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Assignment 6						Total Marks: 30

1 Give short answers to the following questions:			(21)

1. Discuss the concept of Quality Management.

Quality in the tourism industry involves consistent delivery of products and guest services according to expected standards. Delivering quality service is one of the major challenges managers will have to face as it is an essential condition for success in the emerging, keenly competitive, global hospitality markets.
There are various tools that measure and improve quality service, as well as mechanisms for quality recognition in the tourism and hospitality industry. The most important factors are guest satisfaction, guest retention and word of mouth advertising. Aiming at excellence and profitability, the focus is on quality service; retention of existing guests by exceeding their expectations; continuous quality improvement; employment, regular training and empowerment of service-oriented staff; search for best practices through benchmarking; and, finally, pursuit of quality accreditation.


2. Explain the term 'service gap'.

A service is an activity or series of activities of more or less intangible nature. It normally, but not necessarily, takes place in interactions between customers and service employees and/or physical resources or goods and/or systems of the service provider (Shahin, 2006). Each customer contact is an opportunity to satisfy or dissatisfy the customer.
Today’s consumer has become increasingly demanding. They not only want high quality products but they also expect high quality customer service. From a consumer’s point of view, customer service is considered very much part of the product.
Service gap is between customer expectation and the actual services provided at different stages of service delivery. This gap exposes the weakness in employee performance. Organisations with a service gap may specify the service required to support consumers but have subsequently failed to train their employees, put good processes and guidelines in action. As a result, employees are ill equipped to manage consumer’s needs.



3. What are the challenges faced by the quality management in tourism industry?

Tourism organisations are facing huge amount of challenges they have to deal with in order to ensure their long-term growth. Specifically, quality management can be highlighted as one of the most important challenges for tourism organisations, and the importance of this challenge is increasing with ever-increasing customer expectations.
The significance of the quality management issue for tourism organisations has dramatically increased in recent years due to the highly intensified level of competition in the industry caused by the globalisation, low barriers for entering into the industry and a range of other factors.
Another significant challenge faced by tourism organisations relates to the effect of external factors such as weather, transportation (traffic jams, disruption of transportation etc.), economic crisis, any threats associated with the spread of various viruses and illnesses, threats of terrorist attacks. Any types of the above named or similar external shocks are going to negatively effect all tourism organisations covering relevant geographical areas regardless of the level of effectiveness of their quality management programs.


4. Explain the important points that managers must remember when developing strategies for quality management.

Senior level managers of tourism organisations need to understand that “quality assurance is a persistent problem and needs to be better understood, measured and managed” (Cooper, 2003, p.97). Therefore, tourism organisation managers should not approach quality issues as one-time problems and they should devise appropriate programs and initiatives that would address quality management issues in a constant and systematic way.
Effective employee training and development programs needs to be also mentioned as an important part of the recommendations formulated for tourism organisations for the simple fact that customer quality perception is formed primarily on the basis of service offered by the workforce. The training and development programs need to be organised in a constant and systematic manner and should aim at increasing the knowledge of the workforce regarding the importance of quality management and equip them with specific knowledge, skills and competencies required to contribute to the quality of the service.




5. What could be the reason that may lead to service gap or poor service quality in tourism industry?

In today’s turbulent market environment, many businesses are facing increasing competition and they have to the quality of their products and services. In some businesses such as travel and tourism the delivery of high quality services to consumers is increasingly recognized as a key factor affecting the performance of the firm (Atilgan et al., 2003).
Each customer contact is an opportunity to satisfy or dissatisfy the customer. Customer satisfaction with a service can be defined by comparing perceptions and expectations of service. When expectations are not met, service quality is deemed unacceptable and dissatisfaction occurs. When expectations are confirmed by perceived service, quality is satisfactory (Fitzsimmons & Fitzsimmons, 2006).
If expectations are greater than performance, then perceived quality is less than satisfactory and hence customer dissatisfaction occurs (Parasuraman et al., 1985; Lewis and Mitchell, 1990; Shahin, 2006). Several marketing researchers have explored the practical impact of service quality and its effect on consumer behaviour. The consensus is that higher service quality should increase consumer satisfaction. This should lead to better long run relationships between the service provider and the service recipient (Etgar and Fuchs, 2009).


