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B #108

Little Joy Ltd is a large company with several functional departments. Below are details of four departments. For each, you must
decide which finctional area of the business the department is, as well as the SERVQUAL Gap that each Department Lead is
concerned with.

Department 1: This department is concerned with the creation of products. The products are created in line with BS EN 716-1 and
undergo vigorous tests before they leave the factory. Many customers are unaware of the additional costs of testing to BS EN 716-1
and complain about the price of this product line.

Departiment 2: Other departments of the business are internal customers of this functional area and approach the Department Lead
when they require something to be bought. Often the internal customers have unrealistic expectations of the timescales involved in the
process and the Department Lead spends a lot of time explaining lead times and logistics.

Department 3: This flnctional area creates the budgets for the company and emails these to the Department Leads at the beginning
of every quarter. Due to the complexity of the documents, other fimctional areas of the business often don't understand the
information provided.

Department 4: This area of the business is concerned with revenue, which has recently slamped. The Department Lead is conducting
market surveys to find out the reason for this.

Conyplete the table below by listing the Functional Area of the business, and the corresponding SERVQUAL Gap. Each response
should only be used once: procurement, finance, sales, production, satisfaction gap, delivery gap, standards gap, communication
£ap.

Which of the following will you put into box 2?

A. finance

B. sales

C. production
D. procurement

IEf#: D
R -

The correct answers are as follows:

HH #109
Bilal is an Operations Manager at an apple pie manufacturer and is currently undertaking an Aggregate Capacity Analysis.
What is the purpose of this?

e A It will tell Bilal if he has the correct number of apples he needs to produce the desired number of apple pies
¢ B. It will help Bilal decide if he needs to hire more workers in the short term to ensure the factory produces enough apple pies
to meet demand

e C. It will give Bilal an overall evaluation of the company's ability to meet demand fluctuations
e D. It will help Bilal assess if he is working within the allocated budget

Ef#: C

A -

4 is the correct answer. Aggregate Capacity Analysis looks as medium-term capacity to see whether supply can match demand.
This is fromp.23. Aggregate means 'froma group or cluster’ and therefore requires quite a few bits of data. For this reason option 1
is incorrect as this describes a very short term look at capacity analysis.

H #110
Companies that have high-visibility processes require higher levels of customer management skills than companies with low-visibility

processes. Is this TRUE?

¢ A no- low visibility companies must focus on increasing levels of customer service
¢ B. yes- high visibility companies often have lower operating costs because of this
¢ C. no- all companies require customer management skills



e D. yes- high visibility companies often have higher operating costs because of this
IEf#: D

R -

Firstly, the sentence is true, so you can discount options 3 and 4. A high-visibility company is one where customrers see the operating
process. Examples include education- students sit in the classroom so see the teaching process, and the postal service, where
customers receive notifications of when parcels will be delivered. Low-visibility means the customer doesn't see the operating
process, so an example of this would be agriculture or manufacturingcustomers just see the end result. Where custorers see the
process, companies require higher levels of customer management skills. Between options 1 and 2, 1 is correct - this is a direct
quote from p.50. Where you have highvisibility, you will likely need to employ more staff; deal with customers on the phone/ in
person and companies will probably have more complaints- all of which cost money.

HME #111
Which of'the following are performance objectives which can be applied to the Operations department at any organisation? Select

THREE

A. dependability
B. cost reduction
C. quality

D. mnovation

E. flexibility

Ef#: A. C. E

fEEL:

Dependability, quality and flexibility are universal performance criteria which can be applied to any organisation. This is taken from
p-4 of the study guide where it talks about the 5 performance criteria set out by Slack and Brandon-Jones. The other two universal
criteria are speed and cost. Cost reduction isn't universal- not every organisation will be concerned with reducing costs. The same
with innovation- not every company needs to innovate. For example if you're a zip manufacturer who sells zips to the clothing
industry- there is no need to innovate as your product will always be the same.

R #112

Below are details of five companies who operate a Total Quality Management System (TQM). For each company, select the system
used and identify which area of the Balanced Scorecard this relates to.

Company 1: The focus of this company is to gather real-time data to assess the quality of products created during the manufacturing
process. There are tight budgets and reworking any defects will affect the bottom line.

Company 2: This company is concerned about how their products are received. They have recently completed market research
focused on their client's feelings. The objective is now to improve the product's look and performance to meet these expectations.
Company 3: The focus of this company is defining the customer requirements and translating this into a high-quality specification and
effective operational process.

Company 4: Within this company there is a group of 6 employees who meet regularly with the objective of reducing issues that arise
in the manufacturing of products.

Complete the table below by listing the TQM System used and the relevant Balanced Scorecard criteria for each company. Each
response should only be used once: Quality Circle, Statistical Process Control, Kansei Engineering, Quality Function Deployment,
Finance Criteria, Business Process Criteria, Learning and Growth Criteria, Customer Criteria.

Which of the following will you put into box 5?

A. business process criteria
B. customrer criteria

C. finance criteria

D. learning and growth criteria

Eff: C
L

The correct answers are as follows:
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