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
	Course 

Code
	Course Title
	Division of Marks

	
	
	Int.
	Ext.
	Total

	SM-201
	Understanding Work Behaviour 
	40
	60
	100

	SM -202
	Human Resource Management
	40
	60
	100

	SM -203


	Financial Management 
	40
	60
	I00



	SM -204


	Quantitative Techniques-II

	40
	60
	100



	SM -205


	Research Methods for Service Sector
	40
	60
	100



	SM -206
	International Business
	40
	60
	100



	SM -207
	Fundamentals of Marketing  
	40
	60
	100



	SM -208
	Viva-Voce
	-

	50

	50



Semester-II
SM-201:
Understanding Work Behaviour

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 Outline:

Organization Behaviour: Meaning, Nature, historical background, Contributing disciplines to Organizational Behaviour, Challenges and Opportunities for Organizational Behaviour, Models of Organizational Behaviour.

Individual Behaviour: Learning Process; Person Perception:  Attributional Process; Personality and Personal Effectiveness, Emotional Intelligence. Development of Attitudes & Values: Employee attitudes and their effects, Absenteeism and Withdrawal behaviour, Issues between organizations and individuals, Organizational Influence, Right of privacy , Discipline , Quality of Work Life, Individual responsibility to the organization. Role and Role Effectiveness, Coping with Frustration, Stress and Burnout.

Group behaviour: Formal and Informal Groups, Group Decision Making Process

Interpersonal behaviour: Prosocial behaviour; Cooperation at Workplace; Conflict in Organizations, Nature of Conflicts, effects of conflict, Assertive behaviour, Interpersonal Styles. Teams at Workplace, Team Effectiveness. Organizational Learning& Learning Organization. Organizational Culture and Climate.

References

1. Newstrom, J.W.&, 

: Organizational Behaviour; Human Behaviour at  work. 

    Keith Davis 


  TMH (11TH Edition) 

2. Udai Pareek, 
:Understanding Organizational Behaviour, Oxford

 University Press.

3. Robbins, S.P.
: Organizational Behaviour, Prentice Hall of India, New

   Delhi.

2. Luthans, F.


: Organizational Behaviour, McGraw-Hill Book Company.

3. Daft, R.L.


: Organizational theory and Design, Thompson Publication.
4. Kreitner and 

: Organizational  Behaviour, Tata McGraw Hill Publishing

    Kinicki


   Co.,  New Delhi.

5. Greenbug, J. &

:  Behaviour in Organizations, Prentice Hall of India, New     

    Baron, R.A. 


   Delhi.

6. VSP Rao


:  Organization Behaviour, Excel Books.
SM-202: 
 Human Resource 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: To provide an understanding of basic concepts techniques and practices of human resource management in organizations.

Course Outlines:

Human Resource Management: The HRM definition, models, objectives, scope and significance of HRM, Emerging HRM Practices in India. 

HR Policies: Meaning, needs, HR policy areas, Formulation and Implementation of HR policies.  

HR Planning —Nature, process, techniques and guidelines for making HR planning effective. 

Recruitment, Selection & Placement: Meaning, process, methods and techniques, Selection and Placement Practices in India.

Training and Development: Training- definition and significance, principles, types, methods and evaluation. Management Development—Nature, procedure, methods and evaluation.  Management development practices in India; 

Human Resources and Information Technology: Impact of IT on HRM, HR innovations, application software for HR practices. 

Performance Appraisal/ Management: Nature, issues and methods, performance appraisal practices in India. 

Compensation Management: Nature and significance, The Components of compensation management, factors affecting pay levels, Job evaluation—concept, process, methods and equal pay for work of equal value. 

Industrial Relations: Nature, definition, IR as a system of rules, union – management cooperation; Collective bargaining; Industrial disputes- meaning, causes and machinery for prevention and settlement of industrial disputes in India; Employee separation and down sizing – concept, area affecting, concept of turnover. 

Ethical issues in HRM: concept and ethics at work place.

Suggested Readings:

1. Saini. Debi, S. and

: Human Resource Management

    Sami A. Khan (eds.) 

