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Chapter 4

Processes: Turning Resources into Capabilities 
Solutions to Odd-Numbered End-of-Chapter Problems

1. Answers will vary, based on the business selected, but an answer should include specific WHATS (customer wants and needs) and HOWS (quantifiable measures) for those WHATS.

3.  Answers will vary, but the focus should be on the checkout process of the online retailer, and the process flow chart should include all steps.

5. Answers will vary somewhat. The map should show each specific step.  Sequence is important to prevent fire/explosion.
7.  Again, solutions will vary somewhat.  The instructions provided in the manual are probably very general. The process map should be more informative and easier to follow.

9.  This evaluation is based on Question 8’s blueprint. 
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