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Operations Management: Processes and Supply Chains, 14e (Krajewski)

Chapter 1  Using Operations to Create Value 

1.1  Role of Operations in an Organization

1) Operations management refers to the direction and control of inputs that transform processes into 

products and services.

Answer:  TRUE

Difficulty:  Easy

Keywords:  operations management, inputs, process, transformation

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

2) An operation is a group of resources performing all or part of one or more processes.

Answer:  TRUE

Difficulty:  Easy

Keywords:  operations management, inputs, process, transformation

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

3) The three main line functions of any business include Operations, Finance and Marketing.

Answer:  TRUE

Difficulty:  Easy

Keywords:  operations, finance, marketing

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

4) The scope of supply chain management is restricted to the synchronization of the process among the 

various business functions within the firm.

Answer:  FALSE

Difficulty:  Easy

Keywords:  supply chain management, processes

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.
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5) Operations managers are rarely involved in the design of new products and services.

Answer:  TRUE

Difficulty:  Easy

Keywords:  operations manager role

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

6) Operations managers are routinely involved with budgeting and forecasting since these are usually 

handled by managers from other business functions.

Answer:  FALSE

Difficulty:  Easy

Keywords:  operations manager role

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

7) Regardless of how departments like Accounting, Engineering, Finance, and Marketing function in an 

organization, they are all linked together through:

A) management.

B) processes.

C) customers.

D) stakeholders.

Answer:  B

Difficulty:  Moderate

Keywords:  departments, functions, processes

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.
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8) The foundations of modern manufacturing and technological breakthroughs were inspired by the 

creation of the mechanical computer by:

A) Charles Babbage.

B) James Watt.

C) Eli Whitney.

D) Frederick Taylor.

Answer:  A

Difficulty:  Moderate

Keywords:  Charles Babbage

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

9) Which of these Great Moments in Operations and Supply Chain Management did not occur in the 

twentieth century?

A) invention of the assembly line

B) publication of the Toyota Production Systems book

C) establishment of railroads

D) strategic planning for achieving product variety

Answer:  C

Difficulty:  Moderate

Keywords:  history, railroad

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

10) The three main line functions of any business include:

A) operations.

B) marketing.

C) finance.

D) information systems.

E) all of the above

F) only A), B) and C) above

Answer:  F

Difficulty:  Moderate

Keywords:  operations, finance, marketing

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.
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11) Operations management refers to the systematic design, direction, and control of ________ that 

transform ________ into products and services.

Answer:  processes, inputs

Difficulty:  Moderate

Keywords:  process, input, transform, product, service

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

12) The three mainline functions of any business are ________, ________, and ________.

Answer:  operations, finance, marketing

Difficulty:  Moderate

Keywords:  operations, finance, marketing, functions of a firm

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

13) Supply chain management is the synchronization of a firm's processes with those of its ________ and 

________ to match the flow of materials, services, and information.

Answer:  suppliers, customers

Difficulty:  Moderate

Keywords:  supply chain management, suppliers, customers

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.

14) What are the three key functions of a firm and what is each responsible for?

Answer:  The three main functions of a firm are operations, finance, and marketing. The operations 

function transforms material and service inputs into product and service outputs. The finance function 

generates resources, capital and funds from investors and sales of the firm's goods and services in the 

marketplace. The marketing function is responsible for producing sales revenue of the outputs.

Difficulty:  Moderate

Keywords:  manufacturing process, service process

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Describe the role of operations in an organization and its historical evolution over 

time.
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1.2  A Process View

1) A process involves transforming inputs into outputs.

Answer:  TRUE

Difficulty:  Easy

Keywords:  process, inputs, outputs

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

2) Every process has a customer.

Answer:  TRUE

Difficulty:  Easy

Keywords:  process, customer relationship

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

3) Departments within a firm typically have a common set of objectives, and share resources among them 

to achieve those objectives.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  functions, departments

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

4) At the level of the firm, service providers offer just services and manufacturers offer just products.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  manufacturing, services, similarity, goods

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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5) The outputs of service processes typically cannot be held in a finished goods inventory.

Answer:  TRUE

Difficulty:  Easy

Keywords:  manufacturing, services, similarity, goods

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

6) Manufacturing processes tend to be capital intensive.

