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SERVICE OPERATIONS MANAGEMENT

Prpcr-MBA./4ilollOM

Time : Thlee Hoursl [Maximum Ma s : 70

Nole :-(l) Figues to the right indicate marks,

(2) Use ofDon-ploglammable calculator is permined.

SECTION_A

l. (A) What arc th€ challenges in front of service operations managers ? Discuss how service

operalions managers can deal with these challenges. 14

OR

(B) Differenl organization have different service operations. Selecting a service with which you

arc familiar, identiry and explain distinctive characte stics of service op€ration that it has.

t4

SECTION_B

2. (A) Discuss any 7 points ofDeming's 14 point program ofquality control. 1

(B) The workmen ofan engineering company are expected to work for 400 minutes in a shift
of 8 Hours. The remaining lime is used for rest aod personal needs.

Determine the standard lime per piece of a job whose normal time is 2 minutes. Also
calculate no. ofpieces lo be produced per day. 7

OR

(C) Discuss the usefulness ofwork measuement technique for service quality. 1

(D) l0 samples, each ofsize 50, ofpipe were i$p€cted in pressure testing. The results oflhe
inspection are given below :

Sauplc No. I 3 4 5 7 9

No. of defectives 2 2 0 2 3 2 I 2 3

Determine the limits for P chan and state your conclusion. 7
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3. (A) WIat are the dillere[t distdbution channels in a service business ? Explain. 1

(B) The arrival rate ofcustomers at a pelrol pump follows Poisson distribution with a mean of
45 customers per hour The service tate ofthe serviceman also tbllows Poisson dislribution

with a mcan of60 per hour, Find average waiting time ofcuslomers in the system. 7

OR

(C) Discuss thc characterislics ofa waiting line system. 'l

(D) "ln a competilive market, excessive waiting or the expectations of long wait can lead to lost

sales". What strategy will you use to avoid lost sales in lhe case oftestaurant ? 7

SECTION_C

4. (A) Discuss the key elements ofservice delivery system, 7

(B) Discuss the main components of service delivery systcm. 7

OR

(C) What is service scheduling ? Discuss. 7

(D) Discuss lhe differcnce &tween personoel and vehicle services 7

SECTTON_D

5. Anchor is one ofthe largest providers of social housing fot oldcr pcoole in UK with over 40 years

expedence of residential care homes working with ovcr 40,001) older people each week.

Ian Williams service provider have developerl a long term partnership with Anchor and undenake

work covering planned mainlenance, rcsponsive and void repairs including out ofhours, and aids

and adaptations. This contract covers Anchor schemes across l.he Midlands, London and

South Eas. lan Mlliams assisted Archor in improving services delivery h line with Audit commission

recommendations by providing a 'l landiman service' for the completion ofrepai6. Company also

uscd joint working to drive down the cost of the servicc, multistillcd operatives and soft skill
training for operatives lbr dcaling with oldcr residents. Aflcr scveral months ofKPI monitoring

company felt thal it could dcliver additional value and innovation fixAnchor Trust.

Iart Williams also created a "Responsive Repairs Forum (RR!') who rvas tasked with findin8 ways

to improve efficiency and effectiveness on the contBct. The RRF used bottom up approach
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involving op€ratives, Anchor's helpdesk staffand Residents to discuss wa)E in which they felt thc

seryice could be impDved and wherc they believed there w€rc curently inelliciencies within the

repair proc.ess. The forum provided a great success allowing lan Williams to identify area6 that

would have the mos impact on tlp pedormance oflhe service delivered. It identilied rhat tbough

the introduclion ofa diagnostics softwarc tool the helpdesk staffrould be better able to conectly

identity and prioritize reFirs at fiIst contact. Company integrated its lT sysem with Anchors using

remote access, providing thcm with direcr eccess to syslem lo view individualjob details and

costs.

Qucatior! :

(l) Howdid lan Williams successfully eam the trust ofAn.hor ? Discuss. 4

(2) What initiatives ar€ taten to impove th€ maintenance of service by lan Williams ? Explain.

l0
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