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	JAIPURIA INSTITUE OF MANAGEMENT, INDORE
Post Graduate Diploma in Management

	Course Title: Managing Service Operations, (Course Code: 40523)
End-Term Examination, Term – V (Batch 2021-23) (February 2023) 

	 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 are indicated to its right.
1. Answer all the questions of a ‘Section/Question’ in 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

1. Describe the customer experience and outcomes for any two of the following industries:
a. A fast-food restaurant
b. A multi-specialist hospital
c. A car repair workshop
Compare and contrast the two industries you’ve chosen 		(8 Marks)
2. What are the similarities and differences in terms of the operational challenges faced by global service organization such as FedEx, Accenture, the Red Cross, and WHO? 												              (7 Marks)
3. What examples can you give of capacity and commodity service operations? What are the operations management challenges of each type? 			              (10 Marks)
    SECTION - B

Q4. 	The Wild-Spice Group is a chain of hotels that has properties across the country in all major metros and most smaller cities as well. Each property has between 40 and 120 bedrooms in locations that include Indore and Bhopal. The Group sees itself as an important player in the three-star segment with properties that have their own personality and providing high-quality food and services at very affordable prices. Most of the mid-week guests are commercial clients. The normal mid-week occupancy is about 80%, weekend occupancy is 30% compromising of holiday travellers. The group does not have any major expansion plans. However, it is trying to strengthen its existing market position. 
	The company’s managing director Mr. Sanjay Sharma believes it has a very high degree of commercial loyalty in the commercial segment. He has plans to appoint a marketing consultant and collaborate with the local, regional, and national business chambers to increase the occupancy. The company is also trying to promote its banquet facilities in a very big way. So, he called a conference of all the general managers. This was held in a resort in Shimla that the company runs. The aim is to create an image of good quality, small and friendly hotels that the business visitors can rely on for their visitors. Teams in every property are expected to work towards these goals. The general managers have been asked to build personal relationships with local businesses. The MD says that they get most of their repeat bookings because of their reputation of serving good food and courteous service.
	Each general manager is responsible for the individual hotel’s operations, with the MD and his team taking care of the company overall. Hotels report performance to the MD based on four criteria: occupancy, revenues & cost, staff training and feedback from clients. Information is collated and shared with all the hotels in the chain. Having consolidated their position, the Group decides to expand and work towards improving occupancy on weekends.  

	Questions 								(Total 15 marks)
0. You are the general manager of one of the well-performing properties. You’ve been asked by the MD to tell the rest of the team how you do it so they can learn and adopt best practices. In about 50 words state what you do that makes things click.
                                                                                                                                    (4 Marks)
0. You’ve been asked to take over as general manager of a property that’s not doing well. Among the problems faced there are corruption among the ranks, low collections despite the rooms being full (this includes non-reporting of collections), pilferage, etc. The person you’ve replaced has been sacked but the rest of the staff have yet been removed. You’ve been given six months to turn the property around. State your strategy.                                                                                                (4 Marks)
           3.  Generally, evaluate the performance measures in place.                                 (3 Marks)
           4.   What overall improvements would you suggest?                                               (4 Marks)
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