UMIT-111

Services Marketing Mix: Product-Service Continuum, product Differenniation and Product

Levels, and Service Life Cycle — Pricing of Services and Revenue Management: Pricing

Comcepts, Pricing Strategies for Services — Communications Mix for Services - Service

Distribution: Components of Service Delivery System, and Distribution Strategies for

Services — Role of Employees and Consumers in Services — Integrated Communication and

Service Branding — Concept of Service Encounter — Moment of Truth — Concept of Services

capes and Physical Evidence — Concept of Process - Types of Process — Role of Process in

Various Services — Customer Role in Service Process — Developing and Managing Service

Processes,

UMNIT-IV

Customer Satisfaction & Serviee Quality Management: Concept of Customer Satisfaction,

Determinants of Customer Satisfection, Monitoring, and Measunng Customer Salisfaction —

Sarvice Quality Models: Parsuraman- Zeithamal-Bitmer (PZB) Gaps Model, SERVOQUAL,

and SERVPERF - Gronroos Model — Technology & Service Strategy: Applying Technology

o Service Sctlings, eservices,

LUMNIT-W

Relationships, Complaining & Service Recovery: Building and Managing Customer

Relationships, Human Service Interfaces, Services Marketing Effectiveness, Scrvice

Defciencies, Service Failure, and Recovery Senvices Strategies - 3ervice Innovation and

Design -~ Cost-Effective Service Excellence — Customer Profitability and Lifetime Value —

Managing Customer Lovalty — Chum Diagnostic and Customer Retention — Service Aundit.
Cause Study (Mot Excecding 300 words)

Practical component:

= A sk students to choose a service indusiny of their choice ot the beginning of the semester.

* Ask them to do an in-depth smdy of the indostry and give a presentation at the end of the

every Module relating 1o the concepts of that Module to the industry

* Students can prepare service blueprints for any service of their choree

+ Students can do a role play on service recovery

= Identify any existing services, Locate loopholes in their design and supgest maodificaions

REFERENCE BOOKS:

1. Lovelock. Christopher H., Services Marketing, Pearson Education, New Dl

2. ValeriZcithmal and Mary Jo Bunter, Services Marketing, Tata McGraw Hill, New Delhi.

3. Ravi Shankar, Services Marketing, Excel Books, Mew Delhi.

4, K. Ram Mohan Rac, Services marketing, Pearson Education, New Delhi.

5, Newton M P Payne, A., The Essence of Services Marketing, New Delhi, Prentice Hall of
India.

6. Aple, Services Marketing, Oxford University Press,

1. Christian Gronrose, Services Management and Marketing, Maxwell Macmillan.

f. Kenneth E.Clowd David L Kunz, Services Marketing, Wiley [ndia, New Delhi
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MBA3IDS HRM: HUMAN RESOURCE PLANNING (4L + 1P + 1T)

Subject Code MEA 303IHRM 1A Marks 30
Mo of Lecture Hours™Weck 04 End Exam Marks T
Teaching Hours £ Week o1 Total Marks 100
Practical Hours/Week 01 Exam Hours 03
Total Number of Howrs per T2
Semester] 13 wecks/91 days)

Course Objectives

The objectives of this course are create a critical appreciation and knowledpe for
understanding the determinants of human resource requiremenis in the organmzation; and Lo
develop a conceptual as well as practical understanding of human resource planning,
deployment, mamtaining HR information, prepanng repont on HRE  performance. To
familiarize the students with the information system, accounting and audit system required
for managing HR functions. Further the couwrse helps the stedents to understand the
importance of talented pool of employees in the organization, the aspects of talent
engriypement, retention and career planning of employees.

