22/03/07
61 348 Service Operations Management
Midterm Exam
Short-type Essay Questions:

1. List any 4 industries that belong to the Service Sector? (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
2. In the Rooms Division Department, the core product is the “Room”. Could you list the intangible attributes this very product offer to final users? (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
3. “Each Service Operation Entity shall offer final users products and services different than others offered by other Service Operations”. Do you agree with this statement? Why? Why not? (3 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
4. List some concerns constituting major challenges faced by Service Operation Managers as far as facility component is concerned. (3 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
5. What is the Average Length of Stay (in days) for visitors coming to Hillside City for Conference / meeting purposes. (1 Point)
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

6. What sets of criteria help Service Operation Managers choose a specific forecasting method from others ? (3 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
7. Why failure points need to be observed and located for any process flow chart? (2 Point)
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

8. “Service Quality is usually associated with an increase in Unit Cost and, hence, lead to cost inefficiency”. Do you agree with this statement? Why: Why not? (3 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
Problem Solving:

1. The following table shows the number of Guest Nights, Average Bed Price, and Total Room Revenue of Hillside Hotel for the last ten years. Use these data to answer the underneath questions. 

	Year
	Guest Nights
	Average Bed Price
	Revenue
	Double Moving Average

	 
	1
	2
	(1) * (2)
	 

	
	
	
	
	

	1
	34,210
	$62.30
	$2,131,283 
	 

	2
	35,682
	63.40
	2,262,239 
	 

	3
	36,090
	63.60
	2,295,324 
	 

	4
	35,412
	63.90
	2,262,827 
	 

	5
	37,213
	64.50
	2,400,239 
	 

	6
	38,415
	64.90
	2,493,134 
	 

	7
	38,687
	65.00
	2,514,655 
	 

	8
	38,952
	64.80
	2,524,090 
	 

	9
	40,125
	65.89
	2,643,836 
	 

	10
	41,326
	66.98
	2,768,015 
	 

	11
	 
	 
	 
	 


a) Forecast demand (in Guest Nights) for the 11th year using the Double Moving Average Growth Method. (Show all necessary calculations) (3 Points)
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

b) Now use the regression equation: Y = 33,595.1313 + 730.19393 * X to forecast the guest nights for the 11th year (1 Point)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

c) Use the regression equation Y = 0.419696 * X + 62.2186 to estimate the Average Bed Price (ADR) for the 11th year. (1 Point)

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
d) Now calculate the Total Room Revenue (do not forecast) for the 11th year using the above results found from parts b) & c). (1 Point)
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
2. Hillside Hotel’s Reservation Manager wishes to establish a quality control program for the time taken by reservation clerks to get a reservation inquiry and process it . He thinks that trained & skilled employees should be able to take reservations more efficiently & effectively. But, at the same time, he is worried about the quality of hadling reservation inquiries. He decided to observe the productivity (measured here as function of the number of minutes spent to get a reservation inquiry and process it to Fidelio System) of employees. Using five different samples taken during the weekdays, he has managed to collect the following data:
	Sampling Day
	Average Res. Process
	Range (Highest - Lowest)
	# of observations

	 
	(Min)
	 
	

	
	
	
	

	1
	5.36
	0.56
	10

	2
	6.13
	0.87
	10

	3
	6.25
	0.45
	10

	4
	5.24
	1.00
	10

	5
	5.02
	0.72
	10


a) Calculate the Average Sample Mean (ASM). (1 Point)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

b) Calculate the Average Range. (1 Point)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

c) Calculate the Upper Control Limit (UCL) & Lower Control Limit (LCL) of the R-Chart. (1 Point)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

d) Calculate the Upper Control Limit (UCL) & Lower Control Limit (LCL) of the X-Chart. (1 Point)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

e) Draw the R-Chart. (2 Points)

f) Draw the X-Chart. (2 Points)

g) What would you comment (i.e. Infer) from the findings of the R & X Charts? (2 Points)

------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
Good Luck!
PAGE  
4

