KEY REVIEW

True-False Questions

_____   1.
The customer is the focal point of all decisions and actions in the service organization.

_____
 2.
Service systems with a high degree of customer contact are easier to control.

_____   3.
A bank’s processing center would have a low degree of customer contact.

_____
 4.
Services can be easily inventoried.

_____   5.
The buffered core is both penetrable and reactive to the customer's requirements in the service-system design matrix.

_____   6.
Automatic teller machines and self-service gas stations are ways a customer can take a greater participatory role in the production of the service.

_____   7.
Well-designed service systems are user-friendly and cost-effective.

_____   8.
Legal and medical services would be classified as face-to-fact total customization service encounters. 

_____   9.
Poka-yokes are only applicable in manufacturing environments.

_____ 10.
It is possible to take a “production-line” approach to services and service delivery.

_____ 11.
Customer-introduced variability can result from the customers arrival patterns.

_____ 12.
A company is better off with a relatively weak start to a search delivery and a modest upswing on the end than having a great start and a so-so ending.

_____ 13.
Customers are more satisfied if they have no control over how a service process is conducted.

_____ 14.
A good service guarantee is unconditional.

_____ 15.
An issue of growing importance in service relates to the ethical and possibly legal responsibility of a company to actually provide the service that is promised. 

Multiple-Choice Questions

_____16.
All of the following are examples of services except:




A.
Restaurants




B.
Assembly lines




C.
Hotels




D.
Health Maintenance Organizations




E.
Health Clubs




F.
Concerts

_____17.
Services differ from manufacturing in all the following ways except:




A.
Customers typically interact directly with the service delivery process.




B.
Consumption and production take place simultaneously.




C.
Services are intangible.

D. Services can be stored.

_____ 18.
The ________ approach to services treated the delivery of fast food as a manufacturing process rather than a service process.




A.
Production Line




B.
Customer Involvement




C.
Personal Attention




D.
Cost-Effective

_____
19.
Which of the following is/are true about a service blueprint?




A.
It emphasizes the importance of process design.



B. 
It makes a distinction between the high customer contact aspects of the 
service and those activities the customer does not see.




C.
It provides guidance for how to make a process conform to a design.




D.
Both A and B.




E.
A, B, and C are all true.

_____
20.
In high contact systems:




A.
The customer does not affect the time of demand.




B.
The exact nature of the service is not affected by the customer.




C.
Quality is not affected by the customer.




D.
Operations are more difficult to control.




E.
Operations are less difficult to rationalize. 
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