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Answer ALL questions
	Qn.
No
	Question

 (5 x 20 = 100 MARKS)
	Marks Allotted
	Course Outcome

	1.

	Compulsory :
Case Study

Lost Baggage: 

Upon his arrival in Chicago O’Hare’s airport, the weary traveler went to collect his suitcase. But it never appeared. After filing a lost bag report, he was told that when his bag was found, it would be delivered to his hotel. When he asked how soon that might be, he was told most bags are located and delivered within 24 hours. “That just won’t do” he exclaimed. “I just completed a training session for this client in a Florida location where we all wore business casual outfits, like the one I am currently wearing. I have to make a presentation to the client’s executive board tomorrow morning at 8.30 A.M. I must have my suit for that presentation!” The claim’s manager replied, “If you are such a hot-shot consultant, that shouldn’t be a problem.
Discuss the above case and answer the two questions below.
Questions:

a. Evaluate the above situation for how well the service provider responded. What did they do well? How could they have improved their response? 
b. Would you use the services of the provider again? Have you had similar experiences? 
	10

10
	CO1

CO1

	2.
	What do you understand by services? Describe the characteristics of services and services operations?
	20
	CO2

	
	(OR)
	
	

	3.
	What is meant by Service Strategy? Explain about the basic and integrative elements of Strategic Service?
	20
	CO2

	4.
	Elaborate on technology: its impact on services and their management?
	20
	CO3

	
	(OR)
	
	

	5.
	Describe the different types of service facility layouts with examples.
	20
	CO1

	6.

	How can quality be achieved in service operations? Elaborate on the dimensions of service quality.
	20
	CO2

	
	(OR)
	
	

	7.
	The success of a Service Operations Manager is based on managing waiting lines. Elaborate it. Also bring out the psychology of waiting.
	20
	CO3

	8.
	Enumerate on 

a) Outsourcing  (10)

b) Off shoring  (10)
	20
	CO2

	
	(OR)
	
	

	9.
	Write short notes on Inventory Management in services.


	20
	CO3


