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Q1. An Indian IT enabled service provider firm has recently expanded its client base, resulting in a considerable increase in customer service requests. The company’s current service operations are struggling to keep up, leading to frequent network downtimes, delayed server maintenance, and slow help desk response times. The management is concerned about declining service quality and customer satisfaction. The operations manager is tasked with redesigning service operations to ensure seamless network infrastructure, efficient server and device management, and responsive help desk support. Based on the scenario, how would you as a an IT service operations manager apply service operations management principles to streamline the firm's network infrastructure, server management, and help desk functions to improve service quality and efficiency in a rapidly growing ITES company? (10 Marks)
Ans 1.
Introduction 
In the IT-enabled services (ITES) market of today, where competition is high, service operations management is very important for keeping the network up and running, servers running smoothly, and customer questions answered quickly. With the expansion of a client base, the operational challenges multiply, often resulting in service delays and reduced customer satisfaction if systems are not scaled effectively. In the given scenario, the ITES provider is facing network downtimes, delayed maintenance, and slow help desk responses due to inadequate operational capacity. As an IT service operations manager, applying service operations management principles will help in streamlining processes, improving infrastructure 
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Q2. Healthcare setups like multi-specialty hospitals always need to have a system to streamline patient data management and improve service delivery, especially say when planning to implement a new systems/procedures, etc. However, the hospital’s service operations managers are concerned about resistance from medical staff, potential disruptions to patient care, and the risk of data breaches during the transition. The management needs to decide how to balance technological advancement with maintaining high service quality and staff morale. Evaluate the challenges faced by service operations managers in such healthcare setups when integrating new technology into existing service processes, which impact service quality, staff motivation, and patient satisfaction, and justify your recommendations for managing these challenges effectively. (10 Marks)
Ans 2.
Introduction 
In multi-specialty hospitals, service operations management plays a vital role in ensuring seamless coordination between clinical, administrative, and support services to deliver high-quality patient care. The integration of new technologies, such as advanced Electronic Health Records (EHR) systems, telemedicine platforms, or AI-driven diagnostics, promises to enhance operational efficiency and patient satisfaction. However, implementing such changes in healthcare is complex due to staff resistance, fear of workflow disruptions, and heightened concerns about data security. The challenge lies in balancing technological advancement with uninterrupted 


Q3 (A). Banking operations very frequently experience    bottlenecks in its service delivery due to overlapping front-office and back-office activities (especially in times like financial year ends). Customers face delays in application processing and payment services, and staff are unclear about their roles in the process. Create a new approach for decoupling front-office and back-office activities in a banking service operation to improve both customer satisfaction and process efficiency. (5 Marks)
Ans 3a.
Introduction 
Banking operations rely heavily on the coordination between front-office customer interactions and back-office processing. However, overlapping responsibilities during high-demand periods, such as financial year-end, can lead to bottlenecks, customer dissatisfaction, and role confusion among staff. Decoupling these activities allows each function to focus on its core responsibilities without disruption, improving efficiency and service delivery. A well-structured separation supported by process redesign, technology integration, and clear role definitions can streamline workflows, reduce turnaround times, and enhance overall customer experience in banking 

Q3(B) Every educational institute/ university aim    to achieve educational excellence with the advent of the New Education Policy. However, the    current service operations are siloed, with technology, staff development, and curriculum planning managed independently. Iinstitutions want    to create a unified approach to drive better student outcomes. Devise a service operations management plan for an educational institutions that seeks to integrate technology, and staff development to achieve educational excellence. (5 Marks)
Ans 3b.
Introduction 
With the New Education Policy (NEP) emphasizing holistic learning, digital integration, and skill-based education, educational institutions need cohesive service operations that align technology, staff development, and curriculum planning. Currently, siloed operations hinder innovation, slow decision-making, and reduce student engagement. By adopting an integrated service operations management plan, institutions can unify these functions to deliver higher-quality education, 


