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I nstructions to the carididates:
1) All questiong are compulsory.
2) All questians carry-equal marks.
3) Figuréstotheright indicate full marks.

Q1) Attemptany five. [5%2=10]
a ERP
b) Servicepricing
c) Foca Firm
d) Internal customer
€) What ise-procurement
f)  Definetheservicevaite

g) Servicelnnovation

Q2) Attempt any Two. [2%5=10]
a What is customer Advocacy group.
b) Comparethealliance between competing firm arfid.rion ~&ompeting firm.

c) What arethe key elements of service profit chain.

Q3) @ How thefactorsof innovation influenceSefviceoyganizational design.[10]
OR

b) Discuss now evaluating internal custenmier leads to external customer
satisfaction.

PT.O.



Q4) @ Andysetheimpactof IT - Enabled servicesonthemodern serviceddivery.[10]
OR

b) “Managing aBusiness network is more complex than managing asingle
firm”. Evaluatethis statement using the concept of focal firmsand supplier
relationship.

Q5) @ Discussthe thaliengesof managing the servicevaluechaininthe Premium
Hotel withisuitableexample? [10]

OR

b) Discuss“How doesaTravel Agency Act asa partner in value creation”?
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