
Paper / Sub.iect Code: 88706 / l. T. Service Murnageme nt

(Tirne: 2% hours)
Total Marks: 75

N. B.: (l) All questions are gonlpulsory.
(2) Make suitnble assumptions wherever neoessary/ and state the assumDtions macle.

(3) Answers to the same qttestion must be lvritten together.
(4) Number-s to the right indicate marks.
(5) Draw neat lirbeled cliagrams wherever necessarY.

(6) Use of Non-programm:rble calculators is allowcd.

l. Attenrpt anr lltrec of the ftrllorving:
a. llxplain in briel'abottt br"rsillcss processes.

b. Write a sl-rolt note ou processes and functiolls across service lilccyclc of l1'SM.

c. l:xplain type I and type I[[ service proviciers in cletail.

d. Explaip lbur P's of Service Stratcgy with a leat labelled dizrgrzi11.

c. How are markets clcflned in scn,ice strategy? Explain.
l. What is risk'/ Explain the phzrses ancl differenttypes o1'risk in cietail.

2. Attcrrrpt uny thrce of the follorving:
a. Write a short trt'rte on balancecl service clesign.

b. What is servicc design model'/ List and explain differcrrt aspccts recprired dtuing its
asscssn.lcrtts.

c. Ilxltlain any six coutponents of sen,ice availability lnanagelltent lrrocess.
d. Hxplain service level trtattiigetlent Irrocess itr detail.
e. Explarn in detail supplier lranagemettt process of service clesign.

I'. What are the challenges associatecl for achieving successful service clesign ltrocess?
llxplain in [rliel'.

3. Attcrtrpt utty lhrac of tltc lbllorvilrg:
a. Describe service transition. Explain its ob.jectives, purpose ancl goal.

b. Horv to align service trernsition plans r,vith the business needs'/ Explain.
c. What is Change'/ What are the different types of Chan-ees? List ancl explairr Ser.,en R

(7 If 's) of'11-ll. C'harrge tnanage nretrt.

cl. Irx;rlain in clctail scrvicc valiclatiort irttcl testing process.

c. Explain the fhctors aflecting the approach to service transitiotl.
L Write a detail short note on critical sLrocess factors of service transition.;rhetse

4. Attempt urrv lltrce of the lbllolving:
a. Det'ine service opcration. Explain tire principles of service opetrtiotr stagc.

b. State reasons rvhy servicc operation staff shouid be involvecl at sct'vicc ciesign arrd

transitiort stagc'?

c. What are dil'ltrent typcs of meetings conductecl in orgartizatiort lts nrode of
corrtr.r.run ication'? iixplzrin.

(1. Write short note olt lncident Managemetrt Lil'ecycle activities.
c. Irxplain in clctail acccss Ilartztgclrtcrtt proce ss.

f. List anci explairt the challenges atrd risks in service operation phase .
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l':rircr / Subicet Code : 887061 I. T. Scrvicc M*nagcntent

5" Atterrlit iJtlt.lllJggol'th* lirliouingr
a. ltxplain bcnchrlarking in Clil rvitli respect io i,tr; ltrocerlurc. cost:lrrl vlrluc to tire

iirganizatiori"
b" Expliiin thc RACII moclel.
c. With a netit labelerl diagram explain seven steps intl:rovemclli lll'()cess ol'ClSI.
d. Wlite shot't ltote or') CSI inpLrts and outputs ftrr the varioLrs stitges.
c. fixplain thc tools used to sltl]i)ort CISI rictivrties.
f . Whtrt are the liictors to be considerecl when prepar ing a comntunicati<;n plan'/ lrxplain.
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