31 30.028 29.999 30.022 29.942 29.998
3 32 29.955 29.984 29.977 30.008 30.033
1 33 30.040 29.965 30.001 29.975 29.970
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2 34 30.007 30.024 29.987 29.951 29.994
3 35 29.979 30.007 30.000 30.042 30.000
1 36 30.073 29.998 30.027 29.986 30.011
2 37 29.995 29.966 29.996 30.039 29.976
3 38 29.994 29.982 29.998 30.040 30.017
1 39 29.977 30.013 30.042 30.001 29.962
2 40 30.021 30.048 30.037 29.985 30.005
RO

1. ARG AR R AP P b S XA S
2. REVFR], AGEBIAEEEARE ZEIEL

Case 11 BB R B EREE (for chapter 09)
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Case 12 In-Line Industries A& F128& X (for chapter 10)
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Case 13 SIX FLAGS (for chapter 10)
The Six Flags has 3 main operating departments and 2 top brand items (Crazy Mouse and Superman tower of

power). Recently, the Company conducted a study for its labor allocation to maximize the profit with data as
follows:

Product 1 ($25)  Product 2 ($30)  Constraints

Dept. A 1.5 3.0 500
Dept. B 2.0 3.0 500
Dept. C 0.25 0.25 100

Discussion Questions

1. What is the objective function and a set of constraints for linear programming model for maximum profit?

2. Find the optimal solution point & corresponding production volume for each of the two products?

3. What are the scheduled employees and the slack employees in each operation department?

4. Ifyou’re hired as manager and may relocate the employee constraints, can you increase the firm’s profit? If so,
by how much percent?

5. If so, what are your new constraints and your new objective function?

This material is prepared by Dr. Ma Fengcai
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Case 14 WISCO (Wuhan Iron & Steel (Group) Corporation): DHCR
(for chapter 11)
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