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Overcome the service paradox

Get more out of your production
Effective production management contributes to achieving the 

company goals. However, manufacturing companies regularly 

face challenges such as disappointing customer experiences and 

excessive costs. All too often it becomes apparent that long lead 

times are still too short, high inventories are still too low and 

substantial capacities are still insufficient. These are all signs 

that production management is mismatched with the product, the 

market and the value proposition.

The reason for production management
The purpose of production management can vary from com-
pany to company. For one company the added value will lie 
in maximising capacity utilisation and in reducing inventory, 
while for another it will be in reliably shortening delivery times 
and/or improving agility. Whatever the case, good production 
management is seamlessly aligned with the product, the mar-
ket and the value proposition – the foundations of each manu-
facturing company’s very existence.

The service paradox
It is not unusual for manufacturing companies to be faced 
with the challenge of improving the customer experience while 
simultaneously reducing the costs of that improved experience, 
and becoming better yet also cheaper is no mean feat.
This task, which at first glance appears to be impossible, is 
also known as the ‘service paradox’. However, companies with 
effective production management have proved that they can 
create a better customer experience while reducing costs. Suc-
cessful product management has enabled them to overcome 
the service paradox.

Involvation and Supply Chain Media have developed this 
checklist to provide insight into the added value and the poten-
tial of your current production management. Answer the ques-
tions below to gain insight into the improvement potential for 
your production activities.

0-3 questions answered with ‘No’
You have complete control over your production. Your 
production management activities make a positive contri-
bution to achieving your corporate objectives.

4-6 questions answered with ‘No’
Your production management is getting in the way of 
achieving your corporate objectives. It would be very 
worthwhile to invest in this in order to align it more closely 
with your product, market and value proposition.

7-10 questions answered with ‘No’
Your production is adrift. It is essential to invest in pro-
duction management if you are to achieve your corporate 
objectives.

RESULTS

Checklist for optimal production management 
 1.  Delivery time and delivery reliability are always in line with customer 

demands.
 2.  The production plan is 100% reliable and is never changed.
 3.  The Sales and Logistics departments are aware of production priorities and 

do not question them.
 4.  Everyone has direct access to the current order status.
 5.  Internal lead times are 100% reliable.
 6.  The lion’s share of the internal lead time is spent actually working on the order.
 7.  Ad-hoc measures to get the work done are rarely necessary, if ever.
 8.  The production costs remain within the budget.
 9.  The production objective and management focus are formalised and clear to 

everyone.
10. The relationship between Production, Planning and Sales/Marketing is good 

and constructive. 
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