Answer:  TRUE

Difficulty:  Easy

Keywords:  manufacturing process, service process, capital intensive, labor intensive

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

7) Quality is more easily measured in a service process than in a manufacturing process.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  manufacturing process, service process, quality

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

8) Contact with the customer is usually higher in a manufacturing process than in a service process.

Answer:  FALSE

Difficulty:  Easy

Keywords:  manufacturing process, service process, customer contact

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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9) The outputs from manufacturing processes can be produced, stored, and transported in anticipation of 

future demand.

Answer:  TRUE

Difficulty:  Easy

Keywords:  manufacturing, services, similarity, goods

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

10) Which of these statements about processes is not true?

A) A process can have its own set of objectives.

B) A process can involve work flow that cuts across departmental boundaries.

C) A process can require resources from several departments.

D) A process can exist without customers.

Answer:  D

Difficulty:  Moderate

Keywords:  process, customer relationship

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

11) Operations management is part of a production system that can be described in the following manner:

Organization: inputs → processes → outputs.

Which one of the following correctly describes a production system?

A) Airline: pilots → planes → transportation

B) Bank: tellers → computer equipment → deposits

C) Furniture manufacturer: wood → sanding → chair

D) Telephone company: satellites → cables → communication

Answer:  C

Difficulty:  Moderate

Keywords:  production system, input, process, output

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Reflective Thinking

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

Test Bank for Operations Management 14th Krajewski

https://textbooktestbanks.com/products/9780138185060-test-bank


8

Copyright © 2025 Pearson Education, Inc.

Figure 1.1

You are the Production Manager for the toy manufacturing process at the ABC Company.

12) Use the information provided in Figure 1.1. An example of an internal customer is:

A) the lumber company.

B) the Receiving Department at ABC.

C) the Shipping Department at ABC.

D) the toy store at the mall.

Answer:  C

Difficulty:  Moderate

Keywords:  internal customer

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Reflective Thinking

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

13) Use the information provided in Figure 1.1. An example of an internal supplier is:

A) the lumber company.

B) the Receiving Department at ABC.

C) the Shipping Department at ABC.

D) the toy store at the mall.

Answer:  B

Difficulty:  Moderate

Keywords:  internal supplier

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Reflective Thinking

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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14) Use the information provided in Figure 1.1. An example of an external customer is:

A) the lumber company.

B) the Customer Service Department at ABC.

C) the Shipping Department at ABC.

D) the toy store at the mall.

Answer:  D

Difficulty:  Moderate

Keywords:  external customer

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Reflective Thinking

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

15) Use the information provided in Figure 1.1. An example of an external supplier is:

A) the lumber company.

B) the Receiving Department at ABC.

C) the Customer Service Department at ABC.

D) the toy store at the mall.

Answer:  A

Difficulty:  Moderate

Keywords:  external supplier

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Reflective Thinking

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

16) Which of the following is an example of a nested process?

A) At the start of the new semester, a student first pays tuition and then goes to the bookstore.

B) A customer service representative verifies a caller's account information.

C) A candidate's intent to graduate is checked for financial holds by the Bursar and for degree 

requirements by Advising before the diploma mill prints their sheepskin.

D) A stockbroker calls a client and advises her to sell silver short.

Answer:  C

Difficulty:  Easy

Keywords:  nested process

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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17) Which of the following statements is more of a general characteristic of a manufacturing organization, 

as compared to a service organization?

A) Short-term demand tends to be highly variable.

B) Operations are more capital intensive.

C) Outputs are more intangible.

D) Quality is more difficult to measure.

Answer:  B

Difficulty:  Moderate

Keywords:  manufacturing organization, service organization, capital intensity

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

18) Which one of the following statements is more of a general characteristic of a service organization, as 

compared to a manufacturing organization?

A) Output can be inventoried.

B) The response time is longer.

C) There is less customer contact.

D) Quality is not easily measured.

Answer:  D

Difficulty:  Moderate

Keywords:  manufacturing organization, service organization, facilities

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

19) Manufacturing processes usually have:

A) physical, durable output.

B) high levels of customer contact.

C) output that cannot be inventoried.

D) low levels of capital intensity.

