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Part A

Answer any five questions. Each question carries 2 marks.

1. What is the role of a service provider in a service process?

2. Distinguish between goods and services.

3. What are the important elements of a service delivery system ?
4. What is the use of new service development?

5.  What is service scape framework?

6. Define the concept of world class service ?

7. What are the four priciples of service firm postioning ?
(5%2 = 10 Marks)
Part B

Answer any five questions. Each question carries 6 marks.

8. Illustrate the “ distinctive characteristics of service operation” for a service with which you

are familiar.
9. Explain the importance of designing service layout strategies.
10. Discuss service blue printing with example.
11. Narrate the procedure for service capacity planning.

12. “Growth can be achieved only with greater understanding of the service firm's markets.”
Discuss. .

12




image2.jpeg
/25/21, 2:56 PM

17

Preview

“Service Recovery means a second chance”. Comment.

What are the advantages of Electronic Service Operations Management. Expalin its
barries.
(5%6 = 30 Marks)
PartC
Answer any two questions. Each question carries 10 marks.

Question number 17 is compulsory .

Examine the expanding opportunities and growing importance of service operations
mangemnt in India.

Outline the processes involved in service blue print. Explain the uses of a service blue
print.

Compulsory Question
Describe the basic approaches to Service Recovery. Propose a service recovery

mechanism for any service industry according to your choice.
(2x10 = 20 Marks)
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