30/12/10
61 348 Service Operations Management
Final Exam
1. An instructor observed in the last couple of weeks an increase in the number of complaints coming from his students concerning teaching service rendered. He decided to analyze the situation. After a thorough investigation and brainstorming sessions, he came out with the following 5 categories of possible problems thought to create students’ complaints:

· Insufficient  class preparation
· Teaching style
· Lack of interest
· Text book
· Others

Later, he decided to talk to students to confirm the evidence and to decide which problem needs to be tackled first. In this regard, the following data has been gathered through one on one interview with students concerning the above spelled out possible reasons:

	
	Problem Areas

	Student
	Insufficient Class Preparation
	Teaching Style
	Lack of Interest
	Text Book
	Others

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	1
	0
	1
	1
	1
	0

	2
	1
	1
	1
	1
	1

	3
	0
	1
	1
	1
	1

	4
	0
	1
	1
	1
	0

	5
	0
	1
	1
	1
	1

	6
	1
	1
	0
	1
	0

	7
	1
	1
	0
	0
	1

	8
	1
	1
	0
	1
	0

	9
	1
	0
	1
	1
	1

	10
	1
	1
	0
	0
	1

	11
	0
	1
	1
	1
	0

	12
	1
	1
	1
	0
	1

	13
	0
	1
	0
	1
	0

	14
	1
	1
	1
	1
	0

	15
	1
	1
	0
	1
	0

	16
	0
	1
	0
	1
	0

	17
	0
	1
	1
	1
	1

	18
	0
	1
	0
	0
	1

	19
	0
	1
	0
	1
	0

	20
	0
	1
	1
	0
	1

	
	
	
	
	
	

	Total
	9
	19
	11
	15
	10


a) Prepare a Pareto Chart for the above data. (3 Points)

b) According to you, which problem area needs to be tackled first? Why? (1 Point)

------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

c) Suppose the course is based on “Self Learning” and “Group Work”. If you were in the shoes of the instructor, what would you do to remedy the highest frequent problem? (1 Point)

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

2. Define “Organization Culture”.  (2 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
3. Provide 3 examples of unethical behaviors in customer – employee encounter as far as “General Honesty and Integrity” is concerned. (3 Points)

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
4. During the past tourist season, ADSL Club did not achieve very high occupancy rates despite a reservation system that was designed to keep the Club fully booked. Apparently, prospective guests were making reservations that, for one reason or another, they failed to honor. A review of Front-desk records during the current peak period, when the Club was fully booked, revealed the record of no-shows as shown in the below table:
	No-shows
	Probability
	Reservations
	Cumulative

	
	
	Overbooked
	Probability

	
	
	
	

	0
	0.22
	0
	0.00

	1
	0.08
	1
	0.22

	2
	0.09
	2
	0.30

	3
	0.12
	3
	0.39

	4
	0.05
	4
	0.51

	5
	0.04
	5
	0.56

	6
	0.02
	6
	0.60

	7
	0.01
	7
	0.62

	8
	0.13
	8
	0.63

	9
	0.24
	9
	0.76

	10
	0.14
	10
	1.00


Suppose that a vacant room (because of No Show) results in an opportunity loss of $ 75.

Calculate the Expected Number of No Show Rooms. (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
a) Calculate the Expected Opportunity Loss. (1 Point)

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
In order to avoid some of this loss, ADSL Club’s management is considering an overbooking policy. Yet, if a guest holding a reservation is turned away (due to overbooking), other costs would be incurred. ADSL Club has made arrangements with a nearby Club (Planet Club) to pay for the rooms of guests whom it cannot accommodate. Further, a penalty is associated with the loss of customer goodwill and the impact this has on future business. Management estimates this total loss to be approximately $ 90 per turned out guest.
b) Fill the below Overbooking Loss Table (3 Points)

	
	
	Reservations Overbooked

	No-shows
	Prob.
	0
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	0
	0.22
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	1
	0.08
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	2
	0.09
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	3
	0.12
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	4
	0.05
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	5
	0.04
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	6
	0.02
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	7
	0.01
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	8
	0.13
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	9
	0.24
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	10
	0.14
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	
	
	
	
	
	
	
	
	
	
	

	Expected
	-------
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Loss ($)
	
	
	
	
	
	
	
	
	
	
	
	


c) How many rooms shall be overbooked? Why? (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
N.B: Your answers to parts a), b) c) & d) shall be rounded to the nearest cent.
5. Provide any 2 examples of discriminating price of a service to level capacity (i.e. Manage Demand). (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
6. Contrast “Focused Network” to “Diversified Network”. Provide at least one example of a well known company using “Focused Network” and another example of a company using “Diversified Network” (3 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
7. Define “Multi-country Expansion” Global Service Strategy. Give an example of a well known company using this strategy  (2 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
Good Luck
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