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QUESTION 1

a) Give THREE (3) basic functions of organizations

Organization

(i)? (ii)? (iii)?

(3 marks)
b) Find answers for this Goods-service Continuum
Goods-service Continuum
o o (3 marks)
c) Identify FOUR (4) challenges of Managing Services. (4 marks)
d) Give FOUR (4) benefits of the model in Operation Management. (4 marks)
(3 marks)

e) Give THREE (3) limitations of models in Operation Management.
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QUESTION 2

a) Give the definition of competitiveness.

b) Defend TWO (2) reasons some organizations fail.

c¢) Find the answer for the blanks in the box.

Pn‘ U.S. first-class postage
ce ? Motel-6, Red Roof Inns
s High-performance design Sony TV
Quahty or high quality Lexus, Cadillac
Pepsi, Kodak, Motorola
Consistent quality
s Express Mail, Fedex,
Tlme ? One-hour photo, UPS
3 Thd 3 Burger King
F leXIblllty ? Supermarkets
S el'Vi ce Superior customer service .?
Location 9 9

d) There are four factors affecting productivity, give THREE (3) factors that

may affect productivity.

e) Present FOUR (4) ways to improve productivity.

QUESTION 3

a) Explain what is forecasting.

b) Clarify the purpose of forecasting.

c) Discuss THREE (3) main types of forecasts used in business.

(2 marks)

(2 marks)

(6 marks)

(3 marks)

(4 marks)

(3 marks)
(2 marks)
(3 marks)
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d) Explain the strategic importance of forecasting in the areas of human
resources, capacity, and supply chain management.

e) List SEVEN (7) steps in the forecasting process.

QUESTION 4

a) Explain the strategic importance of product and service design in an
organization.

b) List out FOUR (4) functions of product and service design in an
organization.

c¢) Explain the concept of mass customization.

d) Describe the concept of modular design.

e) Discuss TWO (2) advantages and TWO (2) disadvantages of modular
design.

f) Explain the concept of robust design.

QUESTION 5
a) Interpret capacity in the context of operations management.

b) Show FOUR (4) strategic importance of capacity decisions in an
organization.

c) Present what is design capacity and why is it important in the context of
operations management.

d) Demonstrate FIVE (5) roles of assumptions and predictions in strategy
formulation, using examples from operations management.

e) Present the EIGHT (8) steps involved in the capacity planning process and
explain the importance of each step-in operations management.

f) Show EIGHT (8) factors that determine effective capacity.

End of question

(2 marks)

(7 marks)

(2 marks)

(4 marks)

(3 marks)

(1 marks)

(4 marks)

(3 marks)

(1 marks)

(8 marks)

(2 marks)

(5 marks)

(8 marks)

(8 marks)