Conrse Oubcomes

At the end of the course, the students leamn about the imponance of hr planning in the
organization. The study of this course makes the student leam about hr information system,
audit and accounting system necessary for planaing human reseurces in @n organization. The
students also leam about how to retain talented pool of employees in the organization.
UNIT-1

Human Resource Planning: Concept, Imporiance, Objectives, Types of HR Plan, Factors
Affecting Human Resource Planning, Need for Human Resource Planning, Dimensions of
Human Resource Planning, Five Steps in Heman Resource Planning, Importance of Human
Resource Planning, Obstacles in Human Resource Planning, Approaches to Human Resource
Planning {Social Demand Approach, Rate of Return Approach and Manpower Requircment
Approach).

UNIT-LI

Hurman Resource Forecasting and Developing HR Planning Process: Mecessity for
Forecasting, Steps in Forecasting, Demand and Supply Forecasting, Demand Forecasting
Technigues, Forecasting Accuracy, Benefits of Forecasting, Methods of Demand Forecasting
and Supply Forecasting at Micro Level, Macro Level and Mational Level, Managing Surplus
and Shortages, Evaluating human resource planning Effectiveness — Developing a HR Plan:
Cualitative Side of HR Planning, Behavioral Event Inierviewing, Standard Interviews,
Competency Mapping (Skill Inventory), Problems in HR. Planning, Sample HE Plan,
UNIT-101

Talent Development and Enpagement: Policies and Approaches, Organizational Traming,
Rale of Training Managers in Talent Development — Talent Engagernent and Fully Engaged
Talent, Importance of Talent Engagement, Driving Factors of Talent Engagement,
Engagement Levels, Talemt Engagement Model, Process for Improving Talen! Engagement. |
Talent Engagement vs, Performance and Betention, Talent Engagement, Entrepreneurship,

Intraprencurship.
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UNIT-IV
Career Manapement: Introduction, Career management process, Carcer dynamics, Carcer
management policies, Carcer planning progess, Tips for successful carcer plarming, Talent
management, Succession planning,
UMNIT-V
Human Resource Accounting: [ntroduction, Definition of Human Resource Accounting,
Meed, Significance, Objectives for HRA, Advantages of HRA, Methods of HRA, Ohjections
to HRA, Controlling Manpower Costs, True Costs of Planning and Recruitment, Human
Resource Accounting in India — Human Resource Information System — Emerging Trends
ond lssues i Human Resource Planning — Manpower Planning in 21 century — Impact of
Globalizatron on Manpower Planning pelicies and practices.

Case Study (Nof Exceeding 300 words)
Practical Component
» Asgk students to study HE Planning policies and practices of any three product and service
oriented organisations.
» Ask students to prepare a blue print of HR forecasting and developing HE Plan.
s Ask students to present innovation HE planning practices adopted by Indian an d Western
business organizations.
Reference Text Books
|. James W, Walker, Human Resource Planning, MoGraw-Hill,
2. Cageio., Managing Human Resources, MeGraw-Hill.
3, Mirza 5 Saivadein& TriptiPande Desai, Emerging Issues in Human Resouree Management,
Excel Books
4, Moe& Raymond., Fundamentals of Human Resources, MeGraw-Hill.
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MBA3IN4 HRM: PERFORMANCE & REWARD MANAGEMENT (4L + 1P +1T)

Subject Code MBA 304HRM 1A Marks 0
Mo of Lecture Hours/'Week 4 End Exam Marks T
[ Teaching Hours / Week 01 Total Marks 100
Practical Hours™Week o1 Exam Hours 03
Total Number of Hours per T2
Semester{13 weeks/91 days)
Course (bjectives

The course aims at motivating the leamer to the concept and understands about the effective
process of performance appraisal in quality oriented orgamzations through the pedagoqy of
case studies and practical experiences. The objectives arc o provide a methodology for
measuring the efficiency of the employees and 1o discuss about the components of a good
reward system, Te create an idea sbout the various reward methods while rewarding the
employee for hus great efforts towards 10 the organizational objectives. Further the course
enahles the students 1o understand various incentives that can be used 1o motivate cmployee,
compensation that given to special groups and retrement benefits that ¢an be offered o
emplovees,

Course Ouledrmes

Al the end of the course, the students lean about significance of performance management in
grganizations. The students also get acquainted with traditional and modemm methods of
performance appraisal. The students will get knowledge on reward system and components
on reward system and different kind of incentives available to motivate employees in the
I ganization.

