	Course 

Code
	Course Title
	Division of Marks

	
	
	Int.
	Ext.
	Total

	SM-101
	Managing  Services 
	40
	60
	100

	SM -102
	Principles and Processes of  Management
	40
	60
	100

	SM -103


	Economics for Management 
	40
	60
	100



	SM -104


	Quantitative Techniques-I

	40
	60
	100



	SM -105


	Accounting for Managers
	40
	60
	100



	SM -106
	Business Environment 
	40
	60
	100



	SM -107
	E-Commerce  
	40
	60
	100



	SM -108
	Seminar*
	50

	-

	50



Master of Business Administration (Service Management) is a two year full time programme. The course structure of the programme is given hereunder:

SCHEME OF EXAMINATION FOR MBA (Service Management)
First Year
Semester-I
*The Seminar will be presented by each student on any topic relating to Indian Ethos and Values and current Socio—Economic context
SM-101: Managing Services 

        Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Course Objective:  Objective of this course is to impart a basic knowledge of the concepts and tools of management of services as relevant for managerial decision-making 

Course Outlines:

Services: Meaning, nature and Characteristics, Management of Services, Service environment, Managing strategy in services, marketing Management in services, strategic operations management in services. Financial Management in Services, Human Resources Management in Services.  

Suggested Readings:

· Service Management", Fourth Edition, J.A. Fitzsimmons and M.J. Fitzsimmons, McGraw Hill. 

· "Services Marketing", Valerie Zeithaml, Mary Jo Bitner, and Dwayne Gremler, McGraw-Hill. 
· "Introduction to Operations Research", 8th edition, Hillier and Lieberman, McGraw-Hill. 
· Supplementary material on specific technologies 
· Managing Services", Alan Nankervis, Cambridge Press. 
· "Principles of Service Marketing and Management", Christopher Lovelock and Lauren Wright, Prentice Hall. 
SM-102:
Principles and Processes of Management 

Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Objectives: This course is to acquaint the students with the basic nature of management, its process, tasks and responsibilities of a professional manager as well as organizational behavioral dynamics governing an organization.

Course Outlines:
Evolution and Growth of Management Thought:  Concepts, Theory and Practice: The Evolution of Management Thought – Scientific Management School, Organizational School, Behavioural School, Quantitative School, Integration School, Contemporary School, The operational or management process approach. Recent Contributions- Patterns of Management Analysis - The managerial roles approach, McKinsey’s 7-S approach. 

Planning and Organizing:  Planning –Nature, Purpose, Types, Process for Planning -Concept of MBO, MBWA. Objectives, Policies, Procedures, Strategies. Decision Making-Approaches, Decision Making under Certainty, Uncertainty and Risk, Group Decision Making, Guidelines. The Nature of Organizing -Types of Organizations, Organizational Levels, Process of Organizing, Line/Staff Authority, Decentralization and Delegation, Effective Organizing.

Staffing: Nature, Processes of recruitment and selection, training and Development.

Direction: - Supervision - Span of Supervision .Motivation: Nature, Theories and Process; Leadership: approaches and styles; Communication: Process, barriers, effective communication, 

Control and Coordination: Controlling, Control Process, Requirements for effective Control, Critical Control Standards and Techniques, Maintenance Vs Crisis Management, Overall Control Process. Coordination - Definition - Characteristics - Objectives - Principles – Techniques. 

SUGGESTED READINGS: 

1 Koontz, H. and Wehrich , H., Management-A Global Perspective, 12., TMH

2 Pareek, U., Organizational Processes, Oxford and IBH, New Delhi.

3 Robbins, S. P., Management, 8th ed., New Jersey, Englewood Cliffs, Prentice Hall Inc.

4 Robbins, S. P., Organizational Behavior, 9th ed., Prentice Hall of India.

5 Robbins S.P, Seema Sanghi, Organizational Behavior, 11th Ed, Pearson Education.

6 Stoner, et. al., Management, 6th ed., Prentice Hall of India.

7 Tayal, G. L., Management, Sultan Chand and Sons, New Delhi.

8 Paul Hersey, Kenneth H.Blanchard, Management of Organisational behavior,8th ed., Pearson Edu.

9.Fred Luthans, organizational Behaviour, TMH , New Delhi

10.Mullins, Management and Organizational Behaviour, TMH, New Delhi
SM-103: 
Economics for Management 

Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Course objective: The objective of this course is to impearl the knowledge of the concepts and tools of economic analysis as relevant for managerial decision making.

