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[bookmark: _GoBack]1) Discuss how the restaurant of your choice can manage the four characteristics of services (i.e., intangibility, inconsistency, inseparability, and inventory) that present challenges in the marketing of a service organization.
Sushi 88 is a Japanese restaurant which means the company is a service driven organization that provides Asian food. In order to create competitive advantage Sushi 88 must focus on managing the four service characteristics (4 I’s). 
First of all Intangibility, here we recognize the difference between products and services. Products have tangible qualities that provide information to consumers so they can easily compare one product to another. Services, in the other hand, are intangible. Most of them cannot be experienced or consumed until the purchase is made. So, in order to reduce the level of intangibility for their service, Sushi 88 must make the customers experience the most pleasant one and use the customer testimonials and referrals as an asset because negative word-to-mouth and rumors can be very damaging. Here is an additional tip Sushi 88 could use to attract customers: a well-designed brochure and a rich website that can provide enough information to the customer so as he gets a general overview of the quality of service presented.
Secondly, Inconsistency. The quality of a service can vary by many factors, including who provides it, where it is provided, when it is provided and how. We do know that Sushi 88 obviously relies on humans to provide services that means that the business is more susceptible for variability. That is why Sushi 88 needs to establish standard procedures that can ensure consistent service delivery such as: training current employees to keep a consistent level of work, strengthening the hiring process; Sushi 88 must hire talented employees who can deliver a high value service consistently. Because anytime that the business is having a customer coming by represents an opportunity to demonstrate consistency and professionalism, which will translate into the customer’s perception that the service is consistent in quality. 
Then comes the third characteristic of services, Inseparability. Services are unique because they cannot be separated from their providers. In other words, services are usually provided and consumed at the same time in the same location. Because of the characteristic of inseparability, customers have strong expectations about how a service will be provided, which can lead to disappointment if their expectations are not met. Thus, the key to managing this challenge effectively would be a solid customer service process including: the service provided by the waiter/ress, the insurance of customer’s satisfaction, and how to deal with unhappy customers.
Finally, Inventory. Services are often perishable, meaning that unused capacity cannot be stored for future use or sale. For example, Sushi 88 might be full one night and half empty the next. If the restaurant runs with an inflexible staffing model, expenses are the same each night. However, the revenue picture is quite different, which impacts profits. This challenge can be overcome by carefully managing supply and demand. Sushi 88 should operate with fewer staff during the week and hire additional staff to cover weekends when demand is higher. This strategy will allow the restaurant to provide the same level of customer service with varying customer demand and improve productivity.
2) Relying on an understanding of the five dimensions of service quality, discuss what factors customers are likely take into account when judging service quality at the restaurant you analyzed in Q1 (above).
Sushi 88 customers usually take into account five dimensions when evaluating service quality at the restaurant:
Reliability: In this point, we are talking about the ability to perform the promised service dependably and accurately. Here the customer would be looking for:
· Services at the promised time 
· Error-free served order
· Quick correction of wrong services 
· Accurate bills
Responsiveness: Willingness to help customers and provide efficient service. In this point, Sushi 88 must be able to:
· Maintain speed and quality of service during busy times
· Provide prompt service 
· Do extra effort for handling special requests
Assurance: Here the knowledge and courtesy of employees and their ability to convey trust and confidence is an asset. In this case customers are demanding:
· A safety feeling while consuming 
· Staff that can provide information about menu items, their ingredients, and method of preparation
· Well-trained, competent and experienced employees that can answer any kind of need
Empathy: This section represents the caring, and individualized attention the restaurant provides to the customers. Sushi 88 ‘s employees should be: 
· Anticipating customers’ individual needs and wants
· Making customers feel special
· Knowing customers’ best interest at heart 
· Providing individual attention
Tangibles: Finally, we are talking about the appearance of physical facilities, equipment, personnel, and communication materials. For example, Sushi 88 restaurant should have:
· Clean, neat and appropriately dressed staff
· Easily readable menu
· Visually attractive menu
· Comfortable and clean dining areas
· Clean rest rooms
· Parking spots for customers
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