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Theory Paper 
 

Part A Introduction 

Program: Degree Class : BBA Year: III Session: 2023-24 

Subject: Human Resource Development 
 

 Course Code M3-BBAA2D 

2 Course Title BBA (Group A) - HR 
 

 Course Type (Core Course/ 
Discipline Specific 

Elective/Elective/Gen

eric 

Elective/Vocational/..... ) 

DSE I 
Sub Group Paper SA 2 

4 Pre-requisite (if any) The student must have studied this group in 2°° 
year (Diploma) 

5 Course Learning outcomes 
(CLO) 

On successful completion of this course, the 
students will be able to: 

• To understand the concept of Human 

Resource Management 

• To understand the concept of Human Resource 

Planning in the organization. 

• To apply the Human Resource 

Development Process 

• To analyse the importance of Learning  and 

Human Resource Development 

• To evaluate the Process of Human 

Resource Development Activities 

6 Credit Value 6 Credit 

7 Total Marks Max. Marks: 30 +70 Min. Passing Marks:35 

 

Articulation Matrix  

(Program Articulation Matrix is formed by the strength of correlation of COs with POs and PSOs. The 

strength of correlation is indicated as 3 for substantial (high), 2 for moderate (medium) correlation, and 

1 for slight (low) correlation) 

 

CO/PO/PSO PO1 PO2 PO3 PO4 PO5 PO6 PO7 PO8 PSO1 PSO2 PSo3 

CO1 3 1 - - - - 1 - - - - 

CO2 3 - - - 1 - - 2 - - - 

CO3 - 3 1 1 - - 1 - 1 - - 

CO4 3 1 - - -  - - - - - 

CO5 - 3 - - - - 1 2 - - 1 

High-3 Medium-2 Low-1 
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Part B- Content of the Course 

Total No. of Lectures-Tutorials-Practical (in hours per week): 

L-T-P: 

Unit Topics No. of 
Lectures 
(1 Hour 
Each) 

1. 

Introduction to Human Resource Development- Concept and 
Evaluation, Relationship between Human Resource Management and 

Human Resource Development. Human Resource Development 

mechanism, process and outcomes 

18 

2. 

Human Resource Planning- Introduction, Meaning, Definition, 

Features, Need, Objectives, Importance of Human Resource Planning, 

Methods of Human Resource Planning, Factors affecting Human 

Resource Planning 

 

18 

3. 

Human Resource Development Process- Assessing Human Resource 

Development Needs, designing and developing effective Human 

Resource Development Programmes, Implementing Human Resource 

Development Programmes, Evaluating Human Resource Development 

Programmes 

18 

4. 

HRD     and    Learning:    Maximizing    learning,    Individual 

differences in learning process; Learning strategies and styles; 

Principles of learning; Learning and motivation; Human Resource 

Development culture and climate 

18 

5. 

HRD Activities   and Applications: Human Resource and Development 

for workers; Human Resource Development mechanisms for workers; 

Role of trade unions; Employee coaching, counseling and performance 

management, Career management and development 

18 

 
Keywords/Tags: Human Resource Management, Human Resource Planning, Human Resource 

Development, HRD Learning, HRD Activities 

 
Part C-Learning Resources 

Text Books, Reference Books, Other resources 
Suggested Readings: 

1. Dawra Sudhir Human Resource Development, Indica Publishers &Distributors Pvt 
Ltd New Delhi 

2. Balyan and Others Human Resource Development, Himalaya Publishing House New 
Delhi 

3. Raymond and Kodwani Employee Training and Development, McGraw-Hill 
Education India 

4. Sudha G.S. Human Resource Management, RBD Publishing House Jaipur 
5. S. Mehta and Upadhyaya Human Resource Development, RBD Publishing House 

Jaipur 
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Part D-Assessment and Evaluation 
Suggested Continuous Evaluation Methods: 
Maximum Marks : 100 

Continuous Comprehensive Evaluation (CCE) : 30 Marks University Exam (UE):70 Marks 

Internal Assessment : Class Test Assignment/Presentation 
Continuous Comprehensive 30 

Evaluation (CCE 

External Assessment : Section(A) : Very Short Questions 

University Exam Section Section (B) : Short Questions 70 
Time : 03.00 Hours Section (C) :Long Questions 

Any remarks/ suggestions: 
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 BBA VI  

Course Objectives: 

 The objective of this course is to explain the concept and activities of service marketing in the 

management context. 