Answer:  A

Difficulty:  Moderate

Keywords:  manufacturing organization, service organization, physical output

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

Test Bank for Operations Management 14th Krajewski
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20) Service processes usually have:

A) physical, durable output.

B) low levels of customer contact.

C) output that can be inventoried.

D) shorter response times.

Answer:  D

Difficulty:  Moderate

Keywords:  manufacturing organization, service organization, capital intensity

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

21) A(n) ________ is any activity or group of activities that takes one or more inputs, transforms and adds 

value to them, and provides one or more outputs for its customers.

Answer:  process

Difficulty:  Moderate

Keywords:  process, activity, input, value

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

22) Service processes tend to produce ________, ________ outputs.

Answer:  intangible, perishable

Difficulty:  Moderate

Keywords:  manufacturing, services, similarity, goods

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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23) List and briefly describe five differences between services and manufacturing. Processes provide 

examples to illustrate your arguments.

Answer: 

Manufacturing Processes Service Processes

Physical, durable products Intangible, perishable products

Output can be produced, stored, and 

transported Can't be stored and transported

Low customer contact

Customers can be part of the input and 

part of the process

Have days to deliver Must be offered within minutes

Capital intensive Labor intensive

Quality easily measured Quality not easily measured

Examples will vary.

Difficulty:  Moderate

Keywords:  manufacturing process, service process

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.

24) Identify a large employer in your hometown. Describe this organization's inputs, processes, and 

outputs.

Answer:  Answers will vary based on the employer selected.

Difficulty:  Moderate

Keywords:  input, process, output

Learning Outcome:  Describe the main types of operations processes and layouts in manufacturing and in 

services

AACSB:  Application of Knowledge

Learning Objective:  Describe the process view of operations in terms of inputs, processes, outputs, 

information flows, suppliers, and customers.
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1.3  A Supply Chain View

1) The customer relationship process includes the activities required to produce and deliver the service or 

product to the external customer.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  customer relationship process, order fulfillment process

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

2) The supplier relationship process selects the suppliers of services, materials and information, while the 

order fulfillment process facilitates the timely and efficient flow of these items into the firm.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  supplier relationship, process, order fulfillment process

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

3) One distinction between core processes and support processes is that core process can cut across the 

organization while support processes do not.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  core process, process analysis

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

4) A set of activities that delivers value to external customers is a:

A) supply chain.

B) core process.

C) support process.

D) system.

Answer:  B

Difficulty:  Moderate

Keywords:  activity, core process

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

Test Bank for Operations Management 14th Krajewski
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5) Budgeting, recruiting, and scheduling are examples of a:

A) development.

B) core process.

C) support process.

D) system.

Answer:  C

Difficulty:  Moderate

Keywords:  activity, support process

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

6) The process that facilitates the placement of orders and identifies, attracts, and builds relationships 

with external customers is called the:

A) customer relationship process.

B) new service development process.

C) order fulfillment process.

D) supplier relationship process.

Answer:  A

Difficulty:  Moderate

Keywords:  process, customer relationship

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

7) The process that includes the activities required to produce and deliver the service or product to the 

external customer is called the:

A) customer relationship process.

B) new service development process.

C) order fulfillment process.

D) supplier relationship process.

Answer:  C

Difficulty:  Moderate

Keywords:  process, order fulfillment

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

Test Bank for Operations Management 14th Krajewski
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8) The process that that selects the suppliers of services, materials, and information and facilitates the 

timely and efficient flow of these items into the firm is called the:

A) customer relationship process.

B) new service development process.

C) order fulfillment process.

D) supplier relationship process.

Answer:  D

Difficulty:  Moderate

Keywords:  process, supplier relationship

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

9) The cumulative work of the processes of a firm is a(n) ________.

Answer:  supply chain

Difficulty:  Moderate

Keywords:  processes, supply chain

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

10) ________ provide vital resources and inputs to core processes.

Answer:  Support processes

Difficulty:  Moderate

Keywords:  support process, core process

Learning Outcome:  Compare common approaches to supply chain design

AACSB:  Application of Knowledge

Learning Objective:  Describe the supply chain view of operations in terms of linkages between core and 

support processes.

Test Bank for Operations Management 14th Krajewski
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1.4  Trends and Challenges in Operations Management

1) Productivity is a measure of how much input can be generated for a given level of output.