Course Outline:

Managerial Economics; meaning, nature and scope of managerial economics, Fundamental concepts: Incremental Reasoning, Equi-marginal principle, Opportunity cost, time perspective, discounting principle, risk and uncertainly; Theory ol Demand, Law of demand and demand elasticity. Supply function. Theory of Consumer Behavior: cardinal approach and ordinal approach; Short- run and long run production functions, law of variable proportions and returns to scale; Cost curves and Economies of scale. Price and output  determination   under  perfect   competition,  monopoly,   monopolistic competition and oligopoly; pricing practices in India. Theory of income and investment, Business Cycles: phases and theories, Inflation-causes, types, theories and control, National Income - concepts and measurement. Balance of Payments; Monetary and fiscal policies.

Suggested Readings:

1.  P.L. Mehta

: Managerial Economics: Analysis problems

2. D.N. Dwivedi
: Managerial Economics

3. K.K. Dewett

: Modern Economics theory

4. Peterson, Lewis
: Managerial Economics

    Jain


5. Rangarajan, C & 
: Macro Economics

   Dholokia, B.H.
SM-104:
Quantitative Techniques-I

Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Course Objective

The objective of this course is to acquaint the students with simple statistical techniques those are helpful in managerial decision making and problem solving. Emphasis will be on application and interpretation rather than on theoretical derivation.

Course Outline:

Role of statistical tools and techniques with respect to business decision making. Descriptive statistics: data collection, classification and tabulation, data presentation, measurement of central tendency, dispersion, skewness and kurtosis. Sampling theory and sample surveys, Correlation and Regression (Linear) analysis. Time series analysis and components measurement. Probability theory and theoretical distributions. Tests of hypothesis: Z test, t test, chi-square test and ANOVA. Use of Microsoft excel and SPSS for statistical calculations. 

Suggested Readings

1. Amir & Aczel and Jayavel Sounderpandians:  Complete Business Statistics, Tata Mc   

    Graw Hill. 

2. Levine, Kerhbiel and Berenson: Business Statistics, Pearson educations. 

3. CR Kothari
: Quantitative Techniques, Vikas Publishing House.

4. Croxton and Crawden: Applied General Statistics, Prentice Hall of India.

5. Darren George and Paul Maltery- SPSS for window step by step, Pearson educations.

6. Hanson : Managerial Statistics, Prentice Hall of India

7. Ken Black: Business Statistics :Contemporary Decision Making, Wiley Publications.

8. Jit S. Chaudan : Statistics, Vikas Publishing House.

9. Richard I. Larb and Charles A, Kisk Patrick: Quantitaive Approches to Management, 

    Tata McGraw Hill. 

10. Spurr and Bonini : Statistical Analysis for business decisions- Sage Publications.

SM-105: 
Accounting for Managers  
Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours 

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Course Objective: The Objective of this course is to develop the understanding of basic concepts of accounting and to equip the students with such methods and tools of accounting which will help them in managing and controlling the costs.

Course Outline:

Meaning, Nature and Role of Accounting. The Accounting equation. Accounting concepts and conventions. Accounting records and system of Drafting of Profit and Loss Account and Balance Sheet of non corporates entities. Financial Information Analysis: Tools of financial analysis; Preparing of fund flow and cash flow statements, ratio analysis. Cost: Concept, Nature, Elements and Classification, cost Control Decision Accounting. Marginal  Costing; Cost- Volume-Profit Analysis. Service costing.  Budgetary Control: Concept and Types of Budgets. Flexible Budgeting, Concept of Zero base Budgeting. Standard Costing and Elementary variance analysis. Responsibility Accounting, corporate governance.   Management control: concept and nature; Behavioural implications of management control, Concept of Management Audit.

