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Midterm Exam Answer Sheet
1. What does “Servitization” imply in terms of service / product continuum? Provide one example to servitization?  (2 Points)
Servitization, revenue enhancement strategy by bundling service with sale of a product, implies that, in today’s world, every product has a service component. An example to servitization would be car dealers financing (i.e. service) the sale of a new car (i.e. product).

2. What challenges service operation managers face when dealing with a service characterized with low labor intensity? (2 Points)
Challenges service operation managers face when dealing with a service characterized with low labor intensity are as follows:
· Capital decisions.
· Technological advances.

· Managing demand to avoid peaks and to promote off-peaks.

· Scheduling service delivery.

3. Contrast “Routing” and “Targeting” as techniques used to serve customers. (2 Points)
While routing is used by call centers to place customers in different queues based on a customer’s code, targeting allows service customers to have fees waived and get other hidden discounts based on the value of their business.  
4. Through an example, explain how customers, acting as co-producers, manage to create customer-generated content? (2 Points)
Consider, for example, the online encyclopedia (Wikepedia.com) that draws on a virtual community for its content. The website is self-monitoring as individuals add and critique material to produce a far richer presentation of material than is found in a traditional published encyclopedia for which each entry is only one person’s view.
5. What advantage(s) and / or disadvantage(s) occur when service encounter is dominated by the service organization? (2 Points)
Advantages / disadvantages that occur when service encounter is dominated by the service organization are as follows:
· Service standardization.
· Operation efficiency.

· More control on the operation.

· Limitation of contact personnel discretion.

· No service personalization / customization.

6. How can service guarantee promote organizational effectiveness? Provide an illustrative example. (2 Points)

A service guarantee promotes organizational effectiveness in several ways:
· Focuses on customers.

· Sets clear standards.

· Guarantees feedback.

· Promotes an understanding of the service delivery system.

· Builds customer loyalty.

Good Luck
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