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Daytona [td is developing a new product which is more environmental friendly. Though the objectives are set, the project team has
no idea on which fimctions will be customers' favourites. Which of the following will help them decide the 'should-have' functions of
the new product?

A. Taguchi method

B. Thomas-Kilmann model
C. Kano model

D. Six Sigma

ER: C

fE R A -
The Kano model is useful in gaining a thorough understanding of a customer's needs. You can translate and transform the resulting
verbatins using the voice of the custommer table that, subse-quently, becomes an excellent input as the whatsin a quality function
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deployment (QFD) House of Quality.

The model nvolves two dimensions:

Achieverment (the horizontal axis), which goes from the supplier didn't do it at all to the supplier did it very well.

Satisfaction (the vertical axis), which goes from total dissatisfaction with the product or service to total satisfaction with the product
or service.

Dr. Noriaki Kano isolated and identified three levels of customer expectations: that is, what it takes to positively impact customer
satisfaction. The figure below portrays the three levels of need: expected, normal, and exciting,

Satisfaction

Functionality

g i
Il i rgret

The Thomas-Kilmann Conflict Mode Instrument (TKT) is a conflict style inventory, which is a tool developed to measure an
individual's response to conflict situations.

Genichi Taguchi, a Japanese engineer, proposed several approaches to experimental designs that are sometimes called "Taguchi
Methods." These methods utilize two-, three-, and mixed-level fractional factorial designs. Large screening designs seemto be
particularly favored by Taguchi adherents.

Six Sigma is a method that provides organizations tools to improve the capability of their business processes.

This increase in performance and decrease in process variation helps lead to defect re-duction and improvement in profits, employee
morale, and quality of products or services.

Source:

- CIPS study guide page 171-172

- WHAT IS THE KANO MODEL?

LO3,AC34

FIRE #26
Which of'the following activities are considered as secondary activities of an organization? Select TWO that apply

A. Service response

B. Training

C. Information system development
D. Component fabrication

E. Shipping
Z%: BC

A RE B «

According to Porter's value chain, secondary activities consist of firm infrastructure, human re-source management, technology
development and procurement.

Training is an example of human resource development, while information systemiis a part of firm infrastructure.

LO2,AC2.1

i =8 #27

A procurement organisation is keen to encourage mnovation available within the supply market in the execution of an upcoming
significant contract opportunity. A team member suggests that the specification should define the performance indicators so that
supplier’s solution can be checked against them Which of the following will enable the organisation to achieve this goal?



A. Using an outcomme focused specification

B. Establishing transparent selection criteria

C. Applying a precise performance framework
D. Using an output focused specification

EX: D

i RE R -

The buying organisation is keen to encourage nnovation so they should use the outcome or output based specification. In an
outcome-based specification, umbrella statements like 'good quality', 'ambient temperature', 'convenient way' are often used. This
may confuse the suppliers, and it's hard to check the solution that supplier offers. On the other hand, ouput-based specifications
often include measurable requirements. For example, a specification for air conditioning system states that the system should maintain
the room temperature at 19-24 degrees Celsius. Therefore, output specification is more appropriate in this case.

8 #28
Alexander has identified that he wishes to use a performance-based specification for the purchase of a new HR staffing scheduling
system. Was this the correct course of action?

A. Yes, because suppliers have greater technical knowledge than the buying organisation
B. No, because there are clear objective criteria for evaluating alternative solutions

C. Yes, because a specific blueprint is necessary for fnctional requirements

D. No, because technology is changing rapidly

ER: A

i "8 #29

Buyers in the same industry with the same understanding of relative value and price may still make different decisions about whether
to switch. Which of'the following factors may prompt a buying organization to incline toward substitute products?

1. There is potential for backward integration

2. Access to financial resources

3. The switching cost is high

4. The substitute fits organisation's strategy

A. 1 and 2 only
B. 1 and 4 only
C.2and 4 only
D. 3 and 4 only

ER: C

fERE B «

The threat of substitution is a finction of three factors:

* The relative value/ price ofa substitute compared to an industry's product

* The cost of switching to the substitute

* The buyer's propensity to switch

Buyers with different circunmstances and in different industries do not all have equal propensities to substitute when faced with a
comparable economic motivation. Differences in their circunmstances lead buyers to respond to a given relative value to price (RVP)
and switching cost differently. While such differences might be treated as factors that modify RVP or switching costs, it is more
helpful in practice to isolate them

Resources. Substitution often nvolves up-front investments of capital and other resources. Access to such resources will differ from
one buyer to another.

Risk Profile. Buyers often have very different risk profiles, the result of such things as their past history, age and income, ownership
structure, background and orientation of management, and nature of competition in their industry. Buyers prone to risk taking are
more likely to substitute than buyers that are risk-averse.

Technological Orientation. Buyers experienced with technological change may be less concerned with some kinds of substitution
risks, while extremely aware of others that a less technologically sophisticated buyer would be oblivious to.

Previous Substitutions. The second substitution may be easier for a buyer than the first, unless the first substitution has been a failure.
The buyer's uncertainties over undertaking a substitution may have diminished if a past substitution has been successful, or risen if a
past substitution has led to difficulties. In the soft drink industry, this seens to have worked to the benefit of aspartame.



Intensity of Rivalry. Buyers under intense conpetitive pressure and searching for competitive ad-vantage will tend to substitute more
quickly to gain a given advantage than those that are not.

Generic Strategy. The RVP of a substitute will have different significance depending on the com-petitive advantage that industrial,
comercial, or institutional buyers are seeking or the value of time and particular performance needs of the household buyer. A
substitute that offers a cost saving will tend to be of more interest to a cost leader than a differentiator, for example.

Many of these factors that shape the buyer's propensity to substitute will be a fimction of the particular decision maker who is
involved in the purchase decision.

Porter, Michael E.. Competitive Advantage: Creating and Sustaining Superior Performance (p. 278-289). Free Press. Kindle
Edition.
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