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TorerureRm @=M@T(Curriculum)

[1 21T TN 35-40 AT STETE, ATd T 3T, HNIEIH T, TTed(ereh, TTedm I
GHTIT HR]

9gH ¥, |7 dfger (18 AiF)

AR TEITHATHAT AT BRIED
Hehdich
BBA111 WW (Fundamentals of Management) 4
BBA112 [ERKEIE) Ilfl?lﬁ (Basics of Marketing) 4
BBA113 A EaTE hITeT (Written Communication Skills) 4
BBA114 T HTfed! T shisted — (Basic IT Skills ) 4
BBA115 [T Fehed-1 — 8 3781 (Mini Project 1) 2
gUH ¥, §F Z‘{FI')\' (18 Aien)
STETAHH SATHERAT AT TR
Hehdich
BBA211 REIRCRMEICH H\?ﬁlﬁ (Foundations of Service Marketing) 4
BBA212 TTEehohs] SAGTITIT (Focus on the Customer) 4
BBA213 UTEh=AT TSI (Understanding Customer Requirements) 4
BBA214 GaTe 3ATfoT ﬁﬁﬁﬂﬁ (Communication and Soft Skills ) 4
BBA215 T Tehed-2 — | 3T (Mini Project 2) 2
Taferr ad, == ot (18 2=rien)
AETARA TRATEHAT AT BRIcH
Hehdich
BBA311 ST Hewid Ol I 3Tehet (Understanding Human Behaviour) 4
BBA312 T HEITIE (Basic Quantitative Techniques) 4
BBA313 T TEroT 37T (Environmental Studies) 4
BBA314 ST HTf&cT dAsT ehisted — (Advanced IT Skills) 4
BBA315 [T Fehed-3 — T 3RS (Mini Project 3) 2
faferr and, = <R (18 S=ien)
EATEHT ATIATHASHAT AT BRIE]
Hehdich
BBA411 S-SRI I (Introduction to Service Operations) 4
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BBA412 TaT ST (Service Design) 4
BBA413 RE NUENL Tfor YR (Service Quality and Improvement) 4
BBA414 TEsTereTTer — Hfeet Jomedt (Accounting as Information System) 4
BBA415 T Tehed-4 — T 34T (Mini Project 4) 2
Ffrr o, &t e (18 SRie)
TR TEITHATHAT AT SRIED
N
BBAS11 SrferaET ATfor Aar (Economy and Services) 4
BBAS5S12 ST feraor (Delivering and Performing Service) 4
BBAS513 TETETd ol SATRTi STaETI — 2(Managing Service Operations - 1) 4
BBAS14 et wfspar stfor Steare (Data Processing and Reporting) 4
BBASIS T Fehed-5 (Mini Project 5) 2
qfr o, T T=Td (18 i)
FETHH RATEHAT AT BEIED
o

BBA611 [ERLEIRESEIRSCISIEE) (Managing Service Promises) 4
BBAG612 EETEEAT I SRR STEwTd — R (Managing Service Operations - II) 4
BBA613 REIRHISETI) (Service Entrepreneurship) 4
BBA614 RENILERIEDI) (Research Process) 4
BBAG61S5 T Tehed-6 (Mini Project 6) 2
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AT hH (Curriculum)

Detailed Syllabus ---
SEMESTER — |

BBA111: AEATIATHT HAGT

Block-1 STTEITIATHT TISeABG

Introduction to Management

Unit 1: STTEATI FHeAT T 9TTET

Unit 1: Management: Science or Art

Unit 2: STEEATI SATTOT o8

Unit 2: Management and Administration

Unit 3: STTEITIATA T ST

Unit 3: Levels of Management

Block-2 STFEITIT T{oHIAHT FTT

Block-2 Functions of Management Process

Unit 4: STTEATIT TTRAT

Unit 4: Management Process

Unit 5: TSI @Tfor Heree

Unit 5: Planning and Organizing

Unit 6: S cd SATTOT fo=i=ror Unit 6: Leading and Controlling
Block-3 SATIUMT STa€Ta Block-3 Management by Objectives
Unit 7: TOTATA T ATTOT € Tero=r Unit 7: Strategies and Tactics
Unit 8: €O 3TToT =T Unit 8: Policies and Planning
Unit 9: TATTAT ATTor fofr sefiram Unit 9: Forecasting and Decision Making

