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For a bookseller that sells entirely through a Web site, managing the diversity of customers would entail which of the following?

1. Adopting lean techniques to reduce cycle time

II. Continually developing new service features to take the place of services that have become "must haves" I11. Responding to the
needs of'a diverse customer base V. Understanding and working closely with multiple publishers

A. Il and IIT only

B. 11, III, and IV only
C. I only

D. L IL, III, and TV
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In developing a private college's balanced scorecard, which four of the following information categories would be best to consider?
I. Alunmni contributions

II. Current student enroliments

III. Percentage of students graduated

IV. Faculty competence level

V. Academic rating among competitors

VI. Cash flow

VII. New and/or updated programs under development

AL IV, V, VI
B.L II, IIL, VI
C.L1V,V, VII
D. 1L, IIL, V, VI
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Members of a strategic quality management council have which of the following responsibilities?

A. Evaluating customer complaint data

B. Developing training objectives

C. Participating in policy formation

D. Acting as a review board for procedure changes

EX: C

8 #394
A quality manager has been hired for a new facility that is not yet operational. In preparing the quality function for the facility, which
of the following steps should the manager take last?

A. Help senior management create a vision statement for the facility

B. Develop and classify a list of quality characteristics that need to be measured in the facility
C. Determine the number of quality staff required for the facility

D. Develop a quality mission statement for the facility
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Which of the following statements are true about the differences between training and education?

1. Training focuses more on doing, whereas education focuses more on thinking,

I1. Training is typically provided by employers, whereas education might be finded but not provided.
III. Training teaches students to acquire new knowledge, whereas education teaches new skills.

IV. Training is more job focused, whereas education is more theoretical.

A. L II, and IV only
B. I and III only

C. 1L, III, and IV only
D. I and IV only
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