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llol Ic tlSA l.lc\orls
o 0l)' Ilo\1rc ljSA. thc ljlih lurqcsl slii (]|crllo jIlhrtl ltr!l Stxr!s. rr rc|irrer r.ii rS. !oll.

rrrd lo(1!ing plr)pcrlics lhroughoul lhc r)utlon. lls sl,iit)g ol)L ittl(iIs nt rL(1. l]lg Sl.\

in Monlurra. (rystltl l\4ounlrin in \\,ushineLlrrr. Ilringhton in []tut. unr rrro rl.r

tcsorts in NlicIigLrn. lhc scrviccs nlllicling co]nl)ilit\ o\\|s l(xlgjIg i rl goll rr\,)rL

p11)pcrlics in lrlotilu. lcnncsscc. rLIl \'liehiran.

Ilo)nc LlSn bcg.rn opcrNlions in N,lichigirn lrhcrc lrr l(lditi(jn lo it\ 1\\L) \l,i rrs()rt\.

[]o),no Mounlain ilnd 1lo]nc Ilighlunds. it opcrrt!.s lltc ba\, llilrboI rts() .l]r\
hartor inclLrdcs a Ilvc star holcl and !oll coursc.

lror hrll'll ccnlUr\. Ilolnc LISA 1i)u dcr. l:\'rrctr liirchcr- lnr (lr\Lll.rl ri\ lt! t,j

dcvclopirg dcslination rcsorts lhilt cmhodr his orc rnrl pirssioI li) rlrr ! !rl
oul(loors. I lis conrl)rchcnsi!c visioI un(l dcsi1]|l Jirr ri]r I \ u\ clrrJi ll\ pluN rrrl. (,1

just to cnsurc lhc wcll-bcirrs ol tlrcr)lllurlr sUr'()Ltndin!s il]rl tIr[ ]rllrltLrjllr){s. bLrL Lt)

cnrtrclli\h ilnd bLild rpon Llrosc trsourccs. llc r\rn1cd g!rcsts L(r c\|]e.irrrr llrc

\\or(lcrs ol-1hc _llo)llc LilcsLrlc .

'lhc Iloync lilcsl),lc-l!r\urio0s surrounclings. irnpccclll;1c scn icc- lrrrl oLLrsraILl ILr

aficnilics in a pristilro sctting is N lilcst) lc shilrcd by' pcoplc ol lilic nirrtls rrlrrr rrIrrr

thc bcsl thxt lila clln olicr. \\/hctlror il bc a rlay on u ch nlrionslrip !L)Ll !.(irrsc.

fiurnlilin biliiIg in lllc bucl( co ntr'\'. l qLLiel dily r)ri tltc bcrch. or llI c\rr) qtLirtcr

dllJ, inLcfiUplcd onl)'tr), lJrc slontilnroLt\ c\ci(0nrrnt ol llln(lin! l tftrl)lr\ ti\t rL I ol

your lIvoritc rircr. r llolnc rcsott cuI pftrviLlc it.



l:(n c\unrplc. thc lnn rl I}rl). ILrb()Ilr is thc ccntcrpiccc ol lh\ Ililrborlr Vllrrsc.
whlch is.scl along lll{j NLrLor's cdge. lhc lntr iit ljit\ lL t(r r's ilrehjt!etrLtirl rlr]r!

. rcliin,l . tl r ltcrir.r:r rr .l .t\l(.,I IIL --...II l r 11.t ..!..\.Il. .t\ ,r,,, I, r,r \tr lr ::..
inrrs. Il pft)\idcs lU\urics ucerrnrlro!l liot)s. llrr il le.Jrrrr!s lll on!. .1\\1,.. iL r(l

thrcc-l)cdroon suilcs. th0 Ilr\ lllrrtr,rI lre.r.ilr I l h. tlr( \p.L . LIrc lnn , lJll\

llrtrboLr(a lirll-sctvicc spx). Iool. conlfrencc lrrllilics irccorrrrro(lllriir! !.\)L l)\ tr,rrj
l5lo270. plUs u sl)cclrcuiiI lir(clio t rcslitUrxnt. ]hc lnn lr llir\ llxrl)oLlli]li,rl\
qucsts brcrllrlirli;n{ vic\\s {)l I Nl,c l\4ichigNr rn!l tIc srLn-()U|!ljtrs eorst.

Qucstio s

!r) Wh0t arc lhc lriosl impol.tan1 chnractcristics ol lhc scn,icc lllrt llov|c I S,\

rnilrkots?

b) llo\v ilnpo unl iscntplor'cc inle,'ltction \\,ilh cr]sLontcrsilr

r tS.r'ri.L rlurlitr irrr,,tr.. nr.r'Li r. . ..t,, r\1.-..t.t .r .

thc llay llal )oUrrcsorl imp()rc scrvico qu liL\.)

{ij rtis)
d) ll r custuncr lus il problcnt or is cli:jsllisllcd Nith a scr\,icc. lros siroLrlLl thc

custontcr's problcnt bc hrrndlcd?

(5 l\ l,rrlis)

t7 \llrLs)
ll(i\\ illrl lhr rlirtl iL1

( li,rxl

l\llIlN)

llrrls)

Q 02) '( lst(nncr scn,icc is a scrics ol ucti!itics dcsitnc{l to cIhuIcr tl]c lcrfl Lri rU\l(, rcf
srti\li(:lion'

l) Whrt do ),o!t undcrstii (i b! thc tcnn .cUstontlr srr|icc-,.' I\nlitir \\ th

c\rntplc.

(lJ

:JI

h) I)cscribc thc qualilios ol-it lood cusknncr scrvic0.

(5 I l,rrl,r)

(6 N lxrlis)

(l ltu rlis)

c) lllLrslrrlc thc r)rrin cotrrponc0ls ol l)l{OMl)'l llIfr)lcll 1o scrviccs.



Q 03)

Q 04)

a) Why clrslomer rclalionship marl(eling is inrporlant lo all busin

b) Dosoribc thc dclcrlninants ofcuston0r Llclivcrocl valtlc

c) l)cscribc lvlichacl Irorlcr's valLrc chrin $;ilh lts l)llsic aclivi(ic\.

ril l8 [ llr['FF li'i
e bric llr,

?,-;"tr,

((' l\lrrlis)

(7 N4rrks)

( lindl 18 M{ri(s)

a)

b)

Describc the customcr scr!icc en\'iroilmcrlt and ils impoflanoc

(5 ['1i rlL\)

I'low can a urarl(e{er use SEItVQtIAl- dinrensions in t'tlarraging custonrer'

c) Slate some customcr scNicc challcngcs

a) Why cuslomcr salislaclion is so impoflanl lor cveD' organizalion ?

(6 l\4Nrks)

(? N{lrrl()

('l'0trl l8 vlrrl{s)

s)

b),Argue the advanlage and disadvantagcs o1"'Mystcr)'

in Deplh inteNicw"-

(5 N'la rl{s)

shoppirlg" & ono Lo onc

(6 Mrrks)

c) Doscribc thc proccss ofintcrnal & crlcn1al scrvicc q aljty lncasLrrcmcnL.

(7 Mrrl$i
( l otIl lli ]\'lrtrks)

.Ll

(5 N'lxrksi