Suggested Readings:

I. Gupta, R.L. 


: Advanced Accountancy, Vol. -1 & II

2. Nirmal Gupta

: Financial Accounting,

            &

     Chavin Shrama

3. Jawahar Lal

    And Seema Srivastava
: Cost Accounting

4. Mamta Shah


: Management Accounting

5. M. Bendrey


: Essentials of Management Accounting in Business, 

  Ane Books

6. H.V. Jhamb


: Fundamentals of Management Accounting 2ed, 

  Ane Books
SM-106:
 Business Environment

Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Objectives: The primary objectives of this course are to acquaint the students emerging global trends in business environment.

Course Contents

Business Environment- Nature, components and determinants. Assessing business environment risk- country risk and political risk.

Assessing current state of business environment in India: Economic Reforms, Liberalisation, Privatisation and globalization. Various Industrial Policies of India with special emphasis on new industrial policy with various amendments.  Competition Act and its impact on Indian business. 

Public Sector Enterprises: Rationale and Role played by them since independence. Disinvestment- Meaning, Justification and various loopholes in and challenges to disinvestment programme.

Small Scale Enterprises: Meaning, Significance to the Indian economy, problems and various incentives given to these.

Multi National Enterprises and a critical evaluation of their role in India.

Foreign Trade: Various Trade Reforms announced in India in recent times. Trends in goods and services trade and Balance of Trade position of India.  Foreign Direct Investment- significance, policy  and current position of India. EXIM Policy. World Trade Organisation and its impact on Indian industry and trade. 

Suggested reading:

1. Daniel, John D and Radebangh, Lee H : International Business, 5th ed., New York, Addison Weley, 1989.

2. Charles W. Hill, International Business, fourth edition, Tata McGraw Hill Publications Companies

3. AK. Sundaram J. Stemart Block : The International Business Environment  PHI

The list of cases and specific references including recent articles will be announced in the class at the time of lunching of the course.

SM-107:  E-Commerce



Max. Marks: 100

External: 60

Internal: 40

Time: 3 Hours

Note: There will be two parts in the question paper. Part A will comprise 8 questions of 5 marks each. Part B will comprise 5 questions of 10 marks each. The candidate would be required to attempt 6 questions from Part A and 3 Questions from Part B. At least 3 case studies would be discussed in the class for the purpose of Internal Assessment.

Objectives: The objective of the course is to acquaint the students with the use of E—Commerce competing markets.

Course Contents

Introduction to E-Commerce, Benefits, Impact of E-Commerce,
Classification of E-Commerce, Application of E-Commerce Technology,
Business Models, Framework of E-Commerce., Business to Business,
Business to Customer, Customer to Customer.
Electronic Payment Systems: Online Electronic Payment Systems, Prepaid
and Post Paid Electronic Payment Systems. Inter-organizational commerce & intra—organizational commerce, EDI, value-added network, digital library. 

Security, advertising & marketing Business on the Internet. Site Security, Firewalls, Securing Web Service, Transaction Security

Introduction to HTML: - Basic HTML tags, elements, Headings, Paragraphs, formatting, styles, List, tables. Difference between HTML and DHTML. 
Blog Management: Creation of blog, basic rules, benefits and limitations. 
Internet Internals: Transmission Control Protocol/ Internet Protocol (TCP/IP), FTP, HTTP, WAIS (Wide Area Information Service), TELNET, Internet Addressing, IP Address, Electronic Mail Address, URL, E-Mail Basic. Domain Name System, browser. 
Suggested Readings:

I. Kienam : Managing Your E-Commerce Business, Prentice Hall of India, N. Delhi.

2. Kosiur: Understanding E—Commerce, Prentice Hall of India, N. Delhi.

3. Kalakota, Whinston, Frontiers of Electronic Commerce, Addison Wesley.

4. Schneider P. Grey, Perry T. James : E—Commerce, Thomson Learning, Bombay.

5. Shurety : E-business with Net Commerce (with CD), Addison Wesley.

6. Napier: Creating a Winning E-business, Vikas Publishing House, New Delhi.

7. Didar Singh : E-Commerce for Manager, Vikas Publishing House, New Delhi.

8. Whitely David : Electronic Commerce, TMH, N Delhi.

9. Electronic Commerce -Framework, technologies and Applications - Bharat Bhasker TMH   Publications. 
SM-108:  Seminar



          


       Max Marks. 50