Block-4 — T TeHT0T

Block-4 Cases

BBA112: %cmm%ﬁwﬁ

BASICS OF MARKETING

Block-1 TarooTHT=T geraca

Block-1 Fundamentals of Marketing

Unit 1: Faqom=T=T streem Unit 1: Introduction to Marketing
Unit 2: Tr{-ﬁ‘mvrrr, EEIETV IR RS Unit 2: Segmenting, Targeting and Positioning
Unit 3: TT A Unit 3: Consumer Behaviour
Unit 4: 1T f3oore Unit 4: Marketing Mix
Block-2 faaurer g=ma+r Block-2 Marketing Communication

Unit 5: T9OT9 SST99T9 TR

Unit 5: Types of Marketing Communication

Unit 6: STTT 2T, Tareht foroares =T stra wareger s

Unit 6: Advertising, Sales Promotion and Public
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CIEEICER CE]

Relation

Unit 7: TeRTTcReR faqore |19+

Unit 7: Integrated Marketing Communication

Block-3 35T 3oy sqaresma=

Block-3 Marketing Management Today

Unit 8: 91X — T T9mTer aTemeus

Unit 8: The Great Indian Market

Unit 9: STEATA TS ferquraTeefter 92 smfor swegr

Unit 9: Issues and Challenges in Marketing in India

Unit 10: fa9ore: ek wioar

Unit 10: Marketing as a Process

Block-4 ST¥ITH TehH<0T

Block-4 Cases

BBA113: TG GATE R (G HITT)

WRITTEN COMMUNICATION SKILLS

Block-1 @ FIATHT qAqA Block-1 Basics of Written Communication
Unit 1: SITEETR 999 g Unit 1: Importance of Communication
Unit 2: STEETR® SUGOT=T IhaT Unit 2: Process of Communication

Unit 3: AT AT SIS

Unit 3: Barriers of Written Communication

Block-2 ZTAATIIF TATET

Block-2 Business Correspondence

Unit 4; ToT@ AT SATATET S TAATZE

Unit 4: Letter Writing and Social Correspondence

Unit 5: TS (ATATAH/TTTAFH), ST ATfor fAfaar

Unit 5: Quotations, Orders and Tenders

Unit 6: FFET, ATTEH, STSIST (FTAGHT), T9HA Trag

Unit 6: Memos, Notices, Agendas, and Minutes of
Meeting

Block-3 STZATA A&

Block-3 Report Writing

Unit 7; AZATATH THTT

Unit 7: Types of Reports

Unit 8: STATA AGATHT STTHAT

Unit 8: Process of Writing Reports

Unit 9: TZATATATST AhoTeS

Unit 9: Checklists for reports

Block-4 ST¥ITH THLOT

Block-4 Cases

BBA114: AT ATTRAT AT IR

BASIC IT SKILLS

Block-1

Block-1

Unit 1: 9T e

Unit 1: Operating System

Unit 2; 32E Unit 2: Internet

Unit 3: 3TTCARaT= Unit 3: Applications
Block-2 Block-2

Unit 4: T8 JTETRAT Unit 4: Word Processing
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Unit 5: T2QTT TR

Unit 5: Presentation Graphics

Unit 6: ATCAHRITT Unit 6: Applications
Block-3 Block-3
Unit 7: T ofted Unit 7: Spreadsheets
Unit 8: THTT TrRHLTT HASTE Unit 8: Personal Information Manager
Unit 9: STTCAh9T= Unit 9: Applications
Block-4 ST THT00 Block-4 Cases

