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  Marks COs 

Q.1 

Assume that you are the Head - Business Development in a leading 

service organization. You want to develop franchisees in the major 

cities of Uttarakhand. How will you decide for it? Explain in detail.  
20  CO 5 

Q.2 

How can we charge different prices to different segments without 

customers feeling cheated? How can we even charge the same 

customer different prices at different times, contexts, and/or occasions, 

and at the same time, be seen as fair? 

20 CO 4 

Q.3 
What is the importance of processes in a service organization? 

Illustrate with examples. 
20 CO 1 

Q.4 

Consider your own recent experiences as a service consumer. On 

which dimensions of service quality have you most often experienced a 

large gap between your expectations and your perceptions of the 

service performance? What do you think the underlying causes might 

be? What steps should management take to improve quality? 

20 CO 3 

Q.5 

What risks and opportunities are entailed for  retail service firm in 

adding electronic channels of delivery (a) paralleling a channel 

involving physical stores, or (b) replacing the physical stores with a 

combined internet and call center channel? Give examples 

20 CO 2 
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