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THM 348 Service Operations Management
Midterm Exam Answer Sheet
1. What are the management challenges faced by service operation companies if the type of service offered is “Place and Space rental”? (2 Points)
Management challenges faced by service operation companies if the type of service offered is “Place and Space rental” are as the following:
· Housekeeping / Maintenance related challenges.

· Achieving economies of scale challenges.

2. What are challenges management faces when their service company has low labor intensity? (2 Points)

Challenges management faces when their service company has low labor intensity are as the following:

· Capital decisions
· Technological advances

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

· Scheduling service delivery
3. Can service winners be qualifiers over time? Provide an example illustrating your answer. (2 Points)
Yes, service winners can, through time, be qualifiers. For example, suppose a fast food restaurant was the first to implement drive-through concept in the industry. This becomes a service winner for that very company. Sometime later, when other fast food companies adopt the same concept, drive-through will then be qualifier.
4. Come up with any technology-related paradox customers exhibit when confronted with technology. Briefly explain that very paradox. (2 Points)
Technology-related paradoxes customers exhibit when confronted with technology could take mainly one of the following forms:
· Control / Chaos
· Freedom / enslavement

· New / obsolete

· Competence / incompetence

· Efficiency / inefficiency

· Fulfills / creates needs

· Assimilation / isolation

· Engaging / disengaging

For example, let’s explain the second paradox. When confronted with technology, users might feel the latter offer them more freedom and open wider opportunities. Other might end up feeling they simply become slaves / dependent on technology (i.e. cannot do anything without technology).
5. What are the advantages of “Role Playing” over the other selection techniques when evaluating potential frontline employees? (2 Points)
Advantages of role playing over the other selection techniques when evaluating potential frontline employees are as the following:

· Provides a way to observe an applicant under stress

· Provides a way to observe candidates strengths / weaknesses in a realistic customer encounter

· Interviewers have the chance to probe and change the situation as the session progresses

· Allow for more realistic responses
6. Under Taguchi methods, provide an example highlighting “Robust design”. (2 Points)
An example highlighting robust design could be the reformulation of the recipe for caramel candy to make plasticity, or chewiness less sensitive to fluctuations in cooking temperature.
Good Luck
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