08/11/12
61 348 Service Operations Management
Midterm Exam
1. One of the important challenges facing service operation managers nowadays is “Aging population of the world”. Which services can be inspired because of this very fact? (2 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
2. In the below figure, 4 quadrants of the “Nature of Demand for the Service Relative to Capacity” are found. Could you place the following 4 different service sectors / activities in their respective quadrant? (2 Points)

· Gas station

· Hospital maternity unit

· Tax preparation

· Laundry and dry cleaning
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3. Apply SWOT analysis to THM curriculum. (2 Points)
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
4. What are some of the unique challenges faced in innovating services in contrast to product innovation? (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
5. What is infinite scalability? How can service organizations reach infinite scalability? (2 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
6. What might be the reasons of GAP 2 (Design) in service quality? How to remedy this very gap? (2 Points)

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