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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	

1. Give short answers for the following questions. 
I. Define the term quality?

Supplying a standard that you sense is correct for  your customers always, means  pinpoint the needs of your guests and you must consistently supply those needs You cannot do what you wish you must do what your guests want every time and do it right from the first time onward the importance of staff performance & variable arrangement of product & services plays a big role in the quality service which is presented to our lovely guests who trusted us & being a guest in our hotel or restaurant.

II. What is the difference between ‘tangible’ and ‘intangible’ elements of service quality?

-Tangible :refers to the products  physical properties and the extent to which it can be seen, felt, heard, tasted or smelt as mentioned below :
The presence of physical amenities, equipment staff &communication tools is the ambient conditions that can include color, music, lighting, seating comfort & overall cleanliness of the places inside the hotels It has been confirmed that all of these items have their affect on customers’ perceptions and responses to the environment.

-Intangible :  refer to what cannot be seen, tasted, felt, heard, or smelled as mentioned below :

1. Motivators are those features of a service that consumers find to be significant mainly like being cherished & made to feel important and hospitableness that will make consumers feel loyal & VIP. 
2. Also it includes reliability, responsiveness, empathy & assurance they constitute an important role of service. These intangible factors are four of five intangibility is the essence of service because it is perceived by customers in subjective & highly abstract ways The dimensions of intangibles in service quality are reliability, responsiveness, assurance and empathy the dimension of reliability is defined as delivering the promised performance dependably & accurately.
3. Cleanliness factors are precisely those features such as hygiene of the bathrooms consumers have certain required standards & will be disgruntled if those standards are not met. However consumers are not moved to return when these standards are not met.

III. How is the hospitality service quality different from retail service quality?

-Retail service quality : 
The elusive components of the service make it hard for guests to find the benefits to be obtained from a  service before the purchase this can only be managed after experiencing that service. It is difficult to  quantify & define the expectations of guests, service workers & administrators in what the elusive  benefits should supply effective service delivery often is dependent on the guests experiencing feelings  of belonging & luxury that are hard to produce the majority of the retail service quality 80 %  from them self service & no comparision with hospitality service quality. 

-Example: there is no monthly or quarterly training & staff appraisal as well ,anyway let’s see the following actions : 

-Staff members will differ in their understanding of customer’s needs Components of human interaction may obstruct with performance some staff members may be more committed to positive service encounters.
-The expectation of the guests as to satisfactory services varies and can be hard to envisage.
-Production & consumption of services are inseparable; this is the third important feature of service.
-Patrons of the services themselves are contributors in the service delivery, for example, as are patrons in a restaurant or a bar they intermingle with the service provider, the atmosphere & the guests.
- Consumers are part of the service interaction and will help form it through their own observations of the service atmosphere and the observations of fellow guests.
-Consumers have a base level of anticipation of the services the least they expect.
-In the hospitality retail operations provide merchandise & service to consumers & this result in concrete & elusive benefits although it is simpler to manage the concrete aspects of the operation, both are significant & need vigilant monitoring.
-The changeability of services delivery of services is often inconsistent & hard to standardize due to personal nature of the interaction, between the guest & the service provider or the staff member.


-Hospitality service quality :
1. Customer hopes of service quality become a paramount decisive feature of service quality when compared to experiences of the service.
2. Guests they have a standard of expectation about what the service should be received compared to what they want.
3. Consumers also foresee what they imagine the quality to be like.
4. Consumers may differ in their outlooks those customers that have higher experience of a service will have higher expectations compared to those with less exposure to that service.
5. Providers of hospitality have a responsibility in influencing expectations customer expectations are influenced by promotional activities and advertising It is important those expectations are met by the service provided by your unit.
6. A unit supervisor must understand that consumers utilize the same restaurant and bar on various  occasions with varying expectations and aims you must appreciate these various requirements  and expectations so that you are better able to understand and focus on what consumers believe are important.

-Example : 
In restaurants operation servers check back on his tables asking specific question to guests regarding their food & their dining experience (it’s the top priority to the management to insure high efficient service quality, food & service.
-Example :  
 The majority of classified restaurants are using a comments card servers give it after meal then forward it to the restaurant manager if there any unusual comments in food & service the manager visit the table immediately before they leave & engage with the guest in conversation regarding the issue & apologize & solve it before the leave.

IV. What are the five dimensions of service according to SERVQUAL system of quality?

-Reliability - The skill to provide the guaranteed service consistently and precisely.
-Tangibles – The presence of physical amenities, equipment, staff, and communication tools.
-Responsiveness – The inclination to help consumers and deliver rapid service.
-Assurance - The ability and willingness of staff to deliver with confidence.
-Empathy - Personalized consideration provided to the consumer.

V. What is total quality management?

The emphasis is on consumer satisfaction by meeting the customer’s  needs & expectations  the arrangement is completely focused on the consumer’s satisfaction & elimination of  any hurdles to providing consumer satisfaction Individuals in the organization are crucial to  effectively obtaining consumer satisfaction staff training, incentives & empowerment are vital once more, effective implementations need to be complete commitment & this can be hard to achieve since it is often difficult to amend the administrations culture the tactics noted above are not of themselves mutually exclusive one method shapes on another & as we will see  later, effective quality packages usually include features of all these methods so organizations  which have been founded on complete quality management requires involvement of quality  inspection & quality control although the number of errors and problems should be largely reduced.



2. Discuss in details the quality advisors’ visit report and the areas it covers.
1. Safety and security: The main entrance should be visibly identified. Preferably, the doorway should be 
Well - illuminated. There should be a great amount of overall safety and security measures put in 
Place, including knowledge on procedures in the case of an emergency. Also, there must be written 
details of how to call for assistance in case of an emergency at night. Acceptable action should be 
taken for the safety of the lodgers and the property. There should be a way for locking bedroom doors 
from the inside and out, allowing entry of the room with a key. Lodgers should be able to leave the 
bedroom easily without the need of a key.
Sufficient amount of lighting should be available for safety and security in all public areas with ample 
light on stairways and landings at night.

2. Cleanliness: A high standard of sanitation should be sustained throughout the property, specific 
attention should be paid to the bathrooms, showers and toilets.
3. Maintenance: Structures, their fittings and fixtures, the furniture and décor inside & outside has to be well maintained in a sound, sparkling condition & must be safe for the purpose intended all electrical apparatus has to be well maintained in excellent working order.
4. Annexes: Where an annexed is a part of the establishment, the amenities supplied in the annex  will be 
included in the assessment of the establishment. Pathways & halls leading to the annexes must be in excellent condition well lit and even surfaced guests must be informed at the time of booking or later in the event of a change, if the lodgings offered is a separate annex, or has individual external access. The locality of this lodge should also be specified.
5. Reservations and prices: The style of the accommodation should provide suitable welcoming and well organized service. All questions, requirements, reservations, communications and grievances from guests should be attended to quickly and courteously. It should be specified to the guests precisely what is included in the price quoted for the room, meals, and refreshments, together with service charge and any other surcharges, e.g., credit card use a pamphlet or brochure should be accessible the price quoted at time of booking should not be surpassed and all quotes must include VAT all housing providers, regardless of the size of the organization, should show the following in the entrance or reception area. This information should also be displayed outside the premises:
-Existing price of the cheapest and most costly single room
-Existing price of the cheapest and most costly twin or double room
-Existing price of the cheapest and most costly family room
-Prices should be quoted either by ‘per person’ or ‘per room’.
-Prices quoted must include VAT ( value added tax )
6. Administration: Each guest should be presented with the bill that is clearly written and well laid out. 
The bill should provide the details of payments due and a receipt, as required.
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