Answer:  FALSE

Difficulty:  Easy

Keywords:  productivity

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

2) A recent survey of senior executives along with in-depth organizational audits, best companies have 

been shown to be twice as productive than the rest.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  productivity

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

3) The effects of the COVID-19 pandemic has led to a shortage of workers in many fields, thus 

challenging the operations of many businesses.

Answer:  TRUE

Difficulty:  Easy

Keywords:  worker shortage

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Reflective Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

4) The Russia-Ukraine military conflict has resulted in a severe shortage of cobalt — a key requirement 

for manufacture of batteries for electric vehicles.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  supply shortages

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Reflective Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

Test Bank for Operations Management 14th Krajewski
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5) Since a productivity improvement requires more resources, it has a negative effect on sustainability 

efforts of firms.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Reflective Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

6) The social responsibility element of sustainability addresses the moral, ethical, and philanthropic 

expectations that society has of an organization.

Answer:  TRUE

Difficulty:  Easy

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

7) A firm that uses their corporate expertise on disaster relief to significantly streamline procurement and 

create processes to improve response times is most directly displaying the environmental responsibility 

aspect related to sustainability.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Reflective Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

8) The increased global presence of many firms has lessened the burden to behave ethically.

Answer:  FALSE

Difficulty:  Easy

Keywords:  ethics, global presence

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Ethical Understanding and Reasoning

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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9) In an assembly operation at a furniture factory, ten employees assembled an average of 600 custom 

chairs per 5-day week. What is the labor productivity of this operation?

A) 12 chairs per worker per day

B) 20 chairs per worker per day

C) 15 chairs per worker per day

D) 25 chairs per worker per day

Answer:  A

Difficulty:  Moderate

Keywords:  labor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

10) A manufacturing process requires 12 minutes of labor to make 10 units of product. Which of the 

following actions will increase productivity?

1. Increase labor per 10 units of production

2. Decrease labor per 10 units of production

3. Increase number of units per 10 minutes of labor

4. Decrease number of units per 12 minutes of labor

A) 1 and 3 only

B) 2 and 4 only

C) 1 and 4 only

D) 2 and 3 only

Answer:  D

Difficulty:  Easy

Keywords:  labor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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11) The details of weekly output and input for a fabrication process are as follows: output is 600 units, 

with a standard selling price of $50 per unit. For the week, total labor costs are: 8 workers at 40 hours for 

the week, are paid $20 per hour. Total material costs for the 400 units are $8,000. Weekly overhead is 

charged at the rate of 1.3 times the labor costs. What is the multifactor productivity for the week?

A) 0.54

B) 1.32

C) 1.84

D) 2.00

Answer:  B

Difficulty:  Moderate

Keywords:  multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

Table 1.1

The Green Battery Company manufactures lithium ion batteries. The current process uses 15 workers and 

produces 50 units per hour. You are considering changing the process with new automated technologies 

that increase output to 75 units per hour, but will require only 10 workers. Particulars are as follows:

CURRENT PROCESS NEW PROCESS

OUTPUT (UNITS / HOUR) 50 75

NUMBER OF WORKERS 15 10

MATERIAL COST / HOUR $1000 $1250

Workers are paid at a rate of $15 per hour, and overhead is charged at 150% (or 1.5 times) labor costs. 

Finished batteries sell for $200 / unit.

12) Use the information provided in Table 1.1. What is the multifactor productivity of the current 

process?

A) less than or equal to 6.0

B) greater than 6.0 but less than or equal to 9.0

C) greater than 9.0 but less than or equal to 12.0

D) greater than 12.0

Answer:  B

Difficulty:  Moderate

Keywords:  multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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13) Use the information provided in Table 1.1. What is the multifactor productivity of the new process?

A) less than or equal to 6.0

B) greater than 6.0 but less than or equal to 9.0

C) greater than 9.0 but less than or equal to 12.0

D) greater than 12.0

Answer:  C

Difficulty:  Moderate

Keywords:  multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

14) Use the information provided in Table 1.1. Based on your productivity calculations, what decision 

should you make?

A) implement the new process

B) stay with the current process

C) need more information to make a decision

D) Either process is acceptable (since the multi-factor productivities are the same).

