}mM in Service Setiv. hamna,,

Paper / Subject Code: 86010 / Human Resourcé
N ¢3¢ Hours) (Total Marks ! 75) AN
Note: - All questions are Compvlsory. , SRRt
Q.1a) Match the Following:- (Any 8) S — S (sMurlu)
1. Service Encounters — | 1.Boundary Spmm » s IR A
[ 2. Perishability Services 2.Interview Tochnique e B A
3 Front line service 3.Police” . - o SN P :
4.Abstract Questioning 4 Moment Of Tmth s ' # 3
5.Public Service 5.Agent - ' R
6.The service deliver 6.-Managemen{: PorccpuonGap 1
7 GAP 1 : Customer expeciation 7. Tickets. ~ > AR il
| 8. Job Content | 8. Cobbler S
9.Highly Intangible R 9 Idenuﬁabte\plec% of wox;k S
10.Non Professional Service 0 Yo Consultancy : 3
b) State True or False (Any 7) BEGIR ‘ (7 Marks)
1)  Customers should be treat=d royallyas they mtermedas kmg m marke.txng.
2)  Empathy is the key qualit” parameter in semce _ d
3)  Motivating is the only effctive way of retammg the emplqyees
4)  Goals are effective motivators.. . - & X
5)  The HR departments € of ad agency handle beneﬁts adrmmstrauon, comp'c\hs:aﬁbn and staffing.
6) Law firms do not generate. stressﬁll»sltuanon for emp‘loyees ) RS
A7)  Companies ignores, poor: perfomaance L .
8)  Outcome for the firm are low service quahty and hxgh employee turnover.
9)  Finding the right candzdo tesisa bxg challenge for xecruntment COmpames today.
10)  Services are permauent in nature T8
Q2). Answer any\two ofthe fol owmg Dy Rk S0 (15 Marks)
2y Exp“lam the cla‘ssxﬁ cations’ of semces m detall
- Discuss the Six Merket Model kAN
c) Explam the elemer ts of a servxce Encnunter ‘
(15 Marks)

Q3). Answer an y two of the fbl towmg S
/a’f Explam in'brief the’: Service Tnangle '
foat do you mean ty Emotxonal Iabou(‘?\ Explam the strategies for managing Emotional Labour.

c) Explam the challenges m recruztment in service sector.
Q4 ) Answer any two of the ‘followmg quesuons (15 Marks)

/aj Whatdo you. mcar by service: quahtyV Explain its dimensions.
+b)’ Explam the 1ssues and challenges of HR faced in — Education and Health Care Sector.

)/ Explam the advan ages and disadvantages of delivering services through agents and brokers.
(15 Marks) -

QS ) Answer any two of the fullowmg questions
/a)’ Explam HRP Evatuatmn process in Service Sector.
S b)Y What is globahza'flon of services? Explain the reasons for globalization of services.

/e) What is. attnﬁon? Explain reasons of attrition in the servxce sector.
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