Service Operations Management
April 2021 Examination
Ques 1. What are the factors which are considered important by an organisation while evaluating Quality in Service Operations? Elaborate your answer with an example from the Hospitality Sector. (10 Marks)
Ans 1.
Introduction
Business organizations and multinational corporations have always been facing such management issues, mostly approved by managers' change. The method of executing the quality of services provided to a customer according to their conjecture. The motive of this management is to reach the satisfaction of customers. The management ensures that the quality of the service would be better. They have to do corrections in the frame of service management. They evaluate the quality of the service and increase the contentment of the people. Its Half solved only
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Ques 2. Strategies and decisions are taken at various hierarchal levels in an organization. Explain different levels of hierarchy in organisations and discuss the various Strategic decisions taken at these different levels of hierarchy. Explain these hierarchical levels and decisions by taking an example of any Educational Institute of your choice.
Ans 2. 

Introduction
The University of Oxford is an Oxford shire based Research University. The motto of this University is the lord of my light. This world-leading institution aims at achieving Digital Education Strategy. This University provides the best of teaching innovations. There is a digital education strategy implementation group. They implement existing ideas of technology in University. Should be clear their future strategies. The method of learning is evolving rapidly all over the world. Universities' strategic plan has some commitments towards the students all over the world. There are requirements of every individual departments and faculty in this University. The University has been involved with e-learning. This e-learning requires a more coordinated approach. Moreover, the employment opportunity has increased in the University. The University has considered the graduates as the perfect employees. The University conducts an educational tour for students. Experiment and research technology has developed rapidly in the University.
Ques 3. The Healthcare sector is one the most prominent in the service sector. Many processes are involved in this sector by various organisation. Hence it becomes critical for Healthcare Institutes to plan their processes in different ways to provide the best possible services to their customers. Highlight the attempts of these organisations from the following aspects as given below.
a. The customer need not be involved in all the processes, and consequently the Healthcare Institutes’ services need not plan all the components of their facilities to please the customers as well as make them visible to customers. Discuss this aspect of facility planning with the concept of Decoupling of processes. (5 Marks) 
b. To ensure that all processes will run effectively and error free, how can banks and financial services adopt the concept of Service Design (Blueprinting) during the planning phase of service operations. (5 Marks)

Ans 3a.
Introduction
The motive of decoupling thinking became prominent in the manufacturing chains. The process of how can implement the decoupling thinking in facility planning. On the other hand, facility planning depicts the management's fixed and tangible assets supporting its aims and goals. In the hospital, the main objective is to provide medical care to their customers.
Ans 3b.
Introduction
A service blueprint is a blueprint diagram that refers to the whole service activities that can impact the banks or financial market. The former banking executive Lynn Shostack invented the service blueprint. Banking Sector is the most significant sector globally. This service blueprint consists of the customers' actions, onstage contact employee actions and line of visibility, backstage contact employee actions, and lastly, the line of internal interaction. 
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