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6-6

o llustrate how goods and services
are designed in an inregrated fash-
won, we will study LensCratters—a
well-known provider of eyeglasses
produced “in abour an hour”™ We use
the framewark tor goods and service
design shown i Exhibir 6.1,

Steps 1 and 2—Strategic Mission, Market
Analysis, and Competitive Priorities

LensCrafrers iwww.lenscrafters.com) s an opucal chain
of about 860 special service shops wirth on-site eyeglass
production capabilities i the United Srates, Canada,
and Puerto Rico. All resources necessary to create and
deliver “one-stop-shoppmg” and eyeglasses " about
an hour™ are available in each store.
LensCrafrers’ nussion statement 1s focused on be-
ing the best by
» creating customers for life by delivering legendary

customer service,

developing and energizing associares and leaders in
the world’s best work place,

cratnng perfect-quality evewear m about an heur, and

delivering superior overall value ro meer each

. 3
customer’s individual needs. !

Step 3—Customer Benefit Package
Design and Configuration

Our perceprion of the LensCratrers customer henehic
package s the ntegrared set of goods and services de-
picted in Exhibir .11, The primary good (evewear) and
the primary service (accurare eye exam and one-hour
service) are of equal imporrance. Peripheral goods and
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services encircle the primary ones to create “a roral
LensCrafrers’ experience.”

Steps 4a and b—Manufactured
Good Design and Process Selection

The manufacturing process 1s mtegrated mro the service
tacility to provide rapud order response, ver not sacrifice
quality. In this mdustry, 1t 1s unusual for customers to
watch thenr eyeglasses being made and thus “service expe-
rience” 1s viewed as adding vale. The equipment used n
the labs is the most rechnologically advanced equipment
in the industry. The evewear 1s manutactured to specifica-
tions n a clean, modern, and professionally run facility.

Other 1ssues thar LensCratrers would need to con-
sider m designing 1ts manufacturing processes are the
following:

* How are eveglass lenses and frames ordered? Are these
marerials ordered by individual stores or consolidared
by region/districe? How can the high quality of evewear
be ensured? Whar new marenals are available?

What items should be stored at the region/distrce
warehause and stores? What tvpe of purchasing
and inventory contral systenis should be used? Heosw
should suppher performance be evaluated?

Whar evewear-making equipment should be used?
What 15 the latest rechnology? Which equipment 15
most flexible? Should the equipment be purchased or
leased? How should it be mamtained and by whom?

Whar is the most etheient production procedure 1o
make the goods and meer nme schedules? Where should
quality be checked in the manufacruning process?
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