Answer:  A

Difficulty:  Moderate

Keywords:  multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

15) It takes the Blacksburg shipyard twenty weeks with 200 workers to build an airplane. Material costs 

are $15 million and overhead costs are $1.5 million. Workers cost $35 per hour including benefits and 

work 40 hours per week. Each airplane sells for $50 million. What is the multifactor productivity ratio?

A) less than 1.0

B) greater than 1.0 but less than or equal to 2.0

C) greater than 2.0 but less than or equal to 3.0

D) greater than 3.0

Answer:  C

Difficulty:  Moderate

Keywords:  multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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16) The ________ responsibility element of sustainability addresses the ecological needs of the 

stakeholders for a firm.

Answer:  environmental

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

17) The ________ responsibility element of sustainability addresses the moral, ethical, and philanthropic 

expectations that society has of an organization.

Answer:  social

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

18) ________ means meeting humanity's needs without harming future generations.

Answer:  Sustainability

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

19) A firm that uses their corporate expertise on disaster relief to significantly streamline procurement 

and create processes to improve response times is most directly displaying the ________responsibility 

aspect related to sustainability.

Answer:  social

Difficulty:  Moderate

Keywords:  sustainability

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Reflective Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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20) Productivity is defined as ________ divided by ________.

Answer:  output, input

Difficulty:  Moderate

Keywords:  output, input, productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

21) Half of the world's greenhouse gases are produced by only seven nations including ________, 

________ and ________.

Answer:  China, United States, India (students can answer in any order)

Difficulty:  Moderate

Keywords:  environment, greenhouse gas

Learning Outcome:  Discuss the role of operations management in corporate social responsibility and 

sustainability

AACSB:  Ethical Understanding and Reasoning

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

22) How has global competition affected productivity? Cite specific examples and reference the 

productivity equation to support your thesis.

Answer:  Examples will vary; students should argue that the increase in global competition has increased 

productivity for those firms that have survived. Firms that fail (or have already failed) to effectively 

compete with new competition suffer from reduced sales, so the numerator in the productivity equation 

will be lower, perhaps without a commensurate decrease in the denominator, resulting in reduced 

productivity. Firms that are effectively competing against global competition probably have higher levels 

of productivity. Global operations might include cheaper or better raw materials and labor, resulting in a 

smaller denominator and higher productivity. Global competition might also inject new management 

techniques and leaner operations if some services are outsourced to specialist companies.

Difficulty:  Moderate

Keywords:  productivity, raw materials, labor

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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23) What are some ethical issues that are prevalent in organizations that have a global operations 

presence?

Answer:  Some countries are more sensitive than others about conflicts of interest, bribery, discrimination 

against minorities and women, minimum-wage levels, and unsafe workplaces. Managers must decide 

whether to design and operate processes that do more than just meet local standards. In addition, 

technological change brings debates about data protection and customer privacy. In an electronic world, 

businesses are geographically far from their customers, so a reputation of trust is paramount.

Difficulty:  Moderate

Keywords:  ethical issues, ethics, globalization

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Ethical Understanding and Reasoning

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.

24) Barry's Tire Service completed 100 tire changes, six brake jobs, and 16 alignments in an eight-hour day 

with his standard crew of six mechanics. A brake specialist costs $16 per hour, a tire changer costs $8 per 

hour, and an alignment mechanic costs $14 per hour. The materials cost for a day was $2,000, and 

overhead cost was $500.

a. What is the shop's labor productivity if the retail price for each respective service is $60, $150, and $40?

b. What is the multifactor productivity, if the crew consisted of two of each type mechanic?

Answer: 

a.  = $157/hr

b.  = 2.43

Difficulty:  Moderate

Keywords:  labor productivity, multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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Table 1.2

The Abco Company manufactures electrical assemblies. The current process uses 10 workers and 

produces 200 units per hour. You are considering changing the process with new assembly methods that 

increase output to 300 units per hour, but will require 14 workers. Particulars are as follows:

CURRENT PROCESS NEW PROCESS

OUTPUT (UNITS / HOUR) 200 300

NUMBER OF WORKERS 10 14

MATERIAL COST / HOUR $120 $150

25) Use the information in Table 1.2. Workers are paid at a rate of $10 per hour, and overhead is charged 

at 140% (or 1.4 times) labor costs. Finished switches sell for $20/unit.

a. Calculate the multifactor productivity for the current process.

b. Calculate the multifactor productivity for the new process.

c. Determine if the new process should be implemented.

