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00 O O Shift Toward a Service Economy Service companies provide health-care, com-munication, banking, and
other important benefits to society. FedEx, Google,and Citibank don't sell products; they sell their services. In the
last century,many developed economies shifted their focus from manufacturing to service,and now service
companies employ more than 55% of the workforce. The U.S.Census Bureau expects services, such as technology
and health care, to growespecially fast. Global Competition To be competitive, many companies are moving
operationsto other countries to be closer to new markets. Other companies are partneringwith foreign companies
to meet local needs. For example, Ford, General Motors,and DaimlerChrysler all built plants in Brazil to feed
Brazil's car-hungry middleclass. Time-Based Competition The Internet, electronic commerce [ e-commercel] ,
andexpress delivery speed the pace of business. Customers who instant mes-sage around the world won't wait two
weeks to receive DVDs purchased onAmazon.com. Time is the new competitive turf for world-class business. To
com-pete, companies have developed the following: Advanced Information Systems Many companies use
enterprise resource planning [ ERPO systems to integrate all their worldwide functions, depart- ments, and data.
ERP systems help to streamline operations, and that enables companies to respond quickly to changes in the
marketplace. E-Cmmerce Companies use the Internet in everyday operations of selling and customer service. For
example, a sales clerk can sell to thousands of cus- tomers around the world by providing every product the
company offers 24-7. Just-in-time Management Inventory held too long becomes obsolete. Storing goods takes
space that costs money. The just-in-time philosophy helps managers cut costs by speeding the transformation of
raw materials into fin- ished products. Just-in-time [J JITC] means producing just in time to satisfy needs. Ideally,
suppliers deliver materials for today's production in exactly the right quantities just in time to begin production,
and finished units are com- pleted just in time for delivery to customers.Total Quality Management Companies
must deliver high-quality goods andservices to stay alive. Total quality management [0 TQMUI is a philosophy
designedto provide customers with superior products and services. Companies achievethis goal by continuously
improving quality and reducing or eliminating defectsand waste. In TQM, each business function sets higher and
higher goals. WithTQM, General Motors was able to cut warranty cost from $1,600 to $1,000 pervehicle.
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