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11)Discuss the concept of quality management.

Quality management ensures that an organisation product or services is consistent quality management has 4 main components:
Quality planning
Quality control
Quality assurance
Quality improvement
Quality management is focuses not only on to achieve it: Quality management therefore uses quality assurance and control of process as well as products to achieve more consistent quality. The concept has now been massively superseded by definitions emphasising upon quality problems that are related to production or delivery mechanisms. It has been identified into 5 gaps, which may develop in the service supply process and interface these are:
· Positioning- between management perception of customer expectation.
· Specifications- between management perception of customer expectation and actual service supplied.
· Delivery- between services actually specified and delivered
· Communication- between services actually delivered and that externally communicated to customers
· Perception-between the service quality perceived and that expected by the customer. 

11) explain the term service gap

Service gap is the difference between providers and consumers perception of service quality for example:
· Professionalism and skills -customers will see the providers as very aware and are able to solve their problems in a kind understanding ad professional manner.
· Attitudes and behaviors-customers must feel a genuine, friendly, concern for the and feel there problems are being treated properly.
· Access and flexibility - customers must feel that the provider is prepared to adjust to their needs.
· Reliability and trustworthiness- customers must trust there service provider 100 percent.
· Recovery- customers must know the correct action will be taken if anything goes wrong.
· Reputation and credibility- customers believe that brand image stands for good performance and accepted values.
In order to make sure that quality in tourism operations the provider must fill all the gaps.

111) what are the challenges faced by the quality management I tourism industry.

Quality management in tourism operations emerged when many countries realised that all tourists are not the same. Due to having different origin, travel purpose, length of stay, activities etc. North America tourists are often thought to be great spenders, but a few challengers faced by the management in the tourism industry that could be that there can be situations where the high spenders because of there high purchasing powers may become more exploitative of tourism resources. Other countries have also discovered that the market which is highly segmented is to be linked to the available resources and infrastructure at the destinations. Quality management from the perspective of marketing cost-benefit ratio depends upon a few different factors, such as the time reference unit of expenditure, how much money is spent, the sectoral and regional patterns of expenditure, governments objectives and goals in this direction. Another challenge will be to ensure that the progress of travel is not perceived as a mundane and stressful experience by tourists. Managers must consider the following:
· Should have long term commitment
· Trained employees
· While purchasing focus on total cost and quality
· Management improvements in delivery system
· Introduce new methods of supervision and training
· To improve communication you should breakdown inter departmental barriers

1v) Explain the important points that managers must remember when developing strategies for quality management.

Some important points that managers must remember are:
· To improve customer service provider relationships
· Better managing processes
· Change in organisational culture
· Commitment of employees

A strong management information system that is backed by strong feedback from the customers as well as front line employees will help run a quality management system.

V11) what is the gap model of service quality.

The service gap is the expected service- perceived service. Gap analysis formal means to identify and correct gaps between the service and perceived levels of performance. The gap analysis is used by organisations to analyze certain processes of any division of their organisation.
The key factors are:
 customer expectations
Gap 1 - not knowing what customers expect
Gap 2 - not selecting the right thing
Gap 3 - not delivering to service standards
Gap 4 - not matching items
Customer perceptions

V111)How customer care is different from caring for customers in tourism.

The managers job in tourism business includes providing quality service to the tourists. This includes the concept of customer care. If you ignore this it will be extremely difficult to attract with the customers. With all the different tour operations there is a very competitive competition to win clients. Clients have a very high expectations of all services provided in tourism. You can either make there dreams and wishes come true or break them and make there holiday a nightmare. Customer satisfaction is achieved not only by giving them value for money but also by winning them for repeat business and good publicity. You must always take complaints seriously, even when you o it has been exaggerated or is unreasonable. You do this so your client no’s you are thee to listen and help. You must always stay calm and use a professional tone and speech. You must ask lots of questions, to get all the details you need. If the manager of the travel agency business are able to take customer care to the standard customers expect, you can establish a long lasting relationship with your customers. Satisfied customers will start recommending your name as friendly, reliable and caring service provider to family , friends or business providers. Quality management is the key to success to a successful tourism operation.  


2)Make a sample quality management plan for a tourism management operation

The first step in my quality management plan would be to get all parties to agree to plan together. You should make sure all people involved are in an agreement about the plan and what is involved. These could be members of staff, management, overseas staff etc. The next step would be to gather all the evidence needed to show how well we are doing now in the tourism industry and how we can all pull together to improve the standards. We then have to come to an agreement to settle which direction to take and where we want to get in the future to improve our services. We the have to identify what action we need to take to get to the place we want to get to and achieve, and how everyone can do this as a team or with there own personal jobs. While all our new plans are in action we must keep track and measure are progress to make sure it is working and going to our correct way. Or even to see if we have achieved our target to get happy customers. While all the planning we must always remember not all tourists are the same. They have different origins, travel purposes, length of stay, activities and there reasons to travel. 


 


