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1. What is the “Experience economy”? (2 Points)
“Experience economy” refers to a stage of economic evolution in which added value is created by engaging and connecting with the customer in a personal and memorable way.
2. What are the 5 components of “The Service Package”? (2.5 Points)
The 5 components of “The Service Package” are:

· Supporting facility

· Facilitating goods

· Information

· Explicit services

· Implicit services

3. List 3 sets of criteria upon which customers select a service provider from another.  (1.5 Points)
Some sets of criteria upon which customers select a service provider from another are:

· Availability
· Convenience

· Dependability

· Personalization

· Price

· Quality

· Reputation

· Safety

· Speed

4. What are some of the contributions customers (acting as co-producers) can make in the delivery of services? (2 Points)
Some of the contributions customers (acting as co-producers) can make in the delivery of services can be:

· Self service

· Smoothing service demand

· Customer-generated content

5. What does “Readiness to Embrace New Technology” mean? (2 Points)
“Readiness to Embrace New Technology” refers to a person’s propensity to embrace and use new technologies for accomplishing goals in his / her life at home or at work.
6. Contrast “The case-by-case” to “The systematic-response” approaches to service recovery? (2 Points)

“The case-by-case” approach addresses each customer’s complaint individually. However, “The systematic-response” approach uses a protocol (guidelines and standards previously prepared) to handle customer complaints.
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