UNIT-I

Performance Management: Concept and  Objectives,  Prerequisiies, Principles, and
Characteristics of an Ideal PM Systems — Dimensions of Performance Management — Factors
Affecting Performance Management — Pitfalls of Poorly Implemented PM systems —
Performance Management Process - Performance Management and Strategic Planning —
Performance Management and Performance Appraisal Concept.

UNIT- 1

Performance Appraisal System: Concept, Defining Performance, Determinants  of
Performance, Performance Dimensions — Approaches to Measuring Performance, Diagnosing
the Causes of Poor Performance — Differentiating Task from Contextual Performance —
Cheoosing & Performance Measurement Approach: Traditional Methods and Modemn Methods
- Measuring Results and Behaviours — Gathering  Performance Information, and
Implementing Performance Management ByEen

UNIT- 111

Performance Management and Employes Development Plan: Components and Process of
Personal Development Plans — HR Score Card — Performance Reviews - Conducting
performance review meetings — Mentoring — Coaching - Role Efficacy - Performance
Consulting: Concept, the MNeed for Performance Consulting, designing and  Using
Performance Relationship Maps — Contracting for Performance Consulting services —
Organizing Performance Improvement Department.
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UMNIT-1V
Performance Management & Reward Systems: Performance Linked Remuneration System,
Performance Linked Carcer Planming & Promaotion Pelicy — Reward Management: Objectives
and Criteria — Statutory Provistons Governing Different Components of Reward Systems —
Competitiveness and Equity — Designing Compensation - Wage Levels and wage Structures
— Determining  Individual Pay — Excoutive Compensation Systems im0 Multinational
Companies and IT companies.
UNIT -¥
Performance pay — Incentives, Individual, Group, Short-term and Long-term - Compensation
of Special Groups, Supervisors, Executives, Directors, Sales Force, Technical Professional,
and Women Executives - Fringe Benefits — Retirement Benefits including VRS / Golden
Handshake Schemes.

Case Study (Not Exceeding 300 words)
Practical Componcnt:
¢ Students must prepare a comprehensive compensation plan 1w be offered o a Sales
Executive, A General Manager and The CEC of an organization.,
s5tudents to collect information from an IT organization regarding the Cost Toe Company of
an employee,
s Students have to prepare questionnaire for conducting wage survey and carry oul wage
survey for any sclected sector and prepare a report for the same.
# Solve vanous case studies.
s Students must compare and analyze compensation practices in different countrics,
» Siudents to caloulate the bonus amouni eligible to an employee working as a1 HR
s Executive for the past 10 years in 2 autornobile manufaciuring organization,
Reference Text Books:
1. TV Ran, Performance Manspement and Appraisal Systems, Sape Response Books
2. G.K.5un., Performance Measurement and Management, BExcel Publications
3. Michacl Ammstrong, Employee Reward, Universities Press (India) Lid.
4, DK Srivastava, Strategies for Performance Management, Excel Publications.
£, B.K. Sahu, Performance Management System, Excel Publications.
6, Chadha, Performance Management, MacMillan.
7. Michael Armstrong, Performance Management, Kogan Page India Ltd.
8. Boyeit, LLH and Conn, H.P., Maximizing Performance Management, Glenbrdige
Publishing, Oxford 9. DipakkumarBhattacharya, Compensation Management, Oxford.
10, Pareck, U, Managing Transitions: The HRD Response, TMH
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MBAIS HRM: TRAINING & DEVELOPMENT (4L + 1P + 1T)

