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Instructions: -

(1) Solve any five questions
(if)  All questions carry equal marks.
(ii1) Draw diagrams wherever necessary.

QL.

A)
B)
C)
D)
E)
Q2.
Q3.
Q4.
Q5.
Q6.
Q7.

Explain the terms :

Quality

PDCA

Six sigma

Quality Circle

ISO

Explain the six basic concepts of TQM.

Write a note on GAP model of Service Quality.
List any 10 principles of laid down by Deming?

Explain the vision and mission statement for an organisation in terms of quality.

How can Kaizen help in daily operations in a 5 star hotel?

List and explain the tools required to measure customer satisfaction.
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