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EE#15
Which strategy is used by some emergency rooms to overcome customer frustrations about long waiting times?

A. Screen patients and schedule follow-up appointments for those who have the most serious injuries
B. Screen patients and send the last 25 to another facility

C. See each patient in the order in which they arrived

D. Screen patients and fast-track those with minor ailments

HE: D

HE:

Emergency rooms often usescreening and fast-tracking patients with minor ailmentsto reduce perceived and actual waiting times.
This strategy is a well-establishedservice operations capacity-management technique.

From an Operations Management perspective, emergency departments facehigh variability in demand and processing times, which
leads to congestion and long queues. Treating all patients strictly in arrival order (first-come, first-served) is operationally inefficient
because patients require very different levels of care.

Fast-tracking works by:

* Separating low-complexity cases from critical cases

* Allocating dedicated resources to minor treatiments

* Reducing bottlenecks at key treatment stages

This approach improvesflow efficiency, patient satisfaction, and throughput without increasing total capacity.

It aligns with queue management principles and the concept ofsegmented service design, where different customer needs are handled
through different process paths.

The other options are inferior operationally:

* Scheduling follow-ups for severe cases is clinically unsafe

* Sending patients elsewhere shifts the problem, not solves it

* Strict arrival order ignores service-time variability

Fast-tracking addresses bothoperational efficiencyandperceived service quality, which is particularly critical in high-contact service
systens such as healthcare.

A2 #16
What are two ways management can assist employees' focus in a just-in-time (JIT) processing environment?
Choose 2 answers

A. Ensure that workers receive multifunctional training

B. Require workers to use free time to do quality control charting

C. Separate the cultures in the organization so there will be no conflicts
D. Develop an incentive system to reward workers for their efforts

: AD

Y.

Management can assist enployee focus i a JIT environment byproviding multifimctional trainingand developing incentive systerms
that reward performance.

Multifinctional trainingenables employees to:

* Perform multiple tasks

* Rotate between roles

* Support flexible staffing

* Respond quickly to disruptions

This flexibility is essential in JIT systems, where minimal buffers exist and disruptions must be resolved immediately.

Incentive systenrsreinforce desired behaviors such as problentsolving, quality improvement, teamwork, and waste reduction.
Rewards aligned with JIT objectives encourage employees to maintain discipline and continuous improvement.

The incorrect options conflict with JIT philosophy:

* Separating cultures undermines teanmwork
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* Forcing quality charting during free time creates resistance
Operations Management emphasizes that JIT success depends onpeople-centered management, not just technical tools.

AE#17
Which role do third-party logistics providers play in the supply chain?

A. Tier three distributors
B. Tier two distributors
C. Internal distributors
D. External distributors

HE: D

3.

Third-party logistics (3PL) providers act asexternal distributorsin the supply chain.

They perform logistics functions such as:

* Transportation

* Warehousing

* Distribution

* Order fulfillment

These providers operate outside the firm but ntegrate closely with its operations. Organizations use 3PLs to:
* Reduce capital investment

* Increase flexibility

* Access logistics expertise

* Improve service levels

Operations Management recognizes outsourcing logistics as a strategic decision that allows firms to focus on core competencies
while maintaining efficient distribution networks.

AE #18
Which formula would indicate that a fast-food restaurant was performing at, above, or below its benchmark?

A. Time a resource is used / time a resource is available
B. Actual output / standard output

C. Output / input

D. Throughput time / value-added time

2
m

SH: B

ME:

Comprehensive and Detailed Explanation (#250 words):

The formulaActual output / standard outputindicates whether a fast-food restaurant is performingat, above, or below its benchmark.
This ratio compares real performance against a predefined standard. A value:

* Equal to 1 means performance meets the benchmark

* Greater than 1 means performance exceeds expectations

* Less than 1 indicates underperformance

Benchmarks are critical in Operations Management for:

* Performance evaluation

* Labor productivity measurement

* Process control

The other formulas measure utilization, velocity, or productivity, but do not directly reference a benchmark.

By comparing actual output to standard output, managers can quickly assess operational effectiveness and identify areas requiring
corrective action.

EE#19
‘Which concept takes a total system approach to creating an efficient operation and combines concepts such as just-in-time (JIT),
total quality management (TQM), and continuous improvement?



A. Lean systens

B. Customer relationship management (CRM)
C. ISO 9001 standards

D. Enterprise resource planning (ERP)

HE: A

Y.

Lean systenstake atotal system approachto operational efficiency by integrating just-in-time (JIT), total quality management (TQM),
and continuous improvement (Kaizen).

Lean is not a single tool but amanagement philosophyfocused on:

* Eliminating waste

* Tmproving flow

* Engaging employees

* Delivering customer-defined value

JIT ensures materials and work arrive only when needed, TQM ensures quality at every step, and continuous improvement drives
ongoing enhancement. Lean systens coordinate these elements into a coherent operating model.

The other options are narrower in scope:

* CRM focuses on customer data and relationships

* ERP integrates information systems

* ISO 9001 provides quality standards but not operational design

Operations Management views lean systens as the umbrella framework that aligns people, processes, and technology to achieve
efficiency and competitiveness.
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