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SECTION - A 

Answer any FIVE questions from the following each question carries 5 marks 

(5 x 5 25) 

1. Write a detailed note on the Specialty HospitalsS. 

2. Explain the business process reengineering related to healthcare. 

What are the basic functions of service culture? Describe the basic element and 
determinants of service culture. 

3. 

Describe the Promotional Mix related to healthcare industry. 4. 

5. Explain the ABC and VED analysis with healthcare examples. 

Explain the challenges faced by health care industry with special reference to 6. 
Training and Development. 

How to handle the group and individual conflict with reference to healthcare 7. 
industry. 

SECTION - B 

Answer any THREE questions from the following each question carries 

10 marks: (3 x 10 30) 

Explain in detail the major difference between the health care services sector and 8. 
other service sector. 

What is Health Care Service Quality? Explain in detail the various determinants 
of Health Care Service Quality. 

9. 

10. Explain with suitable illustration the break even analysis relayed to healthcare 
service. 

11. Describe in detail the competency management in healthcare service. 
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SECTION - C 

12. Compulsory (Case Study) (1x 15 = 15) 

Management at a clinical laboratory system was grappling with a 

challenge they wanted to expand their doughnut, but needed to do so in a way 

that wouldn't compromise their current level of service. Part of the challenge was 

the complexity of the work itself. The labs perform several hundred different 

types of tests for hospitals and other clients on a wide range of specimens, each 

collected and transported in unique containers. In the previous year, the labs 

had processed and performed more than 4.5 million tests with more than 400 

associates in the core lab and more than 1,600 in the entire system working 

three shifts a day, 365 days a year to keep with demand. Because many of these 

tests have serious implications for more than one million patients involved, 

quality and reliability are critical. Spurred by the aggressive growth objectives of 

a five-year strategic vision, the labs hired Integrated Project Management 

Company, Inc. (IPM) to ensure execution of initiatives critical for evolving its 

operations. 

Questions: 

(a) Identify why project management is important in the above clinical 

laboratory system? 

What are the factors to be considered in feasibility analysis? What are the (b) 
critical factors in the above project? 
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