
I. Identify the following Terms: 20%
1. Five forces -
2. Outsourcing -
3. Brick and Mortar -
4. Strategic Positioning -
5. System Approach -
6. Logistics -
7. Operation Management -
8. Dematerialize -
9. Inductive reasoning -
10. Service concept -
11. Decouple -
12. Experience Economy -
13. E-commerce vs. E-service -
14. TQM/TQEM -
15. Roll-ups -
16. Esthetic -
17. Escapist -
18. Offshoring -
19. Tactical Execution -
20. DEA – for efficiency - 

II. Short Essay Questions 80%
1. Please discuss the definition and possible formats of “supply chain” and “added value” in operation management (6%) and use your own idea/example to explain how this concept can be applied to health care industry (4%)

2. What are the characteristics that make service industry different from manufacture industry? Check and explain if health care meets these characteristics to be considered as one of the service industry- Please create a table to compare and discuss (Discuss at least ten differences between Manufacture and Service Operations, don’t limit your answer to those four major characteristics of service industry) 10%

3. Discuss what factors should be considered when designing an operation management/system? (6%) What kinds of decision making should be involved in designing a health care operation management/system? (4%)




4. Discuss the contents and differences between two dominant views of Strategic Positioning (8%) which one you support better and why? (2%)

5. What are “customer utility model” and “blueprinting” tool used in health service system design? (Please discuss elements, functions and how it forms and works) (8%) Please also compare the difference(s) between these two approaches in service system design? (2%)

6. Given a 94% service level on the latest sale of a product X, the company sells a mean of 58 products X, standard deviation is 7, with 841 branches. If the company wanted to replace those 841 branches with a Web site. What will be the safety stock and total number to be prepared for a in the retail chain?(5%) What will be the safety stock and total number to be prepared in the internet business? (5%)

7. What are the main reasons service firms decouple back-office tasks from the front office?( 6%) How does the speed of implementation of a decision t decouple make a difference to a firm (comparing types of speed in operation)? (4%)
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8. DEA evaluation of ABC dental care system branch performance is listed as follows:
	Branch
	Inputs
	Visits
	Procedures

	A
	270
	18
	320

	B
	310
	21
	350

	C
	340
	24
	410

	D
	350
	22
	440

	E
	390
	25
	380


We assume that both visits and procedures are outputs
Please write down the linear programming formulations (conditions) for assessing the efficiency scores for branch D? (8%), what are efficiency scores for branch B and E? (2%).

9. Discuss which step of System Approach does not exactly fit the use for Service Industry and why? (3%) Bonus question

