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Q.1 (a) Fill in the Blanks: (‘\lﬁ' Elght) .;f\'/ S ~"(8)
1.

is also self develop@a‘lhrough formal wntten documents and | °
communication. (Resource P,toduct Ser\qu Commodlty) s

2. is an example of'business- to-busmess séfvnce (Ad ‘agency, Amazon
Flipkart, Myntra) ., ‘,ﬁ Q.‘ A e '

3. Service orgamzallon 1s«a volunlarr where members meel regularly to perform
charitable works. (Commercnal o;gamzatlon, non—proﬁt\orgamzatl\on sick umt
proﬁtable organization) --T"-" ! W =

4. L& systemris des1gned and managpd for the’ perfecnon\m dehvery of core
services. (Manufacturing; Packagmg Dellvery, Labellmg) -

5. evaluation is the systemanc process ofdetermmm g the success of the HRP
process. (HRIS, HR, HRP, HRM):~ ' '

6. has become a regular feature both in the publlc sector as well as in the
private sector of orgamzauons (Exportmg, Importing, Franchising, Outsourcmg)

7. Onechallenge that ~HR professmnals are, currently facing revolves around the
staffing of nurses and doctors. (Bankmg, :Iealthcare Railways, Detense) | i

8. “In service'gap model gap lis el (Ma.nagement perception, Customcr .

expectation, Service quality specification, Service dehvew) ; A
9. Interactive mmrketmg of service trlangle\means (DcINenng the promlsc
Engbling the promise, Setting the promise, stable the promise)
10. Developa .-~ of the companySuch that employces have pride in"working for the
~firm. (Public image, Role playmgLSllu'ltlonal*wgnette bad image) .

QL. (b) True or False: (Any seven)-’ . " : (7
1. The structure and order of the or ggmzanon daes not limit 1 mnovatlon and growth

Employees and managers readily offer their assistance to each other to meet

corporate objectives :

In many service industries the/search for productivity is a not important

Teachers’ salaries are paid-alongside other civil servants

Agents and brokers do not work on-commission basis

Conflicts between customers are,yncommon

Human resources professionals or consull_ants can train new workers:

. Tangibility is the primary characteristic that distinguishes services from goods

9. The DINK cultyre is getting stronger and spreading wider day by day

10. Empathy is the key quality parameter in services

N
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7 Q.2 Attempt any two from the following;

(a) Explain the role of service employees? ®)
(b) What are the reasons for g growth and development in the service sector? W)
OR
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(c) Explain in detail the six-market model;- thh suxtable exampler S -(8)
(d) Explain the concept of employee empb‘\vemlent how does 1t help to prowde better--
services to customers? > (D
Q.3 Attempt any two from the followmg \ ; -
(a) What is the meaning of Globallzatlon how globahzanon will enhance the. growth and-
development in the service industry? A . ’ : '8)
(b) Reasons and strategies adopted to ﬁll he gaps. in the service gap model. Exphm"’ (7
X OR
(c) Discuss advantages and challenges of delivering bemces through agents and brokers? (8)
(d) Explain in detail the process -0f HRP evalu'mon' " , )
Q.4 Attempt any two from: the follow&lg
(2) Explain in detail the concept of moment of truth, with examples‘7 - o (8)
(b) As per your opinion ‘what various quality | 1ssues are m'serwces o s (7
; ‘r\, ;:<‘_ N -‘\ y ny )
- JOR
(c) lefCICDCC be{ween cycle- of failure, medlocnty, and succcss" o (8)
i s K > Y
(d) Explam the concept of Service leadershlp, Wllh examples” o ()
- oy 7 . o O
' "*Q 5 Wnle Short Notes on: (Any three) - (15)
1. Employee retention-in servicg;sector ' \ N
2. Servicescape g B

3. Interviewing techmques i
4. Customer satlsfactlon dﬁves customer loyaltyh
S. ‘Front lme employees
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