: Delhi, Response Books.

2. Cascio, W.F. 


: Managing Human Resources, New York, McGraw Hill, Inc.

3  Dwivedi R.S. 

: Managing Human Resources— Personal Management in 
Indian Enterprise, New Delhi, Galgotia Publishing Ltd.

4. Dwivedi, R.S. 
: Managing Human Resources —Industrial Relations in Indian Enterprises,   New Delhi Galgotia Publishing Ltd.

5. Monappa, A


: Managing Human Resource, Macmillan India Ltd.. Delhi.

6. Armstrong, M.A. 

: Handbook of Resource Management Practice, London Kogan Page.

7. Storey, J. (ed.) 

: New Perspectives in Human Resource Management, London, Routledge.

8. Bhasin M. L. 
: Human Resource Management— The Case Studies, New Delhi, 
Anmol Publications.

9. BeardwalJ, I & 
: Human Resource Management. L. Holden Delhi,  acmillan India Ltd.

    L. Holden

10. Aquinas P.G.
Human Resource Management –Principles and Practices, Vikas Publishing   House Pvt Ltd. New Delhi.

11. Robert L Mathis &

 Human Resource Management, Thomson South Western 

      John H. Jackson
SM-203 : Financial 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 main objective of this course is to provide conceptual orientation to the students in financial management of business organization.

Course Outlines:

An overview to financial management: objectives, approaches, financial decisions. Time value of money. Risk and return analysis, Valuation of corporate securities. Projects and their valuation; The cost of capital, basics of capital budgeting, evaluating cash flows, evaluation techniques, capital rationing. Financial Planning and forecasting, Performa financial statements. Capitalization theories, over capitalization & under capitalization. Capital Structure decisions: theories of capital structure, estimating optimal capital structure. Distribution to shareholders: Dividends and refourchases, dividend theories, dividend policy, stability of dividends. Working Capital Management, concepts, components, financing policies, estimating of working capital, management of cash, receivables and inventory. 

Suggested Readings:

1. Van Home, James C. 
: Financial Management and Policy,10th ed., New Delhi, Prentice Hall of India, 1997

2. Ergene F. Briglran &

    Michel C Ehrhadlt

: Financial Management, Text Cases.

3. Khan, M.Y. and Jam,
: Financial Management, McGraw Hill, 2001

    P.K.

4. Pandey, IM. 

: Financial Management, Vikas Publication House, 2000

5. Pandey, IM. 

: Financial Management

SM-204:
Quantitative Techniques-II

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 use of appropriate quantitative tools and techniques reduce highly complex problems to one of the manageable dimensions. Considering this aspect the objective of this course is to acquaint the students with qualitative techniques that are helpful in managerial decision-making and problem solving. Emphasis will be on application rather than on theoretical derivation.

Course Outline:

Decision making- quantitative approach; Liner programming : formulation; Graphical and simplex method of solution. Transportation and Transshipment- Models Assignment Model, Integer programming, inventory management, Queuing theory , simulation. Gane Theory, Network Analysis (PERT, CPM).

Suggested Readings:

1. Gupta and Khana – Quantitative Techniques for Decision Making, Prentice Hall of

    India 

2. Richard, Lewin and Charles – Quantitative approaches to Management, Tata Mc   

    Graw Hill. 

3. Taha – Operation Research, Prentice Hall of    India.

4. Vohra- Quantitative Techniques in Management,  Tata McGraw Hill. 

5. Tulsin and Pandey- Quantitative Techniques, Pearson educations.

6. Sharma- Operation Research, Kedar Nath Ram Nath and Co.

7. Kapoor - Operation Research, Sultan Chand and Sons.

8. Lucey Terry- Quantitative Techniques, Thomson.

9. Frederick S Hiller- Introduction to Management Science, Tata McGraw Hill 

SM-205:
 Research Methods for Service Sector 

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 Outline:

Introduction to Business Research:  Nature, types, objectives, significance of research, formulation of research problem, formulating hypothesis, Business research process, Research Design: Exploratory descriptive and experimental research design, methods of data collection- Types, observation studies and surveys, questionnaire and interviews, scaling and measurement techniques; Sampling: Nature, steps in sampling design, methods of sampling. Data preparation: editing, coding, classification and tabulation, Research Report: types of reports, different format of reports. Criteria for judging good research report.   

