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Instructions to Candidates 
1. Time allowed is three (3) hours. 

2. Total 100 Marks 

3. Answer allquestions. 

4. Encircle the number of your choice in relation to Multiple Choice Questions.  
5. The answers should be given in English Language. 

Subject Subject Code 

Managing Business Operations  (MBO / OL 3) 

 

Operations Management 

 

1. Current trends in operations management include all of the following except  

A. Just-in-time performance  

B. mass customization  

C. empowered employees  

D. mass production  

 

2. Which of the following is not a typical attribute of goods?  

A. output can be inventoried  

B. often easy to automate  

C. aspects of quality difficult to measure  

D. production and consumption are separate  

 

3. Productivity can be improved by 

A. increasing inputs while holding outputs steady  

B. decreasing inputs while holding outputs steady 

C. increasing inputs and outputs in the same proportion  

D. decreasing outputs while holding inputs steady 

 

4. In a materials processing operation, which of the following process type is associated 

with the highest volume and lowest variety? 

A. Job shop 

B. Batch process 

C. Continuous process 

D. Mass process 
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5. Having a 'happy hour' in a pub or restaurant is an example of which type of capacity 

management? 

A. A level capacity strategy 

B. A demand management strategy 

C. A chase demand strategy 

D. A yield management strategy 

 

6. Which one of the following does not exemplify JIT used for competitive advantage?  

A. POPO Foods decides to decrease the number of its suppliers to just a few.  

B. JAXONS is proud to announce that incoming goods are delivered directly to the 

point of use.  

C. EXTA Trucking trains workers to specialize and become very efficient in one job. 

D. BDS Builders has a scheduled preventive maintenance program. 

 

7. Which of the following is most likely to affect the location strategy of a manufacturing 

firm? 

A. Utility costs 

B. Competition in the area 

C. Purchasing power of drawing area 

D. Parking availability 

 

Question One 

Grand Boulevard (GB) is one of the largest five star hotels in Sri Lanka. There are 170 rooms 

in this hotel and they are mainly serving high end tourist coming from Western European 

countries.  

i. Explain fourdimensions of quality in relation to GB Hotel. 

(8 Marks) 

ii.  Distinguish between product oriented layout and process oriented layout. 

(4 Marks) 

iii.  Explain two short term capacity management strategies that can be adopted by GB.  

(4 Marks) 

iv.  Identify four characteristics of a good layout. 

(4 Marks) 

(Total 20 Marks) 

Question Two 

Jaya Lanka (Pvt) Limited is a medium scale Yoghurt manufacturing plant located in 

Mahiyanganya.  Presently Jaya Lanka is selling their products only in the Uva province. In 

order to expand the business the owners of Jaya Lanka is planning to open a new 

manufacturing facility. 
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i. Identify and explain four factors to be considered by Jaya Lanka in locating its new 

factory. 

(8 Marks) 

ii. The main principle of Just-in-Time (JIT) is elimination of waste. Describe the wastes 

that are eliminated by applying JIT in the context of Jaya Lanka. 

(6 Marks) 

iii. Explain three main differences between manufacturing and services. 

(6 Marks) 

(Total 20 Marks) 

 

Marketing  

 

Section I 

 

1. The concept ‘Marketing Myopia’ refers to 

A. Identifying the impact of potential competitors on the organization effectiveness 

B. Less concern on the company resources 

C. Focus on the product rather than the consumer need 

D. Define the market place from customers’ perspective paying helpful attention on 

generic competitors 

 

2. AXY (Pvt) Ltd is a soft drink manufacturer and distributor in Sri Lanka. Brand manager 

of the company claims that “Identifying and competing solely with direct and closest 

competing brands gives us the competitive advantages” at one of the business meetings.  

The claim of the brand manager implies that  

I. AXY (Pvt) Ltd competes at the level of brand competition  

II. The company takes all the brand available in the industry into consideration when 

developing the competitive advantages 

 

Which of the above statement is true? 

A. Both statements   

B. Statement I only  

C. Statement II only  

D. None of the statement  

 

3. The term ‘Customer Value’ is  

A. Buying a product at a reasonable price 

B. Buying a product under promotional price  

C. The customer’s evaluation on the difference between all the benefits and all the 

costs of an offer relative to those of competing offers.  