Subject Code M EBEA 305 HIEM 1A Marks A0
No of Lecture Hours/Week 04 End Exam Marks 70
Teaching Hours { Week oL Total Marks 10
Practical Hours/Week o1 Exam Hours 03
Total Number of Hours per T2
Semester{13 weeks@1 days)

Course Objectives

The course aims at exposing the learmer to the concept and practicee of training and
development in the modemn organizational setting through the pedagogy of case discussions
and recent experiences. To provide an experimental skill-based exposure 1o the process of
planning, organizing, and implementing of training program in a globalised organization. To
provide an in depth understanding of the role of training in the development process of an
employee and also o educate the employee about career objectives and carcer planning.
Further the course also helps the students to understand the importance of training evaluation,
executive development and its importance in effective management of organizations.

Cowrse Quicomes

The stedents after completion of this course leam about need for and impenance of raining
in the organizations, The students learn about different training metheds available and the
signi ficance of development programmes in the organization,

UMNIT-1

Introduction: Concepts and Rationale of Training and Development; overview of training and
development systems; organizing training department; training and development policies;
Linking training and development to company's strategy; Requisites of Effective Training,
Role of Extemnal agencies in Training and Development.

UMNIT-11

Training Meeds Assessment (TNA) and Development Methodologies: Training Meeds
Analysis: Meaning and significance of training needs types of needs, components of needs,
data collection, analysis and interpretation. Meaning and significance of training design and
development, principles of training design, design process, identifying the traiming abjectives,
determining structure, content, duration, method, learning activitics,

LIMIT- 10T

Designing Training and Development Programs: Organization of Training and Development
proprams, Training design, kinds of training and development programs - compeicnce based
ard pole based training; onentation and socialization; Preparation of trainers; devcloping
training materials; E - leaming environment; Flexible leaming modules; Self development;
Training process Oul SOUrcing.

UNIT- 1V

‘Training Evaluation: Meaning, Beasons for Evaluating Training and Significance of Training
Evaluation, Donald Kirkpatrick's Evaluation Model, Retum on investment in Training, Types
of Evaluation Designs, Considerations in Choosing an Evaluation Design, Data Collcction for
Training Evaluation, Threats to Validity, Determining Costs, Evaluation Practices in different
organizations, Measuring Human Capital and Training Activity
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UNIT-V
Executive Development! Management Development: Meed, factors affecting MDP, Methods,
Process, Administeation, Delivery, Costing & Pricing, Company Strategies [or Providing
Development, Increased Use of New Technologies for Leaming, Increased Demand for
Leamning for Viroal Work Armangements, Increased Use of Training Partnerships &
Outsourcing Training - Emetging Trends in Training and Development: Team training and
six sigma training; Electronic Enabled Training Systems (EETS).

Case Study (Mot Bxceeding 300 words)
Practical Components:
« Swudy training programs and processes in differcot organizations and analyze their
effectivenass
=Siudents 1o design a training program o 2 specific job role.
= Students are expected o conduct a mock training session including need identification and
a st of studenis (o evaluate the effectiveness of the same,
» (iive a training needs analysis case and ask the students to find out the training needs.
» Implement various training methods, observe and submit a report on its effectiveness,

Reference Text Books

I, Prior, John, Handbook of Training and Development, Jaico Publishing House, Bombay.

2. Trvelove, Steve, Handbook of Training and Development, Blackwell Business.

3. Warren, M. W. Training for Resuls, Massachusetts, Addison-Wesley,

4. Craig, Robert L., Training and Development Handbook, MeGraw Hill.

5, Ganer, James, Training Interventions in Job Skill Development, Addison-Wesley.

6. Kenney, John: Donnelly, Eugence L. and Margaret A. Reid, Manpower Training and
Development, London Institute of Personnel Management

7. Moz, Raymond A, and Amitabh DeoKodwani, Employee Training and Development, ‘Tata
MleCrrawr Hill.

8. Blanchard, P. Nick, James W, Thacker and V. Anand Ram, Effective Training: Systems,
Strategics, and Practices, Dorling Kindersley {India) Pvt. Lid.

