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Case Objectives and Use
Strategic decision-making in service operations is very much entwined in the intricacies of determining appropriate dimensions for service quality. This case demonstrates the complexities inherent in making short, medium and long term decisions that will inevitably have implications for the operation, particularly front and back office situations, queuing and capacity issues as well as service quality. It also highlights the fact that managers have to incorporate internal and external variables in their decision-making.  

The case was written for undergraduates in commerce, business management, operations management, and tourism, focusing on issues concerned with Service Operations and Quality Management. It may also prove useful for courses in Small Business Management and Strategic Management. Students will have to use their initiative to discover ways of maintaining the strategic focus of the operation, improving guest satisfaction, increasing guest numbers and yet not compounding the capacity problems.

Case Synopsis
Kelly Tarlton’s Antarctic Encounter and Underwater World is an aquarium in Auckland, New Zealand, and is considered one of New Zealand’s leading tourism experiences.  The business operates in an extremely dynamic business environment and as such it also has a number of interesting operational issues, in particular the fact that the facility is underground posing many difficulties in terms of expansion and capacity.  A particular concern is the fact that guest numbers are decreasing, which seems to be ironic since a large problem over the summer months was the lengthy delays in queues and bottlenecks. The manager of Kelly Tarlton’s recognises that there is a link between service quality, operational capacity and the ability of the business to increase guest numbers and ensure they have a satisfying experience. 

Kelly Tarlton’s now faces major decisions regarding redevelopment in order to address these concerns and management do not want to deviate from the primary objectives of providing a quality, educational and exciting experience for its guests. Management is also faced with internal and external factors that influence short, medium and long term decision making that impact on the operation.  Fundamental to this case is the requirement to clarify issues and make recommendations for a sound strategic direction with realistic capital expenditure.
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Case Objectives and Use
The first case objective is to evaluate and compare the pros and cons of the Theory of Constraints to the discipline of Lean Manufacturing as they relate to the problem situation.  The student should choose the one that best fits the application and back the choice with reasons or examples.  Designed originally for a production process, the second objective and challenge for the student will be to creatively apply these two disciplines to a non-manufacturing environment.  Determining how the principle elements of both of these can be translated and adapted into an engineering process will need to be the key points of the discussion.

Case Synopsis
Structural Concepts has been the industry leader of the bakery segment in the commercial refrigeration industry for the past ten years.  Comfortable with enjoying the higher margins of this niche market, SCC was struggling to remain competitive due to price concessions produced from the high-volume, winner-take-all bid packages presented from the newly consolidated Mega supermarkets.  The prioritization of order winners in this redefined marketplace had reversed from value added, quality & price being 1,2&3 to price leading the pact followed very closely by quality and value added. With competition nipping at their heals, willing to offer value added products along with quality at a lower price, SCC needed to evaluate all the processes of the engineering system to eliminate waste and increase throughput. Manufacturing had already stepped up to the plate and was successful at and is continuously driving costs down. It was now time for Viktor Anderson to focus on the engineering process to increase the throughput for new product while designing it cost effectively and complying with all regulatory standards requested. Viktor Anderson has two opportunities to consider for a solution to this problem. One is to apply the Theory of Constraints to the situation and the second is to adapt the five elements of lean manufacturing to work in the engineering process. The Vice President of Operations will support Viktor on his decision so long as the expectations of increased throughput and producing the product right the first time are met.
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