27/03/17
THM 348 Service Operations Management
Midterm Exam
1. One of the Fundamental Premises (FP) of service-dominant logic states that: “Value is always uniquely and phenomenologically determined by the beneficiary” Could you please explain this very premise? (2 Points)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
2. Come up with any 2 management challenges faced by service operation companies operating as service shops. (2 Points)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
3. In the context of Triple Bottom Line (TBL), could you explain the meaning of “Ripple effect”? Come with one example to that very effect. (2 Points)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
4. Briefly explain how “Relational database” empowers employees. (2 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
5. What success factors / issues are needed when machines serve human beings? (2 Points)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
6. Contrast “Responsiveness” and “Assurance” dimensions of service quality. Provide an example for each one of those very dimensions. (2 Points)

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

PAGE  
1

