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1. Atenpt a qLesfions
2 Figies to the nght indicate lull mat.s3 An.@. rba@,haBqO, -ndO2 r.a.na-hdn,O)raae 4hswetrLboLp\thns na tto a6 ta Fot rc?lkd" 4oa rotu.

Q.lAnswer any four oilhe rotowi.g quesl ons

1 What is meant by seryice act? Wite any lwo denn tions or seNice.
2 Wrile any folr factoB responsibte ior grodh or setu ce sector
3. Explah lhe four tevels ofsetot.e prcdlct.

4. Descnbe lhe tvpes of sery ces

5. Wnie any four spec at issues of p c.g n services

6.Whatisth€ rmportance of physicat evdence in seMces?

Q llAnswerany four of lhe fo towing questions

1 Etplaln fie meanrng of seto ce quauty.

2. DescnbE the zone ofiolerance

3. W.ite anyfour seryice recovery stralegies

4.Wrilea nole on desi€d serytce teve

5. Explain fie concpt ofseruice currur.a

6. What is meant bv stales oisaiisfachon,

in an economy wlh sDeciat reference r.

(r6)

(r6)

Q.lll. A Descrtbe the rote ot seryce sector

OR
O-il B Wra ts he r-po.lrce ot oeoD'p m. In (e1,Les- Delc-ioe,he typF(

(12)

(12)



Q.lV. A As aseNce provd$ howwt you make a.hoice ofchanne
OR

O lV B L^oarlrnoe.ai refo..!o-po.enrso,<atu,F

QV A Explaii lhe caps [4odetofseMce qua ty
OR

Q.V. B. Expaln the factoh affeciing cuslomersatsiactDn.

(12)

112)

112)

Q.Vl A Ooyou think emptoyees ptayimpodanl rote n

OR

Q.VL B. Desc be ihe types of clstomer saiisfact on n

seMce delvery? Give easons n
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