D. The customer’s evaluation on competitive brands and the process of selecting the 

most suitable brand 
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4. Mr. Bingo entered into a retail store with an intention of buying a very sophisticated 

mobile phone. He expected that the sales person in the store would introduce him all the 

latest mobile phones in a very friendly manner.  His expectation reflects that 

A. Service benefits of the mobile phone 

B. Product benefits of the mobile phone 

C. Personnel benefits of the mobile phone 

D. Image benefits of the mobile phone 

 

5. The soft-drink manufacturers know that soft-drink is most often consumed in the afternoon in the 

Asian Context. However, they would like to change this and make the drink acceptable during 

other time periods during the day. Which form of segmentation would they need to work with and 

establish strategy reflective of their desires?  

A. gender segmentation  

B. benefit segmentation  

C. occasion segmentation  

D. age and life-cycle segmentation  

 

6. Pricing to cover variable costs and some fixed costs, as in the case of some automobile 

distributorships that sell below total costs, is typical of which of the following pricing 

objectives?  

A. Current profit maximization  

B. Product quality leadership  

C. Market share leadership  

D. Survival  

 

7. Which of the following statement is true? 

i. The customer relationship management process is that all the activities involved in 

receiving and approving orders, shipping the goods on time, and collecting 

payment.  

ii. A principle of the value chain is that every firm is a synthesis of activities 

performed to design, produce, market, deliver, and support its product. 

A. Statement i only  

B. Statement ii only 

C. Statement i and ii 

D. None of them 

 

8. All of the following factors can affect the attractiveness of a market segment EXCEPT :  

A. The presence of many strong and aggressive competitors.  

B. The likelihood of government monitoring.  

C. Actual or potential substitute products.  

D. The power of buyers in the segment.  
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9. If a company's objective were to reach masses of buyers that were geographically 

dispersed at a low cost per exposure, the company would likely choose which of the 

following promotion forms?  

 

A. Advertising  

B. Personal selling  

C. Public relations  

D. Sales promotion  

 
 

 

Section II 

 

“The contemporary marketers play their game mainly at the augmented level and potential level of the 

product”. Briefly explain how these influence to constitute a customer value and customer value 

hierarchy taking any product or service of your choice as an example.  

(15 marks) 

People Management 

 

Answer two out of the following questions.  

1. Discuss the ways to manage generational differences at work.    (10 marks) 

 

2. Using content theories motivation theories discuss the ways that a manager can lead 

employees into excellent performance. 

            (10 marks) 

3. There are two main statutes and rules that need to be understood by any professional in 

managing people. Provide a brief description of each stating the areas covered from those. 

 (10 marks) 

 

MCQs: 

1. A job analysis identifies: 

A. How well a person is doing in a given job 

B. How much money a given job is worth 

C. The tasks that are performed on a given job 

D. Whether a person should be promoted 

 

2. The assessment of training needs consist of a classic three-step process. These steps 

include all of the following except: 

A. Organizational analysis 

B. Criteria analysis 
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C. Person analysis 

D. Task analysis 

 

3. When a performance evaluation system includes ratings from superiors, peers and self, it 

can be called a form of 

A. a mutual admiration assessment 

B. a 360-degree feedback 

C. a circle evaluation 

D. a team-based appraisal 

 

4. All but which of the following are advantages of flexitime? 

A. Lateness is virtually eliminated 

B. Allows employees to accommodate family demands 

C. It works well with team-based work 

D. Provides employees with control over working hours 

 

5.  Which of the following statements about letters of recommendation is TRUE? 

A. They are no longer commonly used for selection. 

B. They area as valid as biographical inventories. 

C. Negative and positive letters should be given equal weight. 

D. Employers receive only a small percentage of negative letters. 

 

6. The main methods used for personnel selection which have shown the highest validities 

are: 

A. Work samples, biographical information, and physical ability tests 

B. Intelligence tests, personality tests, and peer assessments 

C. Mechanical aptitude tests, interviews, and situational exercises 

D. Biographical information, sensory/motor ability tests 

 

End of paper 