BBA115: Y Theq-1 — T TgATA

Mini Project 1

SEMESTER - I

BBA211: WWW

FOUNDATIONS OF SERVICES MARKETING

Block-1 FaT fATUET=T Fissied

Block-1 Introduction to Services Marketing

Unit 1: 4T ATTOT S=1=1T

Unit 1: Service and Technology

Unit 2: 14T - Ftore=r rtor =8y oo

Unit 2: Services - Characteristics and Marketing Mix

Unit 3: 1T SATTOT FaT fA9ore

Unit 3: Services and Services Marketing

Block-2 HAT UTAIA GAPS HISH

Block-2 The GAPS model of service quality

Unit 4: ST0T ATTOT HEAT HE=AT ATA T TR

Unit 4: Listening and Service Design Gaps

Unit 5: FTHEA FaT faa2orreier 3ufrar

Unit 5: The service performance gap

Unit 6; FSTIATA T IUFTET Unit 6: The communication gap
Block-3 =T arfeles arfor sreformafier afome Block-3 The financial and economic impact of
service
Unit 7: F4T STTOT 6T Unit 7: Service and profitability

Unit 8: 44=4T [Uld gl UI‘é"hi‘Dql gTLv

Unit 8: Customer perceptions of service quality

Unit 9: HAT 0T @ Heh

Unit 9: Key drivers of service quality

Block-4 ST¥ITH TehT0T

Block-4 Cases

BBA212: ATGHHAT SATEATIT

FOCUS ON THE CUSTOMER

Block-1 H4d g ‘Jla"hi‘UQI STHET

Block-1 Customer expectations of service

Unit 1: 4T 3TU&TT

Unit 1: Service Expectations

Unit 2: TTERT=AT HATEA=AT ATATAT TROMTH FITL qeFh

Unit 2: Factors influencing customer expectations
of service

Unit 3: TTEHT=AT TAaga=a1 dueqitamft gz

Unit 3: Issues involving customers' service
expectations
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Block -2 HATE UTHI=AT LTTUT

Block -2 Customer perceptions of service

Unit 4: T THTETT

Unit 4: Customer satisfaction

Unit 5: AT 0T8T Unit 5: Service quality
Unit 6: S-ET IOTAT ATTOT ATSH TS Unit 6: E-service quality and customer effort
Block-3 HAT SqHH Block-3 Service encounters

Unit 7: 9AT HEITEe ATEHT=AT LTLOTT

Unit 7: Customer perceptions of service encounters

Unit 8: HAT AT Hg<d

Unit 8: The importance of encounters

Unit 9: FAT AHATH THIT

Unit 9: Types of service encounters

Block-4 ST¥ITH THLO[

Block-4 Cases

BBA213: TTEHI=AT TSI SATHeAT

UNDERSTANDING CUSTOMER REQUIREMENTS

Block-1 HETTEA T ATGHT=AT STAEATH ATHeAT

Block-1 Listening to customers through research

Unit 1: ATEeh HRATYS geerdrar arax

Unit 1: Using customer research to understand
expectations

Unit 2: TTET FaT-fa9ore Gemream= o

Unit 2: Elements of effective service marketing
research

Unit 3: TTee HerTee fAewai= g

Unit 3: Analysing customer research findings

Block-2 UTga HAT-Hae AT Hzor

Block-2 Building customer relationships

Unit 4: TAT-HaeTa¥ STETA (907

Unit 4: Relationship marketing

Unit 5: ITE% HAT-Hae=[ o7

Unit 5: Relationship value of customers

Unit 6: HAT-Fare faaTe - ef=or ofrfor sregre

Unit 6: Relationship development strategies and
challenges

Block-3 T4 g—rr:l;m:ﬁ Block-3 Service recovery
Unit 7: 4T ST SATTOT 117{:§m:ﬁ%rr CIEQUIE] Unit 7: The impact of service failure and recovery
Unit 8: TAT TS e ey Unit 8: Service recovery strategies
Unit 9: 4T gHY Unit 9: Service guarantees

Block-4 TSITH IO Block-4 Cases

BBA214: HATE STTOT G HTTeH

COMMUNICATION AND SOFT SKILLS

Block-1 FSTTI 9o

Block-1 Communication Skills

Unit 1: TATET G199

Unit 1: Effective Communication

Unit 2: TFROITHT 9T

Unit 2: Listening Skills
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Unit 3: TIE-HTT&F FIT9

