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Question 1 _ (20 Marks)

Kotler and Kettler (2007) defined quality service management in the tourism and
hospitality industry referring to service characteristics. What is your perspective on the
definitions of quality service management? Refer to the service characteristics in your
argument with practical examples.

Question 2 (20 Marks)

People interacting with guests are to make a difference in how customers feel about the
value and quality of the experience. Outline a detailed plan on how you will empower
your employees to provide excellent service delivery at a five-star hotel.

Question 3 (20 Marks)

Discuss the mechanism used for quality recognition in the tourism and hospitality
services. In your discussion, elaborate further on the challenges of classification of
hospitality establishments in Namibia.

Question 4 (20 Marks)

Discuss the impact of technology innovation on quality service delivery in the tourism
and hospitality sector. In your discussion, provide at least four examples of some of
these technologies.

Question 5 (20 Marks)

Bruce Laval of the Walt Disney Company came up with the term “Guestology”. What is
your perspective of the practice of guestology in the tourism and hospitality sector. Start
your argument by first explaining the term with practical examples.

Question 6 (20 Marks)

Parasuraman, Zeithml, and Berry (1998) introduced a service quality model. Discuss the
dimensions of this model and apply it to the NUST Hotel School.



