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did not have any additional protection against cancer or heart disease,
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Trying to figure out what we need to know and what we can ignore
is exhausting, and at the same time, we are all doing more.
Consequently, trying to find the time to schedule all our various
activities has become a tremendous challenge. Thirty years ago,
travel agents made our airline and rail reservations, salespeople
helped us find what we were looking for in shops, and professional
typists or secretaries helped busy people with their correspondence.
Now we do most of those things ourselves. The information age has
offloaded a great deal of the work previously done by people we
could call information specialists onto __.Wearedoing the
jobs of ten different people while still trying to keep up with our lives,
our children and parents, our friends, our careers, our hobbies, and

our favorite TV shows.

@ our social networks

(2 all of the rest of us

@ far-reaching celebrities

@ the more complex workplaces
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In a manufacturing setting, the operational production can be
controlled very carefully. For example, staff carefully manage
inventory and precisely calculate production times. Services,
however, are delivered in real time, with many variables not being
fully under the control of managers. For example, if a guest has been
promised an early check-in but all of the guests from the preceding
night are late in checking out, it becomes more difficult for the hotel
to honor the arriving guest’s request. A service setting remains a
more difficult site in which to control quality and offer a consistent
service experience. Service firms try to minimize the amount of

variability between service encounters, but much of the final

product stays situational.

(D why service firms have neglected marketing

(2 importance of investment in the service industry

@ difficulties of controlling service qualities consistently
@ problems of calculating production times and costs
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Just as homeless people show a distaste for music that is foreign to
them, the individuals who grew up with such music hold it in very
high esteem. They purchase expensive tickets, put on their best
clothes, and attend music halls to enjoy every minute of this sort of
music. @ More often than not, these individuals are ones who had
such exposure since childhood, and who grew to become keenly
interested in it for the rest of their lives. 2 In terms of this view, it
is important to consider how much exposure to music therapy could
effectively make even minor changes. 3 Thus, exposure to music
helps develop taste, and a lasting interest in a certain type of music.
@ And the sooner this exposure starts, the more deeply rooted such

interests become.
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In 1845 Christian Schonbein, German chemist and professor at the
University of Basel, was carrying out an experiment with a mixture

of sulfuric and nitric acid in the kitchen of his home.

(A) Aware that his disobedience might be disclosed by a permanent
stain on the woodwork, he grabbed the first thing at hand, his
wife's cotton apron, and mopped up the liquid. He then hung the
apron before the fire so that it would be dry before his wife
returned.

(B) This was a practice expressly forbidden by his wife, who had
banned the professor from her kitchen. In her absence he
became so absorbed in his experiment that he spilled a little of
the dangerous mixture on her kitchen table.

(C) The resulting explosion, caused by the nitration of the cellulose
in the cotton, eventually enabled the chemist to invent, market,
and exploit the smokeless gunpowder that became known as

"guncotton.”
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Thirty years ago, travel agents made

S1 V1
our airline and rail reservations, salespeople
S2

helped us find what we were looking for in
V2 0.c finde] &-2]o
shops, and professional typists or secretaries
S3
helped busy people with their correspondence
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