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General Instructions:
1. Answer the questions as directed. The break-up of the marks is given wherever necessary.
1. [bookmark: _GoBack]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.

Note : Make suitable assumptions, wherever required.

SECTION - A

Q1.   You are part of a management team of a service-oriented business model. Analyse the customer experience on a hospital parking facility process. Give examples, while stating suitable assumptions. Suggest the suitable improvement measures.   			 (10 Marks)
Q2. A business house is developing the water management system. You are hired as consultant to apply the service management elements to the companies’ water service management, Map the existing process and suggest improvement. Also describe to management of the company that why is it important for a business to define them clearly when developing a new service?
                                                                                                                                                      (10 Marks)
    SECTION - B

Read the given case and answer the questions
Case Study: "Luxury Resort XYZ"
Background: Luxury Resort XYZ is a 5-star resort known for its exclusive service experience, catering to high-end customers who expect exceptional service quality. Recently, XYZ has noticed a decline in customer satisfaction, leading to a drop in repeat customers. This is despite the resort introducing a new line of wellness services. Complaints centre around inconsistent service during peak periods, with some customers noting long wait times, unmotivated staff, and a lack of attention to detail. Additionally, the new wellness services have not been as successful as anticipated. The resort management now faces a challenge: to improve its service operations and customer experience while ensuring its new services align with the brand’s high standards.

Q 3 : Luxury Resort XYZ has reported issues with staff motivation, particularly during busy periods. Apply effective management techniques to improve staff motivation and service quality. Formulate a strategy for better staff engagement.					(10 Marks)

Q4.  Design a strategy using service dimensions at Luxury Resort XYZ to enhance the service encounter, focusing on reducing wait times and increasing customer satisfaction during peak periods. 										(10 Marks)
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