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Your answer should be specific to the question asked

Draw neat labeled diagrams wherever necessary

1. Explain heterogeneous and simultaneous characteristics of services with example. K2 CO1 (2)
2. What motivate to design new service? Discuss. K2 CO2 (2)
3. Examine the role of “Discount offers” in influencing the customer demands. K4 CO3 (2)
4. Identify and explain four important dimension of service quality. K4 CO4 (2)
5. Explain 5S framework of lean management. K4 CO5 (2)

6. Illustrate the service classification based on
(i) Degree of labour intensity
(ii) Degree of customer interaction and service customization giving examples for each type.

K4 CO1 (5)

7. Design a Service Blueprint diagram and illustrate its application in service design for a multi-
specialty hospital.

K4 CO2 (5)

8. Assess the 5S+1 framework of TPS application in a warehouse management. K5 CO5 (6)
9. Ashoka Hotel, New Delhi is concerned about more empty rooms. They decided to introduce

special discount non-refundable 10-day advance booking for Rs.5500 for one-night stay. Regular
one night stay charges are Rs.8000. Hotel has capacity of 150 rooms. Management wants to
limit the discount room so that full rate room can be booked. Demand for full rate follow normal
distribution with mean 85 and standard deviation 15.
Determine how many full rate rooms to be booked to maximize the revenue using Critical
Fractile model. Standard normal curve is given below.

K5 CO3 (8)

10. A University account office has single counter for accepting forms and accepting various types of
fees. During admission period, the student arrival is estimated to follow Poisson distribution with
an average of 4 students per hour. The service time to accept payment is exponentially
distributed with an average of 12 students per hour. Determine
(i) Average no. of students in the system (Ls)
(ii) Average no. of students in the queue waiting (Lq)
(iii) Average time a student spends in the system (Ws)
(iv) Average time a student spends in the queue waiting (Wq)

K5 CO4 (8)

11. Compare the benefits and challenges to Franchiser (Principal) and Franchisee in Service
delivery through franchising mode.

K6 CO5 (8)


