Activity: (CU4 M3) Tom’s Flashlights Scenario
Go through the interactive scenario below to gather information which you'll use to complete the assignment on the following page. Click on the white text (in the black boxes) to choose a response to what is being said.
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Andrea: Oh hey, there you are. I want to introduce you to Tom. He owns Tom's Flashlights and Such, and he came to us because he's been having some trouble with his business lately.
Student: You came to the right place. What’s the trouble? 
Tom: I've owned this business for 30 years, but it seems like lately things just aren't running as smoothly as they once did. I've got customers calling me up complaining that the brand new flashlights they've just bought don't work. Fortunately, our sales have been holding steady, but I'm worried now with all these complaints they'll start falling. My profits are already dwindling as it is. In order to stay competitive I haven't been able to raise my prices in 7 years, but let me tell you, my suppliers certainly have.
Andrea: Tell us about your products. 
Tom: We make 3 styles of flashlights - a pocket size, a medium size, and an extra-large heavy duty one. They all come in several colors, but black is our most popular. It seems like the medium size models haven't been having to many problems, but I've gotten complaints about both the pocket size and the extra-large model.
Andrea: What’s the production flow like? 
Tom: We've got 3 lines that we use to produce them. All 3 lines are capable of making any of the 3 models, but it does take a little time to reconfigure them, so we usually keep one configured for each different model. All our machines are still operated by hand. It's pretty efficient, but not hi-tech by any means.
Andrea: Who are your suppliers? 
Tom: We get our supplies from a number of different vendors. Since our profits are getting squeezed I order from whoever has the best price. They're all very similarly priced, but sometimes I can get them to give me a deal. I try to keep a lot of supplies on hand so we won't run out.
Andrea: Do they all provide the same quality? 
Tom: You know, I'm not sure. I never let us run out of materials, and when we get a new shipment, the new stuff just gets mixed in with the old.
Andrea: How do you fill orders? 
Tom: We keep a large inventory on hand in an adjacent warehouse. That way when an order comes in, we can just go pull it right out of stock and keep our production lines focused on replenishing whatever's lowest at the moment.
Andrea: How long would it take to fill an order off the line? 
Tom: That would depend on the size of the order, of course. Most of the orders we could produce in a day or two, bigger orders would take maybe 3 days. That's assuming there are no hiccups in production.
Andrea: What’s your quality assurance program like? 
Tom: We don't have much of one. There used to be a manager, Cooper, that worked for us. He used to track down production problems when we had them. He left a couple years ago, but we haven't had much of a problem until now. The new manager, Brett, spends more time in the office than out on the production floor. I can't afford to take on a new person just for quality assurance though.
Andrea: What do you do when you do find defective products? 
Tom: We try to salvage any parts on it that could be put back through production. Otherwise it's just scrap.
Andrea: Why do you think you’ve had more quality problems lately? 
Tom: I know why we had the first problem. A bunch of flashlights went out with corroded batteries in them. We hadn't been rotating our stock in the warehouse and we were getting low, so we sent out a bunch of units that had been sitting for a long time and the batteries had started to corrode. Now we make sure to rotate the stock we send out.
Andrea: What other problems do you have? 
Tom: Most recently, we've been getting complaints of bad bulbs in the units. At first I thought we just had some shipments that weren't handled right, but I've been assured that everything went fine in shipping. I'm not sure what to make of it.
Andrea: Ok, I think we have enough to get started. 
Tom: Great. I'm just not sure what to do. I sure hope you can give me some ideas on how to fix this. I feel like I'm in quite a pickle.
Andrea: Try not to worry too much. We’ll give it some thought and send you our recommendations. Thanks for coming in. 
Andrea: Looks like Tom needs to streamline his operation and implement a TQM program. Let's write up some recommendations for him.
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