Unit 3: Non-Verbal Communication

Unit 4; 09 9978

Unit 4: Interpersonal Communication

Unit 5: AT TH0T

Unit 5: Presentations

Unit 6: FATEAT

Unit 6: Interviews

Unit 7: TSATAT=AT HZTZATH HATIHA

Unit 7: Technology Mediated Communication

Unit 8: TETHEY TS

Unit 8: Communication within a Group

Unit 9: SHET GITIT

Unit 9: Email Communication

Unit 10: forfra s=maer a3+ Unit 10: Written Communication Formats
Unit 11: ATATTSTH H1eed Unit 11: Social Skills
Unit 12: TSI SHTIOT 9T Unit 12: Public Speaking Skills

Unit 13: AT G AT

Unit 13: Customer Relationship Management

Unit 14: Fogsgarer Fegfaener

Unit 14: Visual Communication

Unit 15: 9T

Unit 15: Mass Communication

Block -2 ﬁﬁ?]@'

Block -2 Soft Skills

Unit 16: TTH ATTHLATE

Unit 16: Psychology of success

Unit 17: Gaeaefierar

Unit 17: Being Sensitive

Unit 18: TF-SIRTEAT SATTOT &¥F-E e

Unit 18: Self-Awareness and Self-Acceptance

Unit 19: TF-FFEITIT

Unit 19: Self-Management

Unit 20: 5= STTEATAT

Unit 20: Time Management

Unit 21: F9TE el FTET Unit 21: Smart Goal Setting
Unit 22: Aot gfera Unit 22: Decision Making
Unit 23: TaT=rehdT Unit 23: Being Flexible

Unit 24: T3EIT G

Unit 24: Interpersonal Relationships

Unit 25: AT AT TgwTH

Unit 25: Collaboration and Cooperation

Unit 26: TRTITCH ST

Unit 26: Positive Health

Unit 27: S{arehaT SAToT va(

Unit 27: Ethics and Values

Unit 28: T9=T fArsheor

Unit 28: Problem Solving

Unit 29: AT FfaaT

Unit 29: Emotional Intelligence Quotient
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BBA215: Y JheU-2 — G Agalel

Mini Project 2

SEMESTER - 111

BBA311: QATEFTSAT GG AT TAATS STheAT

UNDERSTANDING HUMAN BEHAVIOUR

Block-1 ATET Fq= ATTOT TToHAT

Block-1 Human Behavior and Processes

Unit 1: I, SATChAcT SATTOT o

Unit 1: Behaviour, Personality and Values

Unit 2: FTITAAT Fq, WTEAT, TT7

Unit 2: Workplace Emotions, Attitudes and Stress

Unit 3: AT ILO=T 93T

Unit 3: Foundations of Employee Motivation

Block-2 T (?ﬁ—q’) FIERI)

Block-2 Team Processes

Unit 4; T2 (1) SArfor Feeiaefie gare

Unit 4: Communicating in Teams and Organizations

Unit 5: HHEATCHSE HXAAA A Aqcd

Unit 5: Leadership in Organizational Settings

Unit 6: TATCRITST HEY 1T TSI

Unit 6: Conflict and Negotiation in the Workplace

Block-3 TEITHF TiohaT

Block-3 Organizational Processes

Unit 7: TEEATCHSE GLAT

Unit 7: Organizational Structures

Unit 8: FEEATeH HEhelt

Unit 8: Organizational Culture

Unit 9: HEEATcHS dae

Unit 9: Organizational Change

Block-4 ST¥ITH TehT0T

Block-4 Cases

BBA312: YT TEATATH

BASIC QUANTITATIVE TECHNIQUES

Block-1 T2 G=ATImET=T diesiad Block-1 Introduction to Business Statistics

Unit 1: 3T, SATHT &A1 Agway Unit 1: Meaning, Scope and Importance

Unit 2: ST ATHOT 22T SA=T 957 Unit 2: Type of data and data sources

Unit 3: ATLATIAT, Ik 10T 3Mrere Unit 3: Frequency distribution, charts and graphs
Block-2 HAYd SRS AT Block-2 Basic Statistics

Unit 4:%9@%3@ Unit 4: Measures of Central tendency

Unit 5: el Td, ¥ AH, AT EEEEIEECEIR

Unit 5: Measures of dispersion, skewness, standard
deviation

Unit 6: TATSTAT Unit 6: Probability
Unit 7: FTHTT farawor srfor /@ e Unit 7: Normal distribution and sampling
distribution
Block-3 Tz de Block-3 Basic Business Mathematics

Unit 8: STIETATATST IO — 1
(AT, I, NPV, §.)

