Production and Operations Management

Fall 2006
Quiz #1

Date: 10/25/2005

A. Multiple Choices(60%)
Name:               student no.:                
1. Regardless of how departments like Accounting, Engineering, Finance, and Marketing function in an organization, they are all linked together through:

a. management.

b. processes.

c. customers.

d. stakeholders.

2. Operations management is part of a production system that can be described in the following manner: 





Organization: inputs(processes(outputs.

Which one of the following correctly describes a production system?

a. Airline: pilots(planes(transportation

b. Bank: tellers(computer equipment(deposits

c. Furniture manufacturer: wood(sanding(chair

d. Telephone company: satellites(cables(communication

3. Budgeting, recruiting, and scheduling are examples of these types of processes.

a. Development

b. Core process

c. Support process

d. System

4. An example of a tactical decision that an operations manager is typically involved in is:

a. the development and organization of a value chain.

b. how to measure and improve process performance.

c. the sequence of customer orders to process.

d. whether to expand operations globally.

5. Which of the following is NOT a trend in operations management?

a. Increased presence of the manufacturing sector

b. Increased global competition in both manufacturing and services

c. Increased emphasis on quality

d. Pressures to address social issues such as pollution and workplace diversity
6. The framework for carrying out all of an organization’s functions is:

a. the competitive priority.

b. the corporate strategy.

c. the market analysis.

d. the organizational design.

7. A company realizes that layoffs at its primary customers reflect falling demands for its customers’ products, and hence for its own products. The company has engaged in:

a. flow strategy.
b. market segmentation.
c. mission statement redefinition.
d. environmental scanning.

8. Which one of the following is not a core competency? 
a.  Facilities
b.  Market and financial know-how
c.  Systems and technology
d.  Competitive priorities

9. Identifying a group of customers that seeks pleasures from short, but intense, vacations is an example of a market segmentation using:

a. demographic characteristics.
b. psychological characteristics.
c. industry characteristics.
d. age characteristics.

10. Customers interested in the low price of computer chips are an example of needs assessment on the basis of:

a. product/service needs.
b. delivery system needs.
c. volume needs.
d. industry factors.

11. Which one of the following statements concerning competitive priorities is TRUE? 

a. By providing customized semiconductor chips to companies, National Semiconductor Corporation is competing mainly on the basis of delivery speed.
b. All eight dimensions of competitive priorities should be given equal emphasis in order to survive in the increasingly competitive market.
c. A firm competing along the dimension of volume flexibility will generally be expected to do well with a product or service with a seasonal or cyclical demand pattern.
d. Federal Express has registered impressive increases in sales and profits by emphasizing development speed.

12. Which one of the following statements concerning process management is true? 

a. Process management is a short-term decision, and thus it has a tactical rather than a strategic focus.

b. Process changes should be made only when introducing new products or services. 

c. The variable underlying all four major process decisions is volume. 

d. A company’s operations strategy is the primary output of its major process decisions. 

13. A college course taught in a case-discussion format is an example of: 

a. back office.
b. passive contact.
c. active contact.
d. backward integration.

14. Which of the following is sometimes called mass production? 

a. Batch

b. Line

c. Continuous flow

d. Job

15. Which of the following statements about customer involvement is best? 

a. In service industries, customer contact is of minor importance. 

b. For services that directly involve the customer, the customer often dictates time and location of the service. 

c. A firm that produces standardized products often seeks customer specifications. 

d. When customer involvement is highly customized, a process is more likely to use a standardized-services process rather than a customized-services process. 

16. Which of the following statements concerning resource flexibility is best? 

a. Flexible equipment is useful to companies with low production volumes and high customization. 

b. Investment in general-purpose equipment is warranted if the firm expects to sell more than the break-even amount. 

c. Manufacturing efficiency increases with general-purpose equipment. 

d. Resource flexibility is crucial for line-flow processing. 

17. A primary enabler of process reengineering is:

a. the service-product matrix.

b. a process flow chart.

c. information technology.

d. employee training.
18. An examination of strategic issues such as possible gaps between a process’s competitive priorities and current competitive capabilities falls in the:

a. document process phase of process analysis.

b. evaluate performance phase of process analysis.

c. redesign process phase of process analysis.

d. identify opportunities phase of process analysis.

19. A flowchart traces the flow of:

a. information through a process.
b. customers through a process.
c. equipment through a process.
d. All of these can be traced through a process using a flow chart.

20. An effective tool for showing steps of a service process with a high level of customer contact is a:
a. Pareto chart.
b. flow chart.
c. service blueprint.
d. check sheet.
B. Essay Questions
1. (10%)List and briefly describe five differences between services and manufacturing. Provide examples to illustrate your arguments.

2.   (6%)Name the three competitive priorities for time, and give an example of each.

3. (6%)Describe the differences among make-to-order, assemble-to-order, and make-to-stock strategies from the producer’s and from the customer’s perspective. 

4. (6%)What is the six-step blueprint for process analysis and what are the basic requirements for each step?

5. (12%)Develop a process chart for a manual car wash for the following data:

	Step No.
	Time (min)
	Distance (ft)
	Step Description

	1
	1.00
	--
	Attendant accepts instructions from customer
Car driven into vacuuming area

Delay waiting for vacuuming

Car vacuumed

Car moved to wash area

Delay waiting for wash

Car washed

Car dried

Car moved to hand dry area

Car hand dried

Final inspection

Car given to customer

	2
	0.40
	20.0
	

	3
	0.50
	
	

	4
	2.00
	
	

	5
	0.30
	10.0
	

	6
	0.50
	
	

	7
	3.00
	20.0
	

	8
	0.50
	10.0
	

	9
	0.50
	10.0
	

	10
	2.00
	
	

	11
	0.50
	
	

	12
	0.50
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錯誤! 尚未定義書籤。錯誤! 尚未定義書籤。
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