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QUESTION 1 

As competition grows around the world, Namibia must raise its standards in facilities, tourist products, and 
service delivery. 
Select the correct answer and explain your choice giving examples from Namibia 

a. improving the quality of existing products as well as developing new ones 

b. Improving range and quality of visitors' attractions 

c. improving the quality in service delivery 

d. All 

QUESTION 2 

Choice selected = 5 

Explanation=lS 

Total marks = 20 

Quality costs fall under two main categories: costs of achieving good quality and costs of poor quality. 

2.1. What is the difference between the two costs? 

2.2 List five costs of achieving quality service 
2.3 List five costs of poor quality 

QUESTION 3 

10 marks 

1x10=10 marks 
Total = 20 Marks 

Customers' judgment of quality service provided is based on outcome quality, process quality and physical 

environment quality. 

In relation to the above statement, discuss the five dimensions of quality through which customers 

assesses the quality of service delivered. 

4x5= 20 marks 

QUESTION 4 

The unique characteristics of tourism, hospitality and culinary industries have implication on effective 
delivery of quality service. With a description of the unique characteristics, explain this argument. 

20 marks 

2 



QUESTION 5 

Differentiate between the following terms and provide examples 
2.1. customer's view of service and operation's view of service 
2.2. internal and external customers 
2.3. inputs and outputs 
2.4. intangibility and inseparability characteristics of the tourism industry 

TOTAL MARKS 100 
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4x5 = 20 marks 


