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Goods and Services 

A product is anything that can be offered to a market for attention, acquisition, use, or 

consumption that might satisfy a want or need. It includes physical objects, services, persons, 

places, organizations and ideas. 

Goods are physical objects. They are tangible and can be seen, touched, tested or felt, even 

before actual purchase. Services are anything or benefit that one party can offer to another that is 

essentially intangible and does not result in the ownership of anything. As can be seen goods and 

services are different.  

In many instances, services compete in the market place with goods that offer broadly similar 

benefits. For instance, buying a service may be an alternative to doing it yourself. Similarly, 

using a rental service is often an alternative to owing a good.  

Generic Differences between Goods and Services 

Seven generic differences tend to distinguish services from goods. These are: 

i) Nature of the product. Leonard Berry describes a good as "an object, a device, and a 

thing" in contrast to a service which is "a deed, a performance, an effort." Although services 

often include tangible actions - such as sitting in an airline seat, eating a meal, or getting 

damaged equipment repaired - the service performance itself is basically an intangible. Like all 

performances, services are time bound and experiential, even though they may have lasting 

consequences.  

Ii) Customer involvement in production. Performing a service involve assembling and delivering 

the output of a mix of physical facilities and mental or physical labor. Often customers are 

actively involved in helping to create the service products - either by serving themselves or by 

cooperating with service personnel in settings such as hair salons, hotels, colleges or hospitals.  

iii) People as part of the product. In high-contact services, customers not only come into contact 

with service personnel, they may also rub shoulders with other customers. The difference 

between two service businesses often lies in the quality of employees who deliver the service. 

Similarly, the type of customers who patronize a particular service business helps to define the 

nature of the service experience. As such, people become part of the product in many services.  
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iv)  Quality control problems. Manufactured goods can be checked for conformity with quality 

standards long before they reach the customer. But when services are consumed as they are 

produced, final "assembly" must take place under real-time conditions. As a result, mistakes and 

shortcomings are harder to control. Further variability is introduced by the presence of service 

personnel and other customers.  

v) None inventories for services. Because a service is a deed or performance rather than a 

tangible item that the customer keeps, it cannot be inventoried.  

VI) Importance of the time factor. Many services are delivered in real time. Customers have to 

be present to receive service from organizations like: airlines, hospitals, haircutters, restaurants, 

and many other similar organizations. There are limits as to how long customers are willing to be 

kept waiting for service to be provided; further, that service must be delivered quickly so that 

customers do not spend longer receiving service than appears reasonable to them.  

vii) Different distribution channels. Unlike manufacturing firms, which require physical 

distribution channels for moving goods from factory to customers, service businesses either use 

electronic channels (as in broadcasting or electronic funds transfer) or else combine the service 

factory, retail outlet, and point of consumption into one.  

Services possess four inherent characteristics not found in goods: intangibility, perishability, 

inseparable and variability. These characteristics create unique challenges for services. To attract 

new customers and to keep current customers coming back, service firms must find ways to meet 

these challenges.  

A) Intangibility 

It refers to the lack of tangible assets that can be seen, touched, smelled, heard, or tested prior to 

purchase. Business-to-Business Example: A professional janitor service will have to rely on what 

the janitor service tells them about the services to be performed.  

B) Perishability 

It means inability of a service to be inventoried or stored. Services cannot be inventoried, except 

for the equipment and supplies necessary for their performance.  

C) Inseparability 

Inseparability is the simultaneous production and consumption of services. Getting medical 

services involves a doctor or a dentist performing an examination or procedure while the 

customer is present. Because the service must be performed and/or consumed at the same time, 

the quality of the service is highly dependent on the ability of the service provider and the quality 

of interaction between the service provider and the customer.  
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D) Variability 

Because they depend on who provides them and when and where they are provided, services are 

highly variable. Variability refers to the sporadic or random levels of service quality customers 

receive when they patronize a service. Variability is primarily caused by the human element, 

although machines may malfunction causing a variation in the service.  

Various service employees will perform the same service differently and even the same service 

employees will provide varying levels of service from one time to another. For example, the hair 

stylist uses different styles to different customers or different hairstylists use different styles to 

the same customer.  

