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THM 348 Service Operations Management
Midterm Exam Answer Sheet
1. “The essential links among all sectors of the economy is ensured by government services.” Do you agree with this statement? Why? Why not? (2 Points)
No I don’t agree with the above statement. In fact, “Infrastructure Services” (not “Government services”) are the essential links among all sectors of the economy.

2. What are some of the management challenges associated with sharing resources? (2 Points)
Some of the management challenges associated with sharing resources are as follows:

· Convenience of rental office location for pickup and drop-off
· Maintenance of the rental good

· Returning the good to acceptable condition

· Housekeeping services between shared timeslots

· Resource skill (keep it current and up-to-date)

· Periods between usages (minimize idle time)

· Managing queues and crowd control

· Continuous availability of service.

3. How “controlling quality” help to generate a service that is perceived as unique in the minds of customers? (2 Points)
Delivering a service in conformity to what is promised by management (through standardization of service) creates guest satisfaction which, in turn, would be perceived by customers as quality service. Hence controlling quality is needed to generate this perception. Moreover, customers will start to remember that very company (delivering that service) as a quality company. This will differentiate this company from others in the mind of customers.

4. How can a service company’s reputation and brand be protected? What might happen if service companies did not protect their brands? (2 Points)
Service company reputation and brand can be protected by defending the intellectual property rights that define the service that customers expect to receive. If service companies fail to protect their reputation and brand, some problems might occur as the following:
· Competitors might imitate product and have abnormal gains.
· The image might be diluted
· Customers receiving somewhat similar services (yet not of the same quality) will start to think that original service is no more of desirable quality.
5. How can web sites be used to embellish existing service? (2 Points)
If service companies use web sites as to support and facilitate the existing service, then web sites are, in this case, used as to embellish existing service.

6. What is the main idea behind Taguchi methods? Provide any example of an application to Taguchi methods from the hospitality industry. (2 Points)

The main idea behind Taguchi methods is to design a product / service that is of quality even when the performance of this very product / design is abused. For example, in a budget hotel, the building is constructed of concrete blocks and furnished with durable furniture.
Good Luck
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