9. Roll, P, and Udai Parcek, Training for Development, Sage Publications Pvt, Lad.
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MEA306 HEM: ORGANIZATION DEVELOPMENT & CHANGE (4L + 1P+ 1T)

Subject Code MBA 306 HRM 1A Marks 30
Ng of Lecture Hours/Week 4 End Exam MMarks 70
Teaching Hours | Week 01 Tatal Marks 100
Practical Hours/ Week o1 Exam Hours 03
Total Number of Hours per 72
4 Semester(13 weeks'91 days)

LEARNING OBJECTIVES:

The abjectives of this course are to help the students to gain knowledge about the concepts of
change management and o acquire the skills required 1o manage any change effectively, 1o
understand the various components and constraints involved in Change management, to give
the knowledze of various tools & techniques for Organization Development to students, 10
understand different OD interventions and help students explore the different approaches and
techniques involved in OD.

Course Ouoteonies

At the end of the course, the students leam aboul managing change n organizations. The
students also get acquainted with OD interventions, techniques and approaches involved in
oD,

UNIT-1

Introduction o organizational Development: Definition, growih and relevance, history and
evolution, Theories of planned change, general model of planned change, different types of
panned change and critique of planned change. ©OD practitioner role, competencics and
professional ethics.

UNIT-II

OD process: Initiating OD relationship, contracting and diagnosing the problem, Diagnosing
models, open systemns, individual level, group level and organizational level diagnosis
collection and analysis for diagnostic information, feeding back the diagnosed information.
UNLT-11L

Designing OD  interventions: Human process interventions:- coaching, lraining and
development, process consultation, thind part intervention, and team building. Organization
confrontation meeting, intergroup relations intervention, and large group intervention, work
desigm, Socio echnical sysicms approach.

UNIT-IV

HR and Stratesic interventions; HRM mterventions: performance management, goal setting,
performance coaching, appraising and rewasrding, Career planning, workforce diversity
interventions, wellness and work-life balance, Strategic interventions: Competitive stralegies,
collaborative  strategics, organizational iransformation, cultere change, self-designing
organizations, leamning and knowledge management.

LNIT-V

Organizational Change- Introduction, Nature of Changee, Internal & External Changes, Types
of Change, Models of Change- Lewis's Force Field, Systems Model, Action Rescarch Model,
Drpanizational Vision and Strategic Planning; Resistance to Change- Reasons for the
Resistance, Overcoming Resistance for the Change, Change and Person and Manager,
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Systematic Approach to Making Change- Factors for Effective Change, Skills of Leaders in
Change Menagement, Designing the Change.

Case Study (Mot Exceeding 300 words)
Practical Component:
* To conduct Force Nield analysis for MBA department
o Group activity-1dentify the need for OD intervention for your college and call the direction
principal of your college 1o the classroom to explose the possibility for OD intervention.
» Presentation by sedenis: Identify and explore the possibility for OD intervention in your
college level, proup level and indivicual level,
¢ Hold a debate in the classroom abowt downsizing the workforee.
» Orpanization chanpe questionnaire data collection and amalyzation.
» Ciroup Presentation: Health care, FOC, Education, PSU, Retail, Manufacturing Industries.
= Design a role play event for studenis, so that they will play it out to mobilize support for a
change implementation programme.
a Students are expected to study the changes that have taken place in various industries over a
periodd of ten years and submit a report,

REFERENCE BOOKS

1. Palmer, L, Dunford, B., & Akin, C. (2009}, Managing organizational change (2nd Ed.),
MoGraw-Hill: rwin, NY, [SBN: 978-0-07-340499-8.

2. Kotter, J. and Coben,D. (2002). The Heart of Change : Real-Life Stories of How People
Change Their Organizations. Beston: Harvard Business School Press. ISBM: 1578512540 or
QIR1STHI 12540,
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