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ABSTR{CT

Slrire qmlilr' and cNlonid sJrlsiactioo de \sr)- ijrponmr .onc.t( rtr! cornnaftes

mus undealard il thel $afl 10 rcnrain conpclilile rnd grcw ln roday s c.njtchn\c
eDliron rrnL delivcrinr hjrh qu.li1! senice is l]lc k.r tar I $rnainablc .oDpcrnnc
,dvarh!.. Cllromcr sarisJhcrion docs hrve a posiriv. c|ad lrn u orsanizarjon s

fioikbililr. I1[ \lodj- ilvcniexles the nnF cl !l seBice qualiq on srtnldnr bJ,

loNing .n lhc ichtunship b.N.en senicc quliq and cujomcr sxist ction nl
hor qu.inr cu b. i.rp(red in nrc scR,ce f n.

'l r.litr ohiecrive ol lhr\ nudy is to tucrrna rhc lcv.t ol scryjcr qurtny and

cus{o er s.tishct.n & ns nnlxcr. ollcasnie:rnrce ijr pcorLc s lcasi.e $d tirunrc

PLC nr Mlnnar Dnricl. Prnnair dnrr his b.cn .rlterred trom lhe Lslomcf ot'

IeoDk.s lcai'rr aDd linlfce l,Lc iJr \lannar Lristri.r. conyenierl \anrptitr! mcrlFd
qas uled ro .bllin 150 .6pondor Iiom rhe cusloDrc6 .t l[sing \enice

Qrcnnhnrl.cs $.tu analts.d !sin! Spsstgtoolrrrkracrndcolicd.d ddi Rcrc u\ed

10 ren lbr.rdclusing de$Lipriv. innllris.lI. r.sulr reveJts rhe inpon..l ct.D.rs
ol scr_ic. qurlitl arc hnltbitirl. r.tirhilij]. rspo \i\cnrss, rssu,an!e and cnrpalhJ

$loe identilicd sirnin.Mc.\ (r cusromc^ sdidacrior thc titutjn!s indjcrrc{t lbrt

dd. n modc'arc ic\cl ol scNr.c qualirl in pofte s telsiDe tujd rin,Dcr pJ.a i,r

ivlaDrar lhrc din.nsions ol scnice qriatily drxl Lrnsjbj{i: rsponsilcd.ss and

r. .F t -l .o'. , J .r 'ri.t,ilx 
'

lor anJ inodc.xte le\:cl rcsr.cr |elr'. r\r th. same itnre.f rft dim.nsi,* oJ cunorner

sxlhfx.hor pcAoonel, pmdkl imrle. ssvi.. rsd accrssi.,irLmod.r,rc lc\et.r.
n. ., , ,s , rf.>...1r,.rJ|i , o, ,

,ir .t .\-r ' ,', - .,t, .p*r.,/r r. ifi.,r
,o. , r1,,.,'lor c, ., orz, " .." .,,
' 'J ' o l, .", i., \j I co ,,r.n(,
.' . ., crdl h .1 ., r) t... .t ,, I ,.le\r,t ,,.,.

qmlilr hrs thc inllucncc .n cuslomos salnllcrion. This nro{r rhxr teople s leisiD!
aDd inNcel,LC need to d.vebl ils sefli.cqulii! ro incrcisc th. salnlilclion ro]on!
lhe rustoneL nr Nlannar District.

Kcy $;rds: rrngibilir-v. Relj,hilitr, Responsncness. issnrincej Enlxrhl,
pers0nnelj imrsc. Drodud. seni.o. ,nd Acccs.



TAILE OF CONTEN1S

ALtnovedCr'trnr...... I

II

lIl

x

6

1

Lr'oll-rEure......

Cbrpter-1 Introductior

I B,c\"rcrtofd' SrrdJ .. ... ...

1

9

I
t0



2,4 Dennirion of stoneG

2 5 CNloners sdkfecil.n

2.\ ' oN' nel ..... .....

2.5.2 Producr.............................,,

2.<.t Ln6Ce

2.5.4 s.ni.e

2.55 A.ces .....

261-Ntu.eo'netuu .e .e (

2 ? Senic. qubr 1 dd.Lnor4 .d rd rion rheore. .....

2._ -Le ftroD olA . ri'lo o,

2 7.2 Tl( teoD, lr onraq ll. .1eoq ..... ...- -. -

) 8 Senrce qtal' I md.r'o ners.ari,. o' model.... ....

'8 j sFlvQIlqr \r'oJ{ ..".... ...

'/78: Karo rodcl

2.0lrpo1Mrrr. brs drcL{on s r.\t&rioi.... ..

IO

I

t6

t6

16

t7

17

t1

t7

I8

I9

t9

l9

21

)1

25



Chrprer -l ( onccpru,li/a.i0D rnJ Opemrian,tiatron-,....

Ll Iru.JL...or.

1.2 CoNeptualiurion............ .....

30-3?

30

l0

30

3t

3t

l1

3l

32

:12

32

32

33

33

l3

l3

3l

ll

l5

1



Ch.pler - 4 MerhodoloEr,,,--.--,.

4.1 .r odr c. or

r.2 StudJ sfr ne

4aTypeolir es gd.un.... .....

4.5 Unit olddysh..........

d.o Drd nE.enrar o^ dno d., r..

d.o.l D-rpreser , on ......

4azvald \dndR! i ' )..... .. .. __

!.o DJbtrat,.rnd l.rl.d.or .....

/d.o.r U' \, iqrcr dlls.s a]]d \:1a.or

I.ll I \rolhe i l",:..... ........

412strr.4....... .... . . -.. '1.. :.a
tntptcr -,5tDrl, Pre!enlrrion.nd 1naIns.............,,...,,,,:11t
'.1 jmo r,'o1 .....1... ... ....... .... ...-..:

5)ilel.ooili). .........

5.3 Pe .on'.ln,otrdIo 
'.....

5.3.1 Cender distribuion of cus1ones..... .......

s.3.2 A[e disribution olculoDm

38 -,12

38

38

l8

38

39

39

39

39

3t

39

4l

42

12

43,62

43

4l

1

j



5.3.4 Dishibution ol nriral

s.3,5 Disrriburion of educarion

5.3.6 Dhdbution of custonen

5.51 yloheri d

.-jn, _ lJ-:{1r!!' j

45

49

52

63-13

6l

63

6l

63

6l

48

1



7J(onlrqorol!t.on. ..dri.lo..ior. .... _ __ ,

?.4 qo1.tL. 01 orihr". I ot. e1',. r*i. .. rr,h;r, ... ..I- 
;.r-/j c.(onrdq d. ..' -,

2
T.6limiuro.&da$rpr',ns. .......... -

7.6.2 4".hprio.

/ / Jumaly

Referen.cs,,.,,,,,,............-.....----.........

6l

64

65

65

67

68

'13

75

75

'76

78

?8

18

79

80


