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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)
Services that can be inspired due to “Aging population of the world” can be:

· Health care services

· Day care services

· More automated financial services

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)
The following is a detailed SWOT analysis of THM curriculum:
Strengths:

· The total duration that THM students spend at training locations
· The existence of applied courses (as core courses) in the curriculum

Weaknesses:

· Heavy curriculum in light of number of courses and total credits
· Significantly high number of credits allocated to core courses making program less flexible and attractive

· Electives are only restricted depriving students from having the opportunity to study courses of interest
Opportunities:

· Most THM students are on a scholar-ship basis

· The trend in education nowadays is to increase the component of technology in courses, and use more audio-visual, user friendly applications

· Course instructors are turning into facilitators and moderators in classrooms rather than conducting a 1-way communication (i.e. instructing)

· Students are attracted more to courses that they think will impact their future lives
Threats:

· The trend in education nowadays is to increase the component of technology in courses, and use more audio-visual, user friendly applications

· Course instructors are turning into facilitators and moderators in classrooms rather than conducting a 1-way communication (i.e. instructing)
· Students are attracted more to courses that they think will impact their future lives

· The nature of some of THM courses (numerical) does not coincide with the numerical skills / capacities THM students possess when they first join program (i.e. after being placed according to National Examination grades and preferences).

4. What are some of the unique challenges faced in innovating services in contrast to product innovation? (2 Points)
Some of the unique challenges faced in innovating services in contrast to product innovation are as follows:
· Ability to protect intellectual and property technologies
· Incremental nature of innovation

· Degree of integration required

· Ability to build prototypes or conduct tests in a controlled environment

5. What is infinite scalability? How can service organizations reach infinite scalability? (2 Points)
Infinite scalability is when the variable cost of serving the additional customer is 0. Service organizations can reach infinite scalability when they:

· Conduct only information or data-transfer services (ex. Online encyclopedia)
· Allow customers to serve themselves (ex. Online reservations)

· Let customers serve other customers (ex. Online auctions)

6. What might be the reasons of GAP 2 (Design) in service quality? How to remedy this very gap? (2 Points)

Some of the reasons of Gap 2 (design) in service quality might be:
· Lack of management commitment to service quality
· Perception of the unfeasibility of meeting customers’ expectations

In order to remedy this very gap, management shall:

· Set clear goals and objectives

· Standardize service delivery.

Good Luck
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