6. What is the gap model of service quality?

There are seven major gaps in the service quality concept, according to (ASI Quality Systems, 1992; Curry, 1999; Luk and Layton, 2002),

· Customers’ expectations versus management perceptions: as a result of the lack of a marketing research orientation, inadequate upward communication and too many layers of management.
· Management perceptions versus service specifications: as a result of inadequate commitment to service quality, a perception of infeasibility, inadequate task standardization and an absence of goal setting.
· Service specifications versus service delivery: as a result of role ambiguity and conflict, poor employee-job fit and poor technology-job fit, inappropriate supervisory control systems, lack of perceived control and lack of teamwork.
· Service delivery versus external communication: as a result of inadequate horizontal communications and propensity to over-promise.
· The discrepancy between customer expectations and their perceptions of the service delivered: as a result of the influences exerted from the customer side and the shortfalls (gaps) on the part of the service provider. In this case, customer expectations are influenced by the extent of personal needs, word of mouth recommendation and past service experiences.
· The discrepancy between customer expectations and employees’ perceptions: as a result of the differences in the understanding of customer expectations by front-line service providers.
· The discrepancy between employee’s perceptions and management perceptions: as a result of the differences in the understanding of customer expectations between managers and service providers.

7. How customer care is different from caring for customers in tourism?

Any manager who thinks that customer care programmes are just a matter for the lower orders' is making a serious error. Customer care is crucial issue, and it requires the whole organization to review its attitudes. In to work, a customer care programme:

· must start at top level
· must involve everybody
· must have complete commitment from all levels of management.













2. Make a sample quality management plan for a tourism management organisation.

Hotel Quality Management Plan

The quality management plan focuses on key areas of service identified by customers and stakeholders, and sets out actions to improve the services. Customer feedback can be received through customer survey and develop Q.M. plan.
The plan seeks to complement and build on the initiatives like new web-based tools and pre-application discussions. Equally it seeks to ensure that the actions undertaken are realistic and achievable within the time frame in the context of existing resources.

1. Educate staff members

Implement a competence based professional development programme for managers to ensure they have the specialist competencies required to carry out their responsibilities effectively and efficiently. It also able them to manage their staff and give them instructions about:
-  prompt responses to customer requests,
- good understanding of the hotel and advanced information about its services,
- provision of adequate information,
- politeness and expected personal behaviour of staff members,
- expected appearance of staff members,

All member of staff feel that customer satisfaction is a responsibility of their job,

2. Build Business to Customer Loyalty
The hotel requires from every staff member who had contact with their guests, to  know the guests by his name and, when possible, other personal or business information about him. It’s simply remembering a few concerns that guests shared with the hotel staff the last time they stayed in the hotel. When staff member can show concern about what matters to their guests, that’s Business to Customer Loyalty.
Also, cultivation of friendly relationship is the key to make the guests feel at home and welcomed.  
Learning the customers’ special needs also helps to create customer loyalty.

3. Improve responsiveness to customers’ concerns

Managers to monitor and report on the nature of customer complaints/comments and agree with senior management action for improvement. Monitor correspondence performance to agree with senior managers actions to ensure timely responses of good quality.
If a customer comes to make a complaint,  hotel staff must be very serious about how they handle it. Is the customer upset and angry? First, calm him with words and action and show that they are serious about doing something to correct the problem. Even if it is obvious that the customer is wrong, sometimes it’s better for repeat business to take the loss and compensate the guest. Sincere interest in problem-solving by all member of staff is a must!
Managers and staff members need to remember, no amount of advertising can repair the damage done by failing to properly address a customer’s concern.
Introducing the following on the hotel's website can also help dealing with customer complains.
- a detailed step by step guide for guests making complaints, where they are dissatisfied with the quality of service they received while they stayed at the hotel.
- customer feedback survey through the Website, which will be used to further inform service improvements.

4. Provide customers Up to date information about the hotel and its services

The hotel management wish to ensure that the information about the hotel and its services are issued in a meaningful, timely and relevant manner, and accordingly will review its publications so as to ensure clarity and relevance, for example:
- available tour schedule – price, date and activity list
- exact and precise service (room, spa and restaurant services in the hotel and near by area),
- on time pick up service from the near by airport,
- any current promotion on hotel rooms are communicated with staff members and added on the hotel's website.


image1.png
ﬁ
o R