Variability is also caused by a variance in the input. Computer consultants staffing hotlines face 

the challenge of dealing with the variability of knowledge and expertise that customers bring to 

the service process. The same would be true for attorneys handling legal situations for various 

clients.  

Because of the variability characteristics of services, standardization, or service that follows a 

standard step of procedures and processes of all customers and quality control are more difficult.  

Variability or inconsistencies, can be overcome by using quality control measures, increasing 

customer satisfaction by having effective service systems in place, monitoring customer 

satisfaction regularly, and managing the behavior of customers and employees in each service 

encounter. 

  Product Protection 

 Most entrepreneurs will not be inventors, but all of them are concerned with protecting 

their idea. When those ideas relate to new products, unusual processes, unique designs, or 

biological innovations such as new plants, understanding patent law becomes paramount. When 

entrepreneurs want to protect unusual brand names or establish ownership of intellectual 

property, then understanding trademarks and copyrights is vital.  

 Entrepreneurship has several dimensions and an entrepreneur is expected to know them 

thoroughly.  One such dimension is a legal dimension.  Thus conforming to legal requirements 

will be the first thing to start an enterprise.  Any enterprise (i.e., sole proprietorship, partnership 

or Joint Stock Company) has to be run within the legal framework doing business according to 

commercial law, labor law, etc. of the country.  Therefore, an entrepreneur should be aware of 

such governmental legislation.  Moreover, it is important if entrepreneurs have well fledged 

information about the characteristics, advantages and disadvantages of the different types of 

business organization. 
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  Patent 

 A patent is a grant of property right by the government to an inventor.  Anything that is 

patentable must be new and useful  

 What can be patented? Process: - New method of manufacturing or new technological 

procedures that can be validated as unique. 

• Machine: - Products, instruments, machines and other physical objects that have proved 

useful and unique. 

• Manufacturers: - Refers to physical items that have been fabricated through new 

combinations of materials or technical applications. 

• Composition of Matter: - relates to chemical compounds, medicines... that do not exist in 

nature in an uncultivated state. 

 There are different types of patents granted.  

A utility patent is granted for new products, processes, machines, methods, of manufacturing, 

and compositions of matter. This category excludes most botanical creations related to plant and 

agricultural use. The utility patent is the most common patent sought by inventors. Similar 

patents can be filed in more than 80 countries, and there are joint utility patent protection rights 

that can be obtained for international regions such as the European Economic Community 

(EEC).  

Design patents are granted for any new or original ornamental design for an article of 

manufacture. A design patent protects the appearance of the article, not the article itself. An 

inventor could easily register both a utility patent and a design patent, but the design patent has a 

limited life. Entrepreneurs can select the period of time for protection in order to commercialize 

designs and to realize the benefits of their ingenuity. The benefit of a design patent is that the 

ornamental nature of the patent may be a distinguishing feature that allows an individual to have 

exclusive use of visual imagery, thus enhancing sales or creating brand identification.  

Plant Patents: In botanical terms, any new variety of plant that has been asexually reproduced 

can be granted a plant patent. The new plant must not exist in nature or in an uncultivated state. 

Therefore, new plants, mutants, hybrids, and seedlings may be patented, provided the inventor 

can satisfy the patent office that the new plant did not evolve from nature.  

 Trade Mark 

 Trademark, any word or symbol used by manufacturers or sellers to identify their goods 

and distinguish them from the goods of others. Trademarks help consumers to identify goods 

they have used and enjoyed in the past. Trademarks also allow consumers to avoid goods and 

services that they dislike.  
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  Copyright 

 Copyright: branch of law granting authors the exclusive privilege to reproduce, distribute, 

perform, or display their creative works.  

 Implications to Entrepreneurs  

 There are several excellent reasons why aspiring entrepreneurs should be well informed 

on patents, trademarks, and copyrights.  Aside from the obvious need to protect one's ideas, the 

entrepreneurs must be careful not to infringe on others. Being familiar with regulations is also 

important for designing packaging, writing advertisement and distributing materials.  But 

perhaps most important, obtaining property rights (patents, trademarks, or copyrights) create 

valuable assets.  Patents can be sold, licensed assigned, or leveraged as assets of new enterprise  

 The principal types of intellectual property are patents, copyrights, and trademarks. 

