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Paper / Subject Code: 86010 / Human Resource : HRM in Serwce eu.tor Manageﬁent

TIME: - 2 % hours ' ‘ MARKS =75

NOTE: -All Questions are compulsory.
Figures to the right indicate full mgrks.

Q.1 () Fill in the Blanks: (Any Eight) - : o & .
l. _ isalso self- developed throunh formal wrltten documents and -
communication. (Resource, Product, Semce Commod1ry) i P

2. is an example of business- to-business serv1ce (Ad agency Amazcm
Flipkart, Myntra)

3. Service organization is a voluntary-. where members meet rcﬂularlv to perform
charitable works. (Commercial orgamzsauon, non-proﬁt organ{zauon sick umt
profitable organization) ey - <

4. system is designed and managed for the *perfecuon in’ dehverynof core

services. (Manufacturing, Packaging; Delivery, Labelling) - ,:”“’T“

S evaluation is the systemauc process of determining the succ;ess ' of the HRP
process. (HRIS, HR, HRP, HRM)- o

6. has become a regular feature both in the public sector as well as in the

private sector of orgamzatlon_s (Exporting, Importing, Fran»hlsmg, Outsourcing)

7. One challenge that - HR professionals are currently facing revolves around the
staffing of nurses and dogtors. (Banking, Hcalthcare Railways, Defensé)

8. Inservice gap model gap 1 is .. (Vianagement perception, Customer
expectation, Service quality specification, Service delivery) .

9. Interactive marketing of service triangle means - . (Delivering the promise,
Enabling the promise, Setting the promise, Disable’ The promise)

10. Developa: = of the'company such that employees have pride mworkmg for the
firm (Public iffage, Roleplaying, Situational wgnctléT‘p_d_d image)

Q1. (b) True or False: (Any seven) ~ ' (7)
The structure and order of the organization does not limit innovation and growth
Employees and managers réadily offer theirassistance to each other to meet
corporate objectives
In many service industries the search for productwaty is a not important
Teachers’ salaries are paid alongside other civil servants
x Agents and brokers do not work on commission basis
a Conflicts between customers are uncommon
Human resources professionals or consultants can train new workers:
Tangibility is the primary characteristic that distinguishes services from goods
The DINK culture is getting stronger and spreading wider day by day
. Empathy is the key quali‘gy parameter-in services
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Q.2 Attempt any two from the following:.~

(a) Explain the role of service employees? ')

(b) What are the reasons fgr""growth and development in the service sector? (7)
: OR
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sl L)\Explam in detail the six-market moch w1th sultab]e cxamplcs (8)
(d) Explain the concept of employee crnpowcrmcnt wa does it help to provide better
services to customers? 3 . : (7

Q.3 Attempt any two from the fo!lomng o
(a) What is the meaning of Globalization; ]:Low giobahzatlon will cnhancc the growth and

development in the service 1ndustry'? X A (8)
(b) Reasons and strategies, adopted to fill'the gaps m the serwcc gap model. Explain? (7)
(c) Discuss advantach’and challenges of dchvcrmg services through agents and brokers? (8)
(d) Explain in detail the process of HRP evaluat:on'? A A (7)
Q.4 Attempt any two from«thc followmg ad v
(a) Explain in-detail the concept of moment of truth with cxamplcs? Cragloy ee (8)
}Q}As per your cplmon what vanous quallty 155ues are in services - (7)
Q:W : JOR RE
(c) le erence bct_wecn cycle of faiIurc m“‘ecliocrity “and success? (8)
(d) Explam the concept of‘Sermcc Icadcrshlp, with cxamplcs'? ; (7)
QS5 ang“Short Nolés on: (Any three) - g x4 (13)
L Emploxec retention in service sector ! :
2 Sewxcnscape A
3. Anterviewing techmqucs _
4. k& stomer satisfaction dnvcs customer ona[ty,-
2 5 Front ]mc cmployccs - e o
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