Answer: 

a.  =  = 11.11

b.  =  = 12.35

c. The new process increases multifactor productivity and should be implemented.

Difficulty:  Moderate

Keywords:  labor productivity, multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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26) The three-person crew worked their way through the neighborhood, mowing lawns, edging, applying 

fertilizer and weed treatments where necessary and collecting all the clippings for use as mulch as part of 

their new green initiative. Their pricing scheme appears in Table 1.3 and the mix of orders and service 

costs appear in Table 1.4:

a. What is their multifactor productivity for these orders in the prestigious Edmond Oaks neighborhood?

b. Which of the service combinations provided by them is the most productive service combination from 

a multifactor perspective?

c. What is their labor productivity for the same mix of orders?

Table 1.3: Price List

SERVICE PRICE LABOR MATERIAL

Mow lawn $75 1 hr $2

Edge $20 .25 $1

Fertilizer treatment $120 .25 $45

Weed prevention 

treatment
$80 .25 $25

Multiple services

5% discount times 

the number of 

services

Workers are paid at a rate of $10 per hour, and overhead is charged at 120% (or 1.2 times) labor costs. For 

a customer that gets both mowing and edging, their $95 bill would be discounted for two services times 

5% for a total of 10% off the $95 straight charge for a cost of $85.50. A customer receiving three services 

would get a 15% discount off their service bill. Labor hours shown in Table 1.3 are total hours for the 

three-person crew.

Table 1.4 Orders Processed

SERVICE # Customers

Mow lawn & edge 6

Mow lawn, edge, and fertilize 3

Mow lawn, edge, and weed prevention treatment 2

Mow lawn & fertilize 2
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Answer: 

a. Multifactor Productivity Overall

Total Revenue = $86 × 6 + $182.75 × 3 + $148.75 × 2 + $175.50 × 2 = $1,709.75

Labor Cost = $12.50 × 6 + $15 × 3 + $15 × 2 + $12.50 × 2 = $175

Material Cost = $3 × 6 + $48 × 3 + $28 × 2 + $47 × 2 = $312

Overhead Cost = 1.2 × ($12.50 × 6 + $15 × 3 + $15 × 2 + $12.50 × 2) = $210

Multifactor Productivity = 

Multifactor Productivity = 2.45

b. Multifactor Productivity by Service

Mow & Edge =  = 2.8

Mow & Edge & Fertilize =  = 2.26

Mow & Edge & Weed =  = 2.44

Mow & Fertilize =  = 2.36

The package with the highest multifactor productivity is the Mow & Edge

c. Overall Labor Productivity.

Total Revenue = $85.59 × 6 + $182.75 × 3 + $148.75 × 2 + $175.50 × 2 = $1,709.75

Labor Cost = $12.50 × 6 + $15 × 3 + $15 × 2 + $12.50 × 2 = $175

Labor Productivity = 

Labor Productivity = 9.77

Difficulty:  Challenging

Keywords:  labor productivity, multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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27) The three-person crew worked their way through the neighborhood, testing doorknobs and windows 

and slipping past security systems like a team of ninjas. Of course, they weren't ninjas, but a crew of 

brazen burglars, hoping to grab cash and other valuables to fence at the next level of their supply chain. 

Fortune smiles on them on this day in the prestigious Edmond Oaks neighborhood. A lawn maintenance 

crew is creating a tremendous racket mowing and edging lawns, which completely drowns out the 

sounds of breaking glass. Details of the day's haul appear in Table 1.5.

a. What is the multifactor productivity?

b. What is the labor productivity?

Table 1.5: The Haul

ITEM SALES PRICE LABOR MATERIAL

Krugerrand $1,500 1 hr $2

Flat screen TV $250 .25 $1

$200 cash $200 .05 $45

Lava lamp $5 .15 $25

Rolex watch $180 .10 $1

Workers are paid at a flat rate of 20% of the sales price of the merchandise. Materials cost represents the 

cost of gasoline and surgical gloves, and overhead is 20% of the sales price of the merchandise.