● It is designed to develop an appropriate service marketing design for the clients. 

 It provides an opportunity in the field of various services like health care services, E-
marketing, Business process outsourcing, medical transcription services etc. 

Course Outcomes: 

 The students will be able to understand the aspects of marketing of particular relevance to 

service producing organizations. 

 The student will understand the present strategies and approaches for addressing the service 
marketing challenges 

 The student will be able to develop students’ abilities to identify services decision problems, 

ascertain alternatives, define crucial issues 

 The student will be able to apply the basic knowledge on challenges in distribution process 

 The student will be able to give an overview and analyse the present scenario on the services 

in the organized retailing 
 

Articulation Matrix  

(Program Articulation Matrix is formed by the strength of correlation of COs with POs and PSOs. 

The strength of correlation is indicated as 3 for substantial (high), 2 for moderate (medium) 

correlation, and 1 for slight (low) correlation) 

CO/PO/PSO PO1 PO2 PO3 PO4 PO5 PO6 PO7 PSO1 PSO2 PSO3 

CO1 3 - 1 - - 2 - 1 - 1 

CO2 - 3 - - - - - - - - 

CO3 3 - 2 - - 1 - 1 - 2 

CO4 1 - - 3 - - - - - 1 

CO5 1 - 2 3 - - - 1 1 - 

High-3 Medium-2 Low-1 

 

Unit 1: Foundation of service marketing:       6 Hour 

The concept of services, Nature of services, Characteristics of services, classification of services, 

service marketing, Distinctive characteristics of services, Four I’s of services- Intangibility, 
Inconsistency and inventory 

 

Unit 2: The service marketing and its strategic aspects:                               6 Hour 
Concept, importance of services marketing, Growth of service marketing in India and Global 

scenarios, targeting a few segments positioning a service in the marketplace, targeting customers and 

building relationships 

 

Unit 3: The service marketing mix:             6 Hour 

Subject Name L T P Credit 

V3-COM-SALT- Service Marketing 2 0 0 2 



Service product; 8 LH bundled with conventional product and standalone, Service life cycle, service 
design, Challenges in distribution of service 

 

Unit 4: Distribution Strategies:       6Hour 

Personal selling- Advertising and sales promotion in service industry, Customer satisfaction & service 
quality in service marketing, monitoring and measuring. Customer satisfaction- SERVQUAL & GAP 

model, handling complaints effectively 

 

 

Unit 5: Service in organized retailing:       6 Hour 

Health care services, Marketing E- services, BPO, Medical transcription services, knowledge process 
outsourcing services (K PO) E-learning services, mutual fund service, Day care, portfolio services, 

Hospitality services. 

 

PRACTICAL 
1. Formation of a strategy to target customers and build-up relationship for selected service industry 

2. Preparation of complaints handling system in selected service industry 

3. Implement of SERVQUAL for measuring quality of service in selected service industry 
4. Preparing blue print for a selected service industry 

5. Designing an imaginary portfolio for your client considering resent rate in the stock market 

 

Text books: 

SM Jha, service marketing, Himalaya publishing house Pvt. Ltd. Mumbai 

Reference books: 

● Rampal, M.K. & Gupta S.L. Service marketing, Galgotia publishing New Delhi 

Total 30 Hour 

Prepared By:-        Approved By:- 

Dr. Deepika Choudhary       Dr. Avinash Vikram 

Assistant Professor (FBAC)     Head of Department (FBAC) 
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