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61 348 Service Operations Management
Midterm Exam
1. What explains the fact that services are more resistant to economic recessions than manufactured goods? (2 Points)
-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
2. In the below figure, 4 quadrants of the “Nature of Service Act” is found. Could you place the following 4 different service sectors in their respective quadrant? (2 Points)

· Education

· Repair and maintenance

· Health care

· Insurance
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	Nature of the service act
	Tangible
	People's bodies:
	Physical:

	
	
	 
	 

	
	
	 
	 

	
	
	 
	 

	
	
	 
	 

	
	Intangible
	People's minds:
	Intangible assets:

	
	
	 
	 

	
	
	 
	 

	
	
	 
	 

	
	
	 
	 


3. Service firms have usually minimum opportunities for economies of scale. Why is this so? Could you come up with an example of a service firm that overcome this problem? (2 Points)
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
4. What are “Intellectual Property Rights”? Why service firms go for obtaining “Intellectual Property Rights”? (2 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
5. Contrast “Intermediary” versus “Value-Net Integrator” e-business models? (2 Points)
-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
6. What are the 4 categories of cost associated to quality as adopted by Joseph M. Juran? (2 Points)

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