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304 OSCM-SC-03 : SERVICES@PERATIONS MANAGEMENT-II
(294%Pattern) (Semester-1I1)

Time : 2% Hours] i o "fﬁ “;}f - [Max. Marks : 50
Instructions to the candfﬂutev 2 “”*

0l) Answer any %@ut of 8. (2 marks each) ”fi% [10]
a) Deﬁne importance of customer retention in serv1ce%dustnes

A

b) Deﬁne service requirement in service design. gf"?j%'"'

g,

o
4

¢) What do you mean by LOS? %j\v & ’

d) Stdte any two features of VlSlOIl ( %ég
€ State SERVQUAL. Y

-
D A o™\
f)  List any 2 benefits of out @rcmg,,servwes

g) What is service de31g%f

h) Listthe elements of §erv1ce demgn triangle. ;«?““
% f '5“5:&
::%;\, 3 \;j-».;:
02) Answer any 2 out of 3 (5 méit*lgs each) ~J10]
a) Describe 4 p’s of servfce design. " @,
b) Givethe 1mp0rtan“be of relationship marketing. AL %“ fo;g
c) Discuss the fgatures of the servicevision. m ¥ v
o [N r«j :::%"
’ ~ N ™
Q3) Answer 3 (a) or 3(b) & [10]
b Ry
a)  Discuss the competitive role of 1nformat10n»m serv,lc% in detail.
b) Explain the gap model for measuring servwe qpahty
;?:fﬁ?
b PTO0.



04) Answer 4 (a) or 4(b) s [10]

P

a) Explain Comprehensive and integrated service design in detail.

b) Elaborate Engel, Kollat and Blg(?%ﬁi'el (EKB) Model and explain its steps
for white goods products. £
| ROVES
05) Answer 5(a) or S(b)~ v & ’ [10]
a) Design custﬁgigﬁ@ re@ign process with suitable example.

b) How to désign se&fi&e strategy? Also briefly explain service marketing
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304-OSCM-SC- OSCM-63  SERVICES OPERATION

~N MANAGEMENT -1I
(2019{53%?emﬁev1sed) (Semester - 11I)

Jikd s 24 P W _
ime : 2% Hours] N [Max. Marks : 50

Instructions to the can
All questions are

2) Each %m;@
Ql) Answ&w 5 drk of 8 (2 marks each)

1)

dates:
co?npulsory
n carry equal marks

[10]

A
Qr
w
G

a) Deﬁn@f\écus strategy.

b) Explam Quality Function Deployment (QFD). ¢

c) \&a‘me two elements of overall cost I%adersﬁl%lp approach in services.

d) What is Poka-Yoke (Fail safe) an, d\g‘@w cLo%é it relate to service quality?

e) Explain the concept of SCM. ,@\ . ‘%@f’

f)  What are the principles of qgsagnV

g) What is the purpose of 3 aﬁ?l"hrough Audit” in service quality

| assessment. JAN xft% | %; ‘

h) Discuss the importdnce of ,Qu"‘stomer Retention. §
Q2) Answer any 2 out of 3 (5 marks each) ‘“{10]

a) Differentiate betwe“én Quahﬁers and Service Wmners inthe magj{etplace

b) Describe 4 p’s of service Design. ¢! N QQ}

c) What are the attributes of professional service ﬁﬂgﬁ %:“f

03) A’nswer 3 (a) or 3(b).

a)

0

[10]

Discuss Buyer’s Decision-Making pro“ ess in s&vme Management and
stages in Engel kollat Blackwell Model [of cqméumer Behaviour.

\\\\\

What is meant by setting Direction, pohoywnd strategy for IT services.

p V'

PT.O.



Q4) Answer 4(a) or 4(b). . | [10]

e

N :

~a)  What is meant by the virtual valueigflain in relation to services? What are
the stages from the marketplﬁg?o marketspace?

b) Define service Quality. Wh&t“ére,the dimensions of service Quality?

*«3’3
f”‘\/ A
Q5) Answer 5 (a) Ofﬁ% S@)’" Q ‘ [10]
N N\
a) What agerthe co%ﬁpetltlve service strategies? Discuss with Examples.

v A me@ﬁ by Basics of Service Des1gn‘7 Narrate the Evolution of
ice Démgn ‘
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Time : 2% Hours] (. <O [Max. Marks : 50

Instructions to the. é‘andtdates :
1) All -questi?ﬁns are compulsory.
2)  Each guestion carry equal marks.

Q1) Answer any-5 out of 8 (2 marks each) : N [10]

a)  State any 2 features of vision. e

b) What is service design?

"

¢) Define service requirementsgi}h:gée;viggéﬁésign.

d) Listthe elements of servwiézﬁ%l‘e)\sigri:tfiangle.

e) Whatisyield manage;ﬁé%ﬁf? X

f)  Define any 2 factors Whlch :c';ffect the micro environment.

g) State poka-yoke.

h) Mention any two features of SCM. N@ y &
. i o\ ) ﬂ\
Q2) Answer any 2 out of 3 (5 marks each) : &3’@3 ol [10]

a)  Discuss the holistic service design in detail:=* &
b) Describe 4P’s of service design. .~

¢) Explain the importance of customer lifetixﬁé value.

PTO.



Q3) Answer 3 (a)or3(b): [10]
a) How to reduce quality cost? Mention the steps to calculate cost of quality.

b) Discuss the competitive role of information in service in detail.
7S

a)
b)
S@lut;on f”@r new or changed services.
f’*ﬁf%
QyAmwwémynswy e [10]
a)
b)
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