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Instruction to Candidatcs:

1) Section - A is Compulsory.
2) Attempt any Four questions from Secti6n - B.

Section - A

a) What is quality?

b) RciationshipMarketing.

(10x2=20)

c) Bench rlurking.

4) Customer care.

e) Focus group.

f) Tools ofquality management.

g) Juran'sQualityTrilogy.

h) rso 9000.

i) Intemal audit.

j) What is matrix diagram?
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Scction - B
(4x10:10)

Q?J How is quality a means ao success in.a corrpetitive and global environment?
Discuss.

a

QJ) Discuss the role of consultant in developing and implementing ISO 9000
q ualiry sLandards.

Qr') Explain the role ofjapan in the rlevelopment ofquality concept.

p5) Explain the concept ofKaizer regarding quality.

Q6) Explainvxious stcps required 1o implement quality management systems. -

QZ) Discuss Juran's contribution for improvemerltof qualiry productivity and
competitive positlons.
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