Patent law protects inventions that demonstrate technological progress. Copyright law protects a 

variety of literary and artistic works, including paintings, sculpture, prose, poetry, plays, musical 

compositions, dances, photographs, motion pictures, radio and television programs, sound 

recordings, and computer software programs. Trademark law protects words and symbols that 

serve to identify different brands of goods and services in the marketplace.  

 Intellectual property differs from other forms of property because it is intangible, a 

product of the human imagination. Because intellectual property is intangible, many people may 

use it simultaneously without conflict. For example, only one person can drive a car at a time, 

but if an author publishes a book, many people can read the work at the same time. Intellectual 

property is also much easier to copy than it is to create. . Most intellectual property rights expire 

after a specified period. This permits the rest of society to benefit from the work after the creator 

has had an opportunity to earn a fair reward.   
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2012 E.C (2019/2020) ACADEMIC YEAR 

THIRD QUARTER GENERAL BUSINESS THIRD WORK SHEET FOR GRADE 12 E (S.S) 

I.   CHOOSE THE CORRECT ANSWER FROM THE GIVEN OPTIONS 

1. In which of the following stage of product life cycle cost of products are very high? 

A. Growth stage      C. Maturity stage  

B. Introduction stage     D. Decline stage 

2. Which one of the following is the only element in the marketing mix that produces revenue? 

           A.  Place     B. Price    C. Promotion    D. Product  

3. A type of goods which are purchased frequently by consumer is  

A. Unsought goods        C. Specialty goods   

B. Shopping goods       D. Convenience goods  

4. All of the following are the activities of warehousing except 

A. Receiving goods     C. Identifying goods 

B. Transport goods                 D. Sorting goods 

5. Which one of the following is not the factor for choice of channels of distribution? 

A. Middleman consideration    C. Company consideration  

B. Product consideration     D. None of the above 

6. Which one of the following mode of transportation is the fastest but most expensive? 

A. Road       B. Air plane    C. Water        D. Railway 

7. One is not the advantage of advertising? 

A. Allows for dramatization    C. Birr outlay is very high 

B. Flexibility      D. None  

8. The most popular transportation modes in Ethiopia is 

A. Railway     B. Air plane    C. Water             D. Road 

9. Costs that is incurred no matter how many units of a product are produced or sold is 

A. Variable cost     B. Fixed cost     C. Overhead cost            D. B&C 

10. The most important point that must be considered while choosing suitable channel is 

A. Product     B. Company    C. Middle men    D. Cost 

11. Which one of the following is not the guide line of interview? 

A. Smile, be attractive and listen carefully. 

B. Does not maintain eye contact when you talk. 

C. Do not interrupt over the interview 

D. Do not sit until you are offered a chair. 
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12. Curriculum vitae contain all of the following Except     

A. Full name    B. Date of birth    C. Qualification   D. None  

13. The process by which receivers translate the message into meaningful term is 

A. Feedback    B. Decoding    C. Encoding   D. Communicator  

14. Here in your school Dandii Boru, social science department can communicate with natural 

science department. The communication style is called 

A. Upward communication   C. Downward communication 

B. Horizontal communication    D. None  

15. Which one of the following main part of report comes at the end? 

A. Conclusion     C. Recommendation 

B. Summary     D. References 

16. What do you think the reason why government imposed revenue tariff on goods and services? 

A. To protect a domestic industry from foreign competition 

B. To generate income for the government 

C. To subsidize the private sector 

D. All  

17. A reduction of the value of a nation’s currency relative to the currencies of other countries under 

fixed exchange rate is 

A. Depreciation  B. Appreciation  C. Devaluation D. A&C  

18. One of the following is not methods of entering international trade? 

A. Joint ventures     C. Strategic Alliance 

B. Trading companies    D. Bill of exchange 

19. _______________________ is a contractual agreement in which one firm permits another to 

produce and market its product and to use its brand name in return for a royalty. 

A. Exporting     C. Totally owned facilities 

B. Licensing     D. Counter trade 

 