Answer: 

a. Multifactor Productivity

Total Revenue = $1,500 + $250 + $200 + $5 + $180 = $2,135

Labor Cost = 20% × ($1,500 + $250 + $200 + $5 + $180) = $427

Material Cost = $2 + $1 + $45 + $25 + $1 = $74

Overhead Cost = 20% × ($1,500 + $250 + $200 + $5 + $180) = $427

Multifactor Productivity = 

Multifactor Productivity = 2.30

b. Labor Productivity

Total Revenue = $1,500 + $250 + $200 + $5 + $180 = $2,135

Labor Cost = 20% × ($1,500 + $250 + $200 + $5 + $180) = $427

Labor Productivity = 

Labor Productivity = 5

Difficulty:  Moderate

Keywords:  labor productivity, multifactor productivity

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Analytical Thinking

Learning Objective:  Identify the latest trends in operations management and understand how firms can 

address the challenges facing operations and supply chain managers in a firm.
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1.5  Fourth Industrial Revolution (Industry 4.0)

1) The Industry 5.0 revolution has the same core technologies as Industry 4.0, but even more machine 

centric with the availability of greater and faster computing power.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  industry 5.0, technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

2) The fourth industrial revolution that ushered in the digital age, introduced the use of computers in the 

production process.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  industry 4.0, technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

3) The Internet of Things is a trend that affects operations and supply chain management in a minor way.

Answer:  FALSE

Difficulty:  Easy

Keywords:  technology, challenges, internet

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

4) Artificial Intelligence is a constellation of technologies that allows machines to sense, comprehend, act, 

and learn.

Answer:  TRUE

Difficulty:  Easy

Keywords:  technology, artificial intelligence

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.
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5) Which of the following statements about "big data" is false?

A) The data must be organized and analyzed to be of any use.

B) Firms use high-powered analytical models to sift through the data

C) Data may be collected instantly or over a period of months.

D) It is not necessary for operations managers to be involved in implementation of "big data" processes.

Answer:  D

Difficulty:  Moderate

Keywords:  technology, internet, data

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

6) The question of whether a manufacturer has rights to utilize data collected from a health monitoring 

device to improve future versions of the product is a concern of:

A) privacy.

B) technology.

C) security.

D) hardware costs.

Answer:  A

Difficulty:  Moderate

Keywords:  technology, internet, data

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

7) The utilization of sensor data to detect deteriorating machine parts prior to product failure is an 

example of which operations management application?

A) product design and development

B) inventory management

C) preventive maintenance

D) logistics

Answer:  C

Difficulty:  Moderate

Keywords:  technology, internet, data

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.
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8) Computer systems used in manufacturing to track and document the transformation of raw materials 

into finished goods are known as:

A) manufacturing execution systems.

B) distributed production networks.

C) additive manufacturing systems.

D) grid technology networks.

Answer:  A

Difficulty:  Moderate

Keywords:  industry 4.0, technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

9) Interconnected objects such as sensors that can automate the collection and exchange of data over a 

network are known as:

A) grid technology networks.

B) internet of things.

C) computer aided manufacturing systems.

D) distributed production networks.

Answer:  A

Difficulty:  Easy

Keywords:  industry 4.0, technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

10) The use of sensors that can be used to monitor how products are performing in the field and the use 

of digital remote interfaces that can be used to connect those products to their manufacturer is an 

example of which type of smart technology?

A) smart customer technology

B) smart product technology

C) smart supply technology

D) smart intranet technology

Answer:  B

Difficulty:  Easy

Keywords:  industry 4.0, smart technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.
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11) What type of barrier is the bandwidth that will be needed to support the interconnectivity of billions 

of devices under a smart technology model?

A) privacy

B) technology

C) security

D) organizational

Answer:  B

Difficulty:  Moderate

Keywords:  technology, IoT

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

12) Which of the following is not an implication of additive manufacturing for operations and supply 

chain management?

A) increased material inputs

B) simplified production

C) production flexibility

D) decentralized production networks

Answer:  A

Difficulty:  Moderate

Keywords:  additive manufacturing, 3D printing

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

13) Which is currently the greatest challenge in using additive manufacturing to produce more 

sophisticated, high valued parts?

