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CHAPTER QUIZ QUESTIONS   (True/False)
1. In the past 100 years we have witnessed a shift in emphasis from services to agriculture and industry. 

2. Labor force movement is generally from low productivity sectors to high productivity sectors. 

3. Division of labor is the hallmark of an industrial society. 
4. Impersonal bureaucratic and hierarchical organizations that treated people like things flourished in the pre-industrial society. 
5. The decrease in the proportion of income spent on the basic necessities of life has encouraged the demand for more services and accelerated the transition to post-industrial society. 
6. The Clark-Fisher hypothesis observes the shift of employment from one sector of the economy to another. 
7. The fall in employment in the agricultural sector is the primary reason for the increase in service sector employment. 
8. Professional and business services are projected to have the greatest percent change in U.S. employment in the period 2006-2016. 
9. The service experience defined as escapism requires the most commitment from the customer. 
10. The systems perspective is a viewpoint essential for dealing with the challenge of service organizations. 
11. As compared with goods, services are characterized by a faster rate of price increases; this is one reason for the growing economic importance of the service sector. 
12.
Services are also responsible for making the goods-producing activities of the manufacturing and extractive sectors possible. 
13.
Goods-producing industries include mining and construction. 
14.
Services are deeds, processes, and performances. 
15.
Information services is expanding at the expense of physical products in the percent of GDP. 
16.
The push theory of innovation is essentially a solution looking for a problem. 
17.
The aging U.S. population is a social trend that is going to have a major influence on services. 
18.
Value for the “business service experience” is derived from co-creation. 
19.
A standardized experience is a feature of the new experience economy. 
20.
In the new experience economy, customers can participate either in an active or passive manner.  
21.  One of the key features of a business service experience is collaboration. 
22.  A business service experience (B2B) has three dimensions: co-creation of value, relationships, and sustainability. 
Multiple Choice
1.  Which one of the following, according to Daniel Bell, is not true of pre-industrial societies?

a. Agriculture, mining and fishing

b. Low productivity

c. Democratic structure 

d. Low technology 

2.  Division of labor is the central concept of:

a. Industrial societies
b. Preindustrial societies 

c. Agrarian societies 

d. Postindustrial societies 

3.  Which one of the following is not a value-added service provided by a manufacture to increase profits?

a. Financing or leasing
b. Customer support call center
c. After-sales maintenance
d. Network and communication services
4.  Which of the following is not a feature of the new experience economy?

a. The experience is memorable. 

b. The experience is customized.
c. The customer is treated as a guest.

d. The experience is staged.

5.  Which of the following is not among the important dimensions of the post-industrial society?

a. Creation of a service economy

b. The rise of environmental protection groups
c. The planning of technology 

d. The preeminence of the professional and technical class

6.  The key technology of a postindustrial society is

a. machines.

b. energy.

c. information.
d. intellectual capital of the workers.

7.  Which of the following is projected to have the greatest percentage change in U.S. employment from 2006-2016?

a. Information
b. Professional and business services
c. Leisure and hospitality
d. Healthcare and social assistance
8.  Which one of the following reasons best explains the recession-resistant nature of services?

a. Services cannot be inventoried.
b. Many services, such as healthcare, are essential.

c. Many service employees, such as those who work on commission, do not need to be laid off during recessions.

d. The number of jobs in maintenance and repair services increases during recessions.

9.  The concept of economies of scale is best described as
a. the replacement of fixed costs with variable costs.

b. selling a wider range of products.

c. a synonym for economies of scope.

d. the replacement of variable costs with fixed costs.
10.  The concept of economies of scope is best described as
a. a synonym for economics of scale.

b. the use of brand extensions.

c. using existing channels of distribution to introduce a new product.
d. extending existing distribution channels to reach new customers.

11.  Which of the following is not included in the stages of economic activity?

a. Quarternary

b. Quinary

c. Binary
d. Secondary

12.  Which of the following is not a principle on which service experience design is based?

a. Theme the experience.

b. Eliminate negative cues.

c. Mix in memorabilia.

d. Encourage customer feedback.
13.
Which of the following does not describe a business service experience?
a. stage
b. co-create
c. collaborator
d. sustained over time
14.
The realms of an experience include all but one of the following?

a. Entertainment

b. Education

c. Estheticism

d. Elation
15.
Which one of the following is not a dimension of a business service experience?
a. Co-creation of value
b. Problem solving
c. Relationships
d. Service capability
16. Which of the following is an example of a business service (B2B)?

a. Communications

b. Auditing
c. Retailing

d. Leasing

17.
A bureaucratic structure is a feature of which society?

a. post-industrial 

b. pre-industrial

c. industrial
d. none of the above
18.
Service innovation is driven by which factor listed below?

a. New product technology
b. Customer needs
c. Observant contact employee
d. All of the above


19.  Which one of the following is not a core experience of the 21st century service?

a. creative
b. experiential
c. customized
d. problem solving
20.
In an experience economy the method of supply is

a. revealed over time.
b. stored in bulk.

c. delivered on demand.

d. inventoried.
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