Unit 8: Mathematics for Business — |
(Interest, Depreciation, NPV, etc.)
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Unit 9: STIHTATATST 07T — 11

Unit 9: Mathematics for Business — I

Block-4 ST¥ITH Teh<0T

Block-4 Cases

BBA313: TITECOT STITH

ENVIRONMENTAL STUDIES

BBA314: ST HTTRHt TS e

ADVANCED IT SKILLS

Block-1

Block-1

Unit 1: ST T

Unit 1: Advanced Excel

Unit 2: T TA&T ST IS AT F2T

Unit 2: Apply Custom Formats and Layouts

Unit 3: SRTA 3 TITT FT

Unit 3: Create advanced formulas

Unit 4: TTERT Ao

Unit 4: Use Scenarios

Unit 5: 7T HTLOAT AT AT

Unit 5: Pivot tables & charts

Unit 6: FTATEAh SAEATIAA FHLT SATTOT ATATIAH LT

Unit 6: Manage and Share Workbooks

Block-2 Block-2
Unit 7: SCATERAT ATER Unit 7: Productivity tools
Unit 8: TEARTTETST Google Suite Unit 8: Google Suite for collaboration
Unit 9: T TSI 2rTor smem=a e Unit 9: Task planning and prioritization tools

BBA315: Y TheU-3 — G Agalsl

Mini Project 3

Semester — IV

BBA411: HAT-SHAAGIAT IR=T

INTRODUCTION TO SERVICE OPERATIONS

Block-1 =T

Block-1 Introduction

Unit 1: SATTYETRE HASTE=T HehoudT, STHERT STT0T STaTaar=ar

Unit 1: Concept, roles and responsibilities of
Operations Manager

Unit 2: zﬁgﬂ? rfor Wﬂﬁ_"ﬁé‘g

Unit 2: History and recent trends

Block-2 &7 ATTOT Fferem s Block-2 Capacity and Facility Planning
Unit 3: THAT STIEITIT Unit 3: Capacity Management
Unit 4: FAET &7 ATTOT 373 Unit 4: Facility Location and Layout

Unit 5: AT ecd SAFEATIH

Unit 5: Materials Management

Block=-3 Y[UTTT ST IEITIT

Block-3 Quality Management

Unit 6: JOTAT 3 for ScaTesRd

Unit 6: Quality and Productivity

Unit 7: el T

Unit 7: Just in Time (JIT)

Unit 8: TeRTTcHe TOTET FFETIT

Unit 8: Total Quality Management
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Block-4 3T¥ITH Teh<0T

Block-4 Cases

BBA412: §9T §LIAT

SERVICE DESIGN

Block-1 FaA T AFT=HET ATTOT T=HAT

Block-1 Service Innovation and Design

Unit 1: FET FaeqqT — fa=1T, T2

Unit 1: Considerations and types of service
innovation

Unit 2: I4T qsheqaT Tor e a0

Unit 2: Stages in service innovation and
development

Unit 3: T&T IT%9

Unit 3: Service blueprinting

Block-2 UTg fATSId &aT ATAH

Block-2 Customer-Defined Service Standards

Unit 4: ST&ET AT ATARTHTST ATTITF TEF

Unit 4: Factors necessary for appropriate service
standards

Unit 5: TTEH-TAT2IT HAT HIAHTA THIT

Unit 5: Types of customer-defined service
standards

Unit 6: TTER-TA 12T AT ATAHTAT AR Unit 6: Development of customer-defined service
standards
Block-3 EAT STATH &1 ST TeAeq AqAd Block-3 Physical Evidence and the Servicescape
Unit 7: ST AAATH & Unit 7: Physical evidence and servicescapes