Suggested Readings:

1. Cooper and Schindier
: Business Research methods

2. C.R. Kothari

: Research Methodology

3. S.P. Gupta


: Statistical Methods

4. Goode and Halt

: Methods in Social Research

5. Bemet Roger

: Management Research.  

SM-206:
International Business 

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 Outlines:

Concept of International Business, Nature and Importance of International Business, Growth of International Business, Modes of International Business. International Trade. Theories : Absolute Cost Advantages, Comparative Cost Advantages and Leontief Paradox. FDI theories Market Imperfection approach, PLC approach, Transaction Cost Approach.

Globalisation- Meaning and Rationale. Reasons for and ways to go global. Environmental Influence on International Business- A Study of Various influencing environmental forces.

Regional Economic Groupings and their impact on international trade- A Study of European Union, NAFTA, SAPTA, SAARC and ASEAN etc. WTO and its Impact on international trade.

Institutional Support for international Trade by Government-  Rationale and Indian Scenario. 

Multinational Enterprises : Meaning, Types of MNEs Impact of MNEs: Political and legal Impact of 

MNEs. Operational impact of MNEs in the internationalization process. Indian experience with MNCs. International Business Strategies-Geographical strategy in the International process, Collaborative Strategies and Control Strategies.

Foreign Exchange Basics : Definition, Depreciation, appreciation, Premium, Discount, purchasing 

power parity theory. Foreign Exchange : Transaction Exposure forward Markets, Foreign currency 

future, Multinational Finance-Sources and functions in internationalization process. Human Resources Management : Concept, international Development of Managers, HR in the internationalization process.

Suggested Readings:

1. Sundaram and Black

: International Business Environment 

2. Daniel and Radcbough
: International Business

3. S. Shiva Ramu

: International Business

4. Anant R. Nagandhi 

: International Management.

5. Taggart & Modermott 
: International Business Management.

6. Robinson D. Richard

: International Management Business
SM-207:
Fundamentals of Marketing

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 student’s  basic analytical skills, conceptual abilities and substantive knowledge in the field of marketing.

Course Outline: 

Marketing: Meaning, Nature, Scope,  Evolution and Importance. Modern concept of marketing. Ehics in marketing. Role of Information Technology in marketing. The dynamic marketing Environment. Marketing Mix and STP ( Segmentation, Targeting and Positioning) Marketing Information System: Concept and Components of a marketing information system. Marketing Research: meaning, scope and techniques. Consumer Behaviour: meaning and importance, buying motives, buying process, factors influencing consumer behaviour. Product decisions: concept, classification, product-line decisions. New product development process, product life cycle, Packaging and Branding decisions. Pricing Concepts: objectives, policies and procedures, factors affecting pricing, pricing strategy and product life cycle, price changes and organizational strategies, product line pricing. Integrated Marketing Communication: Promotion-Mix; Advertising, sales promotion, public relations, personal selling and direct marketing. Channels of distributions: Concept, types and factors affecting channel selection. Recent developments in marketing.

Suggested Readings:

1          Michael J. Etzel


: Marketing Concepts and Cases, Tata

Bruce J. Walker
              McGraw-Hill Publishing Company Limited. 



William J. Stanton


Ajay Pandit

2          Michael R.Czinkota

:Marketing Management,  Thomson, South                        

Masaaki Kotabe 

Western.

3
Philip Kotler


: Marketing Management, Pearson Prentice-Hall.


Kevin lane Keller

4
Dhru Greqal 


: Marketing, Tata McGraw Hill Publishing

Michael Levy


  Company Limited.


5.
V.S. Ramaswamy 

: Marketing Management, Macmillan Publisher 

S. Nama Kumari

  India Ltd.

6.
Rajan Sexena


: Marketing Management, Tata McGraw Hill

  Publishing Company Limited.
HONS-2O8: Viva – Voce





Max. Marks 50
