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Note: All questions are compulsory. Carrying of mobile Dphone during examinations wzll be
treated as case of unfair means. All questions carry equal marks

Q1.Why is customer satisfaction important? Which model can be best used 10 ana.lyze customer
satisfaction? :

Q2. Write a short note on: Deming PDCA cycle.

Q3. How “Quality” is defined by the customer?
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