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. ".-'--',Ireiated to thﬂ saad matr

‘Critical Success Factors (CSF) are the facturs that a firm must excel in and are critical to sucCess
in an industry’.

Identify the Critical Success Factors for the selected service mdustry as per your choice and explain
the advantages of CSF for the busmesses

(10 Marks) -

Run a competitor analysis for selected business organization of the industry in part (i) and critically

“evaluate the current posltmn of the busmess G:ve your suggestmns far the future survival of the

husiness.

(15 Marks}
{Total Marks 25)

'The hybrld strategv seeks 5|multane0us[y to acheve dlfferentlatmn and Iow prsce relatnre to '_ . B
- competitors’. - : v £

ABC is one of the leading service organizations and currently they-have won the market with the-

. cost leadership strategy. Considering the current ‘market competltmn, assume ‘their marketmg ! P

consultant suggested them to go for the hybnd strateg;es

a: Identify t_he bar_ﬁ';elrs thé? could f&ce with.this decisicn."__ =33 ST T Ty

. Discuss the adirantage-é 'ar-\_t_'i_-.dijsa'zd\}é"ntl'aﬁqé_:ofthe_abdpe'deéi's_ion_:;__" o B g




T

Explain the service Package using appropriate examples and mention how can service managers
use this service package to as a marketing strategy. .

{15 Marks)

(Total Marks 25)

Explain the customer response categories related to the service failures and give appmprlaté
exampie to elaborate one response calegory. '

Include fcllcwsngs 10 your answer.

~{Case mmdent reiated to the senﬂce fallure

. --The way of customer could react to the above mmdent

- mclude the strategnes whtch the company has practlced in order to promote customers on
5 express the:r dESSE‘tISfaCtIGﬂ on service faulure and ycur recommendatlons forzmprove the pracess L

{15 Marks):}_:;

Explam the rote of sennce recmrery process in modem competmve busmess environment‘ v
; ; _ _ 4 o : : (10 Marks}"}"' =
{Totat Marks 25)_"_ "

5. Write'short notes on the féﬁnﬁﬁin,g,;q'ri;ié_pts.
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