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Section 3 video primer 
· [bookmark: _GoBack]What do you see going wrong operationally?
· The waiter delays serving the customers with the orders.
· The waiter serves wrong orders.
· The manager puts up with the waiter’s complacency.
· There is disruption to customers when served. 

· What is the likely impact if not fixed?
· There would be bad reputation and frustration by customers. 
· Customers would avoid the hotel. 


· Which of the following does NOT occur in the restaurant?
Couple waits a half hour to get served 
Man is served the wrong item 
Waiter spills wine on Lady’s lap 
Salad is removed from table for inspection(s) 
Man cannot get his water glass refilled 

Which industry did Henry Ford get his inspiration from for the automotive assembly line concept?
Steam turbine manufacturing 
Mass transit transportation 
Meat packing industry 
Steel mills 





When measuring productivity in the video, what product does the company make?
Cars 
Airplanes 
Mobile phones 
Watches 

Productivity: 
Example 1 – Server Productivity at a well-known chain restaurant 
· Ensure servers are well trained to know the menu. 
· Include online ordering to reduce serving time. 

Example 2—Patient care at a hospital emergency room
· Proper storage of medication to reduce serving time. 
· Procure less costly medications and equipment to cut on costs. 
· Reduce amount of service time while upholding efficiency. 
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