Unit 8: AT STAT =TT THTT SATTOT FAT THSA SAITETST
IS

Unit 8: Framework for understanding servicescape
effects and behavior

Unit 9: TeT&T FAT-ATHT T(XTATATHTST TTSTAT

Unit 9: Guidelines for physical evidence strategy

Block-4 ST¥ITH THLOT

Block-4 Cases

BBA413: §aT JUTET HATTOr FETTUT

SERVICE QUALITY AND IMPROVEMENT

Block-1 HAT I[OTET

Block-1 Service Quality

Unit 1: 5&T OTar=1 TRATON 20 o7 srfor Fsror

Unit 1: Defining and Measuring Service Quality

Unit 2: 3T W JIFTE AT

Unit 2: Quality Service by Design

Unit 3: ST 07T STHT

Unit 3: Achieving Service Quality

Block-2 TToRT IO

Block-2 Process Improvement

Unit 4: OTEAT ATTOT IcqTEHAT EATTUATHT STRAT ST
qTere

Unit 4: Quality and Productivity Improvement
Process and Tools

Unit 5: T SATTOT Femmom e

Unit 5: Benchmarking and Improvement Programs

Unit 6: TR e o =i afegs

Unit 6: Six Sigma and Lean Service

Block-3 EAT T &

Block-3 Service Facility Location
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Unit 7: 839 fAasr g =

Unit 7: Strategic Location Considerations

Unit 8: GIS ATTOT T & a7 =

Unit 8: GIS and Facility Location Modeling
Considerations

Unit 9: T &3 & Unit 9: Facility Location Techniques
Block-4 T¥ITH THT0 Block-4 Cases
BBA414: AGTHA ATIZAT TOTTAT ACCOUNTING AS INFORMATION SYSTEM
Block-1 ST@TI=T Block-1 Accounting: An Introduction

Unit 1: @1 o7, ITe, e mior 7ater

Unit 1: Accounting: Meaning, Objectives,
Advantages and Limitations

Unit 2: - TUNT STTOT STaRTTeT HeffeT weeh Unit 2: Distinction between book keeping and
accounting
Block-2 ST HTIZAT TUITeT Block-2 Accounting Information System

Unit 3: BT TEAUAS: qTACAT, i q1eH, FqT3AT

Unit 3: Source Documents: Invoices, Credit Notes,

Vouchers

Unit 4: FOAT 22T A1

Unit 4: Maintaining Company Data

Unit 5: Svege<T, IXIeT ATTT TDS

Unit 5: Inventory, Payroll, and TDS

Unit 6: <T@ Agardt Unit 6: Accounting Reports

Block-3 So{THg AZATH TATL FHLIT Block-3 Generating Reports with Tally
Unit 7: ZAT SATTOT oG STgaTer Unit 7: Tally and Accounting Reports
Unit 8: 2L SHUFSET TH=T Unit 8: Introduction to GST in Tally

Unit 9: ST ATTEA GST AZATA

Unit 9: GST Reports using Tally

Block-4 ST¥ITH T

Block-4 Cases

BBA415: Y TheU-4 — G AgaTsl

Mini Project 4

SEMESTER -V

BBAS11: STSSAGET SITTOT &aT ECONOMY AND SERVICES

Block-1 T[T refeaem Block-1 The Service Economy
Unit 1: ATTa<Iq TITH=THT 91 ‘{Fﬁ'ch‘r Unit 1: Role of Services in an Economy
Unit 2: J9T &4 €T Unit 2: Nature of Service Sector

Unit 3: 94T faraom=T farssr

Unit 3: Characteristics of Service Operations

Block=2 &7 ST¥ITH | - qTLOTI SATTOT T=AToa &y

Block-2 Sector Study 1 - Traditional and Established

Sectors

Unit 4: q4T &MATITT Q‘I&F’W

Unit 4: Roles in Service Sector
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Unit 5: §aT &TATA TS 74

Unit 5: Functions in the Service Sector

Unit 6:@73” WW

Unit 6: Processes in Service Sector

Block-3 &7 ST¥ITH 2 - T ATIOT AWTTHT &7

Block-3 Sector Study 2 - New and Upcoming
Sectors

Unit 7: AT ST e iRt Unit 7: Roles in Service Sector
Unit 8: IET &ATA T 1 Unit 8: Functions in the Service Sector
Unit 9: 4T ST T TR Unit 9: Processes in Service Sector
Block-4 3T¥ITH YTl Block-4 Cases
BBAS12: 94T faqor BBA512E: Delivering and Performing Service
Block-1 FHATATHT EaeT ST Block-1 Employee's role in service

