QUICK KNOWLEDGE. THINKING AHEAD.

8 OPERATIONS, SERVICES & KNOWLEDGE

How to Make Things —
Happen in Your Company |

AMID RISING LABOR COSTS and the growing presence of robotics, human beings must find new
ways to add more value. Instead of manpower, we need brainpower to solve problems. And the key to
problem-solving is knowledge. In her new book, How to Make Things Happen, IESE's Beatriz Mufioz-Seca
proposes an operations model that leverages a company's knowledge resources. Her model combines
what she calls “service problem-driven management” (SPDM) with efficient operations structures,
which entails getting the most out of every company resource, including its human brainpower. The
author marks the path forward, so employees not only get things done but want to make things happen
for the company.

HOWDO |
GET OTHERS
TODO
THINGS?

HOW DO | BECOME
MORE EFFICIENT?

WHAT DON'T |
KNOW & WHAT
MUST | KNOW?

CAN I THINK OF
A DIFFERENT
SERVICE
DESIGN?

HOWDOI
HELP OTHERS
SOLVE
PROBLEMS?

HAVE | FORGOTTEN
SOMETHING FOR
SUCCESSFUL
IMPLEMENTATION?

Adapted from the book How to Make Things Happen by IESE's"Beatriz Mufioz-Seca. Read “How to Get Your
Employees to Provide Solutions, Not Problems" at ieseinsight.com.
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