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Guidelines:

e This is an individual assignment.

e Students should choose a service organization of their interest.

e No two students can choose service organizations from same service sector.

e The study report submission will be followed by Viva voce exam by the course facilitator.

Chapter Scheme of the Report:

Executive Summary: Brief Overview of the study, key findings and conclusion.

Introduction: Purpose of the study, About SERVQUAL model and its uses.

Research Methodology: Objectives, Questionnaire, Sample design and demographics.

Data Analysis and Findings: Tabular and graphical representation of data; Analysis and
interpretation of the gaps between expected and perceived service quality dimensions.

5. Recommendations and Conclusion: Strategies to reduce the gap and conclusion based on the study.
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e The Viva Voce exam will be evaluated for 25 marks, which will be reduced to 5 marks while
considering for CIA calculation.
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