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	JAIPURIA INSTITUE OF MANAGEMENT, INDORE
Post Graduate Diploma in Management (Batch 2024-26)

	Course Title: Management of Service Operations, (Course Code: 40523)
End-Term Examination, Term - V (January 2026) 

	 Time Duration: 2 Hours                                                                                          Total Marks: 40



General Instructions:
1. Answer the questions as directed. The break-up of the marks is given wherever necessary.
1. Marks against each question is indicated to its right.
1. Answer all the questions of a ‘Section/Question’ at one place in continuation.
1. Answers should be brief and to the point. 
1. Do not write on the question paper except your roll number.


SECTION - A
Q1. The Indian fitness industry has seen a shift from traditional local gyms to "Tech-enabled Fitness Platforms" like Cult.fit, which offer standardized group classes across hundreds of centers.

1. Classify the service model of Cult.fit using Schmenner’s Service Process Matrix (Service Factory, Service Shop, Mass Service, or Professional Service). Justify your classification based on the degree of labor intensity and interaction/customization. 		            				        (5 Marks)

1. Critique the potential for a Communication Gap (Gap 4) in this model. How does a discrepancy between "Social Media Marketing" (promising high-energy transformation) and the "Actual Class Experience" affect the brand's long-term quality perception?                                                            (5 Marks)

Q2. In the Indian EdTech sector, companies like Physics Wallah and Unacademy are balancing "Mass Online Recorded Lectures" with "Premium 1-on-1 Mentorship" programs.
(a) Map these two distinct offerings (Mass Lectures vs. 1-on-1 Mentorship) on the Customer Contact Matrix. How does the "Service-System Efficiency" differ between a high-contact mentorship session and a low-contact recorded video?	 	                                     (5 Marks)

(b) Appraise the Service Positioning of a "Hybrid" (Phygital) learning center. What are the operational risks of being caught in the "middle" of the matrix?	 		        (5 Marks)


SECTION – B
Read the following Case Study and answer the questions.
Case Study: "The Urban Company Delivery Challenge"
Urban Company is India’s leading marketplace for home services (cleaning, salon, repairs). While the platform has revolutionized convenience, it faces several operational hurdles:
1. Waiting Perception: Customers complain that even a 10-minute delay by a technician feels like an hour because they have to "wait at home" without updates.
2. Service Quality Variance: A plumber might provide excellent service in one house but fail to meet standards in the next due to lack of standard equipment.
3. Employee Motivation: Technicians often feel like "gig workers" rather than "service professionals," leading to a transactional attitude that lacks the signature "UC Hospitality."
Q3.   Identify the specific service failures mentioned in the case.
(a) Analyze the technician’s service delivery process using the Psychology of Waiting. Propose two "Wait-Line Management" tactics Urban Company can use to make the "In-home wait" feel shorter and more productive for the customer.	 				        (5 Marks)
(b) Formulate a Service Culture and Empowerment strategy. How can Urban Company shift its technicians' mindset from "Transactional Gig Workers" to "Empowered Service Partners"?                                
        (5 Marks)
Q4. (A) Construct a Service Recovery and Guarantee policy for Urban Company. If a technician fails to fix a leak on the first visit, what specific "Service Recovery" steps should the platform automate to ensure the customer does not switch to a local competitor?                                           (5 Marks)
(B) Synthesize a plan for Value Co-creation. How can Urban Company involve the customer during the service process (e.g., through the app or feedback loops) to ensure the final service outcome meets their specific expectations?                                                                         (5 Marks)
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