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61 348 Service Operations Management
Midterm Exam Answer Sheet
1. List 2 Business Services and 2 Government Services. (2 Points)
· Business Services: Consulting, Auditing, Advertising, Waste disposal…

· Government Services: Military, Education, Judicial, Police, Fire protection…

2. Explain “Simultaneity” and “Perishability” characteristics of a service? (2 Points)
“Simultaneity” stands for the fact that services are created, delivered and consumed simultaneously. On the other hand, “Perishability” stands for the fact that services cannot be stored (i.e. shelved) to be sold later. This means, that if a service is not sold now, its revenue is lost forever (ex. A room or a seat in an airplane if unsold is a revenue opportunity loss).
3. Provide and explain 2 examples of “Use of Information to Create Barriers to Entry”. (2 Points)
Some examples of “Use of Information to Create Barriers to Entry” are:
· Reservation Systems: A barrier to entry can be created by investing in online reservations systems that are provided to sales intermediaries such as travel agents. (Ex. SABRE System created by American Airlines).
· Frequent User Club: Various programs geared towards awarding free services (ex. Trips, rooms, tickets…) and several ancillary benefits which will eventually create strong brand loyalty among guests.
· Switching Costs: Use information as to link different service providers with the same network. This will eventually be perceived as convenient for guests and decrease cost of the service for providers. (Ex. Online terminals linking American Hospital Supply with drug distributor McKesson).
4. What is Service Blue Print? (1.5 Points)
Service Blue Print is the diagram of the service process showing activities, flows, physical evidence,  lines of visibility and interaction along with failure points.
5. Briefly state any 2 resons behind which companies establish their own Web sites ? (1 Point)
Companies establish their own Web sites for the following possible reasons:

· As a channel to sell a product or service

· As a supplemental channel

· For technical support

· To embellish existing services

· To process orders

· To convey information

· To communicate with membership

6. What is “SURVQUAL”? What are the 5 dimensions of Service Quality “SURVQUAL” addresses? (3.5 Points)
“SURVQUAL” is a customer survey instrument used to measure service quality gaps. The 5 dimensions of service quality the “SURVQUAL” addresses are:

· Reliability

· Responsiveness

· Assurance

· Empathy

·  Tangibles.
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