Unit I:Wﬁ;ﬂ’?ﬁ

Unit 1: Service culture

Unit 2: FHATATHT ST

Unit 2: Role of employees and boundary-spanning
roles

Unit 3: ATHAg ARG &1 #aT fAaeom= ant

Unit 3: Strategies for delivering service quality
through people

Block-2 &AT FAqomTa qTaai=t e

Block-2 Customers' role in service

Unit 4: ATGeRIAT HEHTTA FaTfAfdcd=r Fged

Unit 4: Importance of customers in service co-
creation

Unit 5: TTEHTHT JIHRT AT Ea -7 T

Unit 5: Customers' roles and self-service
technologies

Unit 6: TTEHTAT AT ATEAVATHTST €TL00

Unit 6: Strategies for enhancing customer
participation

Block-3 FTITUIT ATTOT &AWAT €A

Block-3 Managing demand and capacity

Unit 7: SCgeCdl &THAET AT

Unit 7: Lack of inventory capability

Unit 8: HTITOIT-&TA AT SAAEATIATHT 2107

Unit 8: Strategies for matching capacity with
demand

Unit 9: ATEIT AT FEESTroT

Unit 9: Waiting line strategies

Block-4 ST¥ITH THLOT

Block-4 Cases

BBAS13: SATESTAT AT AT - §

MANAGING SERVICE OPERATIONS - |

Block-1 AT [ZA3T Hae

Block-1 Service Supply Relationships

Unit 1: T¥AST ATEGT SEEATIH ST AT Haer

Unit 1: Supply Chain Management & Service
Relationships
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Unit 2: AT SATTOT SATEETHR |aT Seaaefier avorer difzar

Unit 2: Social Media in Services and Professional
Service Firms

Unit 3: STSEETTERT T4 Unit 3: Outsourcing Services
Block=2 T STRTTA=hTeh<oT Block-2 Globalization in Services
Unit 4: 29T Taerrer arfor fereame aor Unit 4: Domestic Growth and Expansion Strategies
Unit 5: T STRTTcreh 1eh<oT Unit 5: Globalization of Services
Unit 6: STRTTAes €raT &0 Unit 6: Global Service Strategies

Block-3 &HAT STTEITIA

Block-3 Managing Capacity

Unit 7: 8THAT STTEIATIUT HEUATETST L0

Unit 7: Strategies for Managing Capacity

Unit 8: SCHH ST

Unit 8: Yield Management

Block-4 ST ¥ITE THTO0 Block-4 Cases
BBAS14: ATfRAT TFoHaT TTor srgamer DATA PROCESSING AND REPORTING
Block-1 Block-1

Unit 1: ST =TS AT F2T

Unit 1: Create Advanced Charts

Unit 2; T FTIE SETS qITT LT

Unit 2: Create Dashboards using Excel

Block-2

Block-2

Unit 3: Google o & EE

Unit 3: Google Data studio

Unit 4: 32T ﬁm Google e F@%@' I

Unit 4: Using Google Data Studio for Data Analytics

BBA515: Y TheU-5 — G Agalel

Mini Project 5

Semester — VI

BBA611: faaa=a 4T faazor

MANAGING SERVICE PROMISES

Block-1 THRTICHE HTh{aIT ST

Block-1 Integrated marketing communications

Unit 1: Torore S=raer sfor siregm

Unit 1: Coordination in marketing communication
and challenges

Unit 2: HAT ST AAT HETTerd FTor Unit 2: Addressing service intangibility
Unit 3: 94T = Tci—qrr Unit 3: Managing service promises

Block-2 TaT=T fohere Block-2 Pricing of Services
Unit 4: Oo=aT A= qTEH AT Unit 4: Customer knowledge of service prices
Unit 5: T arfor srgf-smen e Haa Unit 5: Cost and competition-Based pricing
Unit 6: ATRTOMT-amemia e Unit 6: Demand-Based pricing

Block -3 fohre Tfor W

Block-3 Pricing and Value
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Unit 7: TTEH-TASTAAT TeATaTal e

