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M.B.A. DEGREE EXAMINATION, MARCH 2020
Fourth Semester
SERVICE OPERATIONS MANAGEMENT
(2018 Admissions—Regular/2017 Admissions—Supplementary)

Time : Three Hours Maximum : 60 Marks
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Part A

Answer any five questions.
Each question carries 6 marks.

What do you understand by ‘Services’ ? What are its special characteristics ?

How does service occupy the important place in an economy ?

What is the use of new service development ?

Brief the important elements of service design.

Explain the functions of Global Service Management.

What is service performance networks ? How it is forming ?

What are the various types of leadership involved in services operation management ?

What are the advantages of Electronic Sefvice Operation Managements ? Also list out its barriers.
(5 x 6 = 30 marks)

Part B

Answer any two questions.
Each question carries 10 marks.

Discuss the process involved in developing service strategy.
Outline the steps in new service development process.
Narrate the procedure for service capacity planning.
Analyse the importance of service recovery and service guaran‘ee systems.
(2 x 10 = 20 marks)
Part C

Compulsory Question.
The question carries 10 marks.

Frame the suitable strategies for sustainable service operation in Environmental Services.
(1 x 10 = 10 marks)
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M.B.A. DEGREE EXAMINATION, JUNE 2019
Fourth Semester
SERVICE OPERATIONS MANAGEMENT
(2017 Admissions—Regular)

Time : Three Hours Maximum : 60 Marks
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Part A

Answer any five questions.
Each question carries 6 marks.

What do you understand by ‘services’ ? Describe the characteristics of services and service operations.
What are service experience ? What are its characteristic features ?

Explain the steps in new service development process.

Explain the impact of technology on services and their management.

Describe the process of managing waiting lines and queues.

Explain the scope and functions of yield management.

Describe the merits and demerits of scoring system.

Explain the role and contribution of supply chain in services.

(5 x 6 = 30 marks)
Part B

Answer any two questions.
Each question carries 10 marks.

Discuss in detail about the strategic management process.
Discuss the steps in designing the service layout strategies.
Enumerate the various strategies for service capacity planning.
Elucidate the purpose of performance measurement.

(2 x 10 = 20 marks)
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Part C

Compulsory Questions.
The question carries 10 marks.

Inte] Limited :

In Mid-2010, Intel is examing its options for where to locate its next assembly and test plan. On its
short list of Potential sites include locations in China, India, Thailand and Vietnam. Each country
has its own unique benefits and risks related to infrastructure, governance, education, business
centre, intellectual property protection, labour markets, experience working with western firms
and tax breaks and other incentives.

Questions :

1 Asamanager you are required to consider all of these factors as well as Intel’s criteria for
its new facility’s location and make your recommendation to the company’s board of
directors.

2 Which country and location should Intel choose ?

(1 x 10 = 10 marks)




