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INSTRUCTIONS

Answer all questions.

Read all the questions carefully before answering.

Marks for each question are indicated at the end of each question.
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Please ensure that your writing is legible, neat and presentable.



Q1

Identify and discuss the challenges of providing high quality service in the tourism industry
20 Marks

Q2
Critically discuss the four characteristics of service giving examples from the tourism and hospitality
industry.

4x5 = 20 Marks

Q3.
3.1 To your understanding what is service operation management?
10 marks

10 marks
3.2
List five tactical challenges faced by service operations manager

5 x 2=10 marks

Q4.
Critically evaluate the reasons that led to the growing importance of skills and techniques in service
design for service quality in tourism?

5x4=20 Marks

Q5.

Identify and briefly discuss 5 of the 8 principles of quality management.
5x4 = 20 marks