Unit 7: Pricing for customer-perceived value

Unit 8: F8-H& SATTOT I[UTET-SMeTHRT ITEH STEoTaTSt
T

Unit 8: Pricing for all-value and quality-Based
customer perception

Unit 9: TT&h GAT=AT 0T TeATaTS! [HhAd

Unit 9: Pricing for value equal to customer spend

Block-4 ST¥ITH TehT0T

Block-4 Cases

BBAG12: YATETHT AT STTEITIT - ]

MANAGING SERVICE OPERATIONS - Il

Block-1 ATET ATEH= SATEATIH

Block-1 Managing Waiting Lines

Unit 1: TTE STATAT STEEATIATS STl

Unit 1: The Economics of Waiting and Managing
Customer Waiting

Unit 2: STTHEHTIT SATTOT FaT F&T SThAT

Unit 2: Calling Population and Arrival Process

Unit 3: SR (RIS, FE=aT sfor a1 wiwar

Unit 3: Queuing Configuration, Discipline, and
Service Processes

Block-2 &7 TSI &ATOT Hersqa T-r= Aieer

1.1. Block-2 Capacity Planning and Basic
Queuing Models

Unit 4: - &9t T arfor siaferfeaser FET qieeq Unit 4: Capacity Planning& Basics of Analytical
Queuing Models
Unit 5: STorfesFer FLEA Teeq F TF1T Unit 5: Types of Analytical Queuing Models

Unit 6: 87T T2 e

Unit 6: Capacity Planning Criteria

Block-3 e faregererd

Block-3 Computer Simulation

Unit 7: Foreew feregerer

Unit 7: Systems Simulation

Unit 8: ¥SH sg0aed AT [Sfehe-gene RFgaea qam
FII

Unit 8: Generating Random Variables and Discrete-
Event Simulation

Unit 9: Ffegd Tied Eeere aiveas Unit 9: Service Model Simulation Software
Block-4 ST¥ITH THLOT Block-4 Cases
BBAG13: 9T IESThAT SERVICE ENTREPRENEURSHIP

Block-1 TAT ST SATSTHaT Heft

Block-1 Service Sector Entrepreneurship
Opportunities

Unit 1: 4T & %T%ﬁaﬁ:&rw

Unit 1: Service Sector: Opportunities and
Challenges

Unit 2; SA9TT efT arfor a7

Unit 2: Sensing Business Opportunity and
Identifying Solution

Unit 3: SRITSTRAT {319

Unit 3: Entrepreneurship Development

Block=2 STHTT JTSTHT AT AiSaaT S

Block-2 Business Plan and Sources of Capital
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Unit 4: G&T T TTSAT

Unit 4: From Opportunity to Business Plan

Unit 5: Aot O = Saetesar

Unit 5: From Business Plan to Funding

Unit 6: SEATSTSRAHTST ST FTSIHT

Unit 6: Government Programmes for
Entrepreneurship

Block-3 ¥4 sa+T fareamT Block-3 Growing a service company
Unit 7: T FISTET Unit 7: Strategies for growth
Unit 8: AT ETATHEA fEeame o s Unit 8: Growth from external sources
Unit 9: shae =t feor fAferdt Unit 9: Developing a company vision
Block-4 ST¥ITH TehH¥0 Block-4 Cases

BBAG614: LT TiHAT

BBA614E: RESEARCH PROCESS

Block-1

Block-1

Unit 1: FETTE FZUIST 7T 2

Unitl: Introduction to Research

Unit 2: FOTTEATH TRTT (YT, THeT)

Unit2: Types of Research (Primary and Secondary
Research)

Unit 3: 2T Hehel e

Unit3: Data Collection

Block-2 1.2. Block-2
Unit 4: T&T07 Unit 4: Surveys
Unit 5: HFITT Unit 5: Sampling
Unit 6: e T Unit 6: Focus Groups
Block-3 Block-3
Unit 7: STt (RTRAT anfor srteaae Unit 7: Questionnaire design and administration

Unit 8: H9TTEI STgATA o+

Unit 8: Research Report Writing

Unit 9: HOTTEATA T faehar

Unit 9: Ethics in Research

BBA615: Y Theq-6 — A AgdATel

Mini Project 6
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