A) intellectual property rights

B) quality assurance

C) modification of processes

D) workforce skills

Answer:  B

Difficulty:  Moderate

Keywords:  additive manufacturing, 3D printing

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.
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14) The ________ revolution has the same core technologies as previously, but with a greater focus on 

collaboration between humans and machines.

Answer:  Industry 5.0

Difficulty:  Moderate

Keywords:  industry 5.0, technology

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

15) In order to utilize the capabilities of the internet of things, the organizational roles of ________ and 

________ will have to become more aligned, although they are traditionally two separate functional areas.

Answer:  operations management, information technology

Difficulty:  Challenging

Keywords:  internet, technology

Learning Outcome:  Discuss the role of operations management in corporate social responsibility and 

sustainability

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

16) The technologies that build three-dimensional (3D) objects by adding layers of material such as 

plastic, metal, or concrete is known as ________.

Answer:  additive manufacturing

Difficulty:  Moderate

Keywords:  additive manufacturing, 3D printing

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.
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17) What are some of the concerns operations managers must address regarding using the internet of 

things? Cite a specific example.

Answer:  Examples will vary, but students will mention concerns with technology, privacy, security, or 

organizational roles. They may also discuss the challenges of implementing the hardware, gathering the 

"big data", analysis of the data, and use of the data to aid in decision-making processes.

Difficulty:  Moderate

Keywords:  technology, internet, challenges

Learning Outcome:  Discuss the influences of the global competitive environment on operations 

management

AACSB:  Application of Knowledge

Learning Objective:  Define the fourth industrial revolution (Industry 4.0) and understand how its 

embedded technologies and automation are transforming operations strategy and the practice of 

operations and supply chain management.

1.6  Developing Skills for Your Career

1) Understanding the concepts in this text will help you become an effective manager in any functional 

area of business.

Answer:  TRUE

Difficulty:  Easy

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

2) Managing supply chains does not involve processes external to the firm.

Answer:  FALSE

Difficulty:  Easy

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

3) The effective operation of a firm and its supply chain is more important than the design and 

implementation of its processes.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.
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4) It is the sole responsibility of the operations function of an organization to design and operate 

processes that are part of a supply chain.

Answer:  FALSE

Difficulty:  Moderate

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

5) The topics of forecasting, inventory management and resource planning is associated with which part 

of supply chain and operations management?

A) process strategy and analysis

B) managing customer demand

C) designing logistics networks

D) statistical process control

Answer:  B

Difficulty:  Moderate

Keywords:  customer demand, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

6) Operations managers are involved at both the strategic and tactical levels of corporate strategy.

Answer:  TRUE

Difficulty:  Easy

Keywords:  strategic level, tactical level

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

7) If a retail store owner does not have a popular item in stock because he underestimated the forecasted 

sales for that item, he most likely has a challenge with:

A) managing processes.

B) managing customer demand.

C) managing supply chains.

D) managing people.

Answer:  B

Difficulty:  Moderate

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.
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8) The key decisions to eliminate activities that do not add value while improving those that do are an 

important part of:

A) managing processes.

B) managing customer demand.

C) managing supply chains.

D) managing people.

Answer:  A

Difficulty:  Moderate

Keywords:  process design, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

9) ________ are often responsible for key performance measures such as cost and quality.

Answer:  Operations Managers

Difficulty:  Moderate

Keywords:  process innovation, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

10) Each function of an organization is connected with operations through shared ________.

Answer:  processes

Difficulty:  Moderate

Keywords:  process innovation, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.

11) Effective management of its processes can allow a firm to reduce its ________ and also increase 

________.

Answer:  costs, customer satisfaction

Difficulty:  Moderate

Keywords:  process innovation, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.
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12) Explain the types of decisions that operations managers are involved in and how they are linked to a 

firm's strategy.

Answer:  Operations managers are involved in tactical decisions such as process improvement, 

performance measurement, the management and planning of projects, staffing management, inventory 

management, and resource scheduling. Operations manager's decisions should reflect corporate strategy. 

These decisions have strategic impact because they allow the firm to gain a competitive advantage.

Difficulty:  Moderate

Keywords:  strategy, innovation, supply chains

Learning Outcome:  Discuss operations and operations management as a competitive advantage for the 

organization

AACSB:  Application of Knowledge

Learning Objective:  Understand how to develop skills for your career using this textbook.
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