"

Total No. of Questions : 5) SEAT No. :

s ey \2

Lo [Total No, of Pagé;':-:Z”" /
‘58601}219 ¥ PUNE . —
First Yéar. M.B.A.
205-SC-OSCM-01 : s@wcﬁs“t)PERATIONs MANAGEMENT -1

~Q(Tl,l9.r\l‘\§h,l"tern) (Semester-II)

Time : 2% Hours] §- & [Max. Marks : 50
Instructions to the Ql ares}\;*
1) Al quegt, arq-c_}}upulsmy.
2) Each ion.carries 10 marks.
3) Eaeh\ esr&)bas an internal option.
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Q1) Solve any,\t:?ye out of Eight following sub questions. J;\ [10]
a) Defime the term “Experience Economy”.  ~LV
b) State any two advantages of Sewi&ﬁcili@bcaﬁon.
¢) Listany two examples of highlkt:nglié}i’vices.
d) Examine the facilitating Role 0(,5 rv&? inan Economy.
e) State the objectives of Se QOrg;&ization.
f) Examine the type of ¢ er coptact in service.
g) Enumurate any two @s of\s'%\'zice encounter.
f) Define the term Serﬁte P}’{:ﬁt Chain.
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02) Solve any two of following sub questions. ,.,)’\/ [10]
a) Differentiate & compare the terms Facilty layout & aﬁess lﬁ?ﬁ)‘ut.
™
b)  Write a short note on Facility Location. N 6\)’
c) Paraphrase the pre-requisities of New Service Dw}op%%ﬁt.
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Q3) a) Prepare a note on CRM with it’s exampl@ o} [10]
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b) Demonstrate the steps of contact pe‘r}nn selection & training with
example. ity (10]
S

PTO.



= Sye

ision is a trade-off decision” Why & Appraise

OR




