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1. Give short answers to the following questions: (21) 
I. Discuss the concept of Quality Management.
Quality management is a system used by all types of businesses all around the world. This type of management system can help any type of business provide consumers with the best product and/or service possible by coordinating its activities, which leads to an increase in its effectiveness and efficiency. There are many different types of quality management systems used by businesses. Through these types of systems, a business can monitor and measure the quality of its products and/or services being offered to consumers. An effective quality management system helps a business to increase its competitive edge, augments its organisational development, highlights its customer satisfaction, and more.

Through quality management, a business finds that it is able to gain a competitive edge because it can better understand all of its operational processes. Understanding operational processes enables a business to improve them, which, in turn, allows for innovation and enhancing of the quality of its products and/or services being offered to consumers. Some of the most commonly used quality control process improvement tools are process mapping, brainstorming, scatter diagrams, control charts, and force field analyses. These tools help an organisation's employees to stay creative and productive, which increases a business’ competitive edge. It is important for a business to carefully choose what quality management tools it uses, as different types of businesses will use different types of systems.

Organisational development is improved for businesses that use a quality control system. This increase in development stems from all organisational employees staying aware of their organisation’s product and/or service quality. The more focused and educated an organisation’s employees stay about quality, the higher quality the organisation’s products and/or services will be. Quality management systems also lead to quality planning, which leads to an improvement in employee communication skills, a broadening of employee skills and knowledge, as well as an increase in organisational flexibility. These systems also improve an organisation’s internal customer/supplier relationships.

The application of the Concept of Quality Management in tourism operations emerged when many countries realised that all tourists are not the same. They are dissimilar on the basis of their origin, travel purpose, length of stay, activities, etc. For instance Japanes, Germans and other North American tourists are often thought to be particularly great spenders. As a consequence to this many countries have developed their services to meet the needs of such a kind of segmented tourist market. Because of this many countries/destinations started announcing that they want quality tourists. However, the assumption here that a high spender will also be a quality consumer in relation to sensitivities still remains a question mark. 

II. Explain the term ‘service gap’.
Gap between service quality specification and service delivery: may arise pertaining to the service personnel. This could arise due to there being poor training, incapability or unwillingness to meet the set service standard.

An example would be when a hotel rooms have very specific standards of hygiene communicated but the hired staff may have been poorly trained on the need to follow these strict protocols.



III. What are the challenges faced by the quality management in tourism industry?
One of the real challenges for Quality Management in tourism operations is to establish or determine what customers consider as excellence in service provision and design of service delivery system so as to deal with individual tourist’s requirements and needs. 

Many players in the tourism industry have started targeting individual customers by adding value to their products through an analysis of what the individual perceived as quality. Naturally, the costing and pricing both go up in such cases. Others in this sector have attempted to provide budget category of tourists. It is a strategic policy and planning level that the tourism service provider may need to agree on how to improve continuously on the quality front in providing the services so that the tourists experience is enhanced. 

Another challenge in this endeavour will be the process of travel is not perceived to ensure that as a mundane and stressful experience by tourists. Whatever be the stage, implementing a Quality Management strategy is not an easy task for service providers where it may involve a change in corporate culture. Nevertheless, if management is seriously willing  to embrace certain principles, then the management strategies will prove to be the key to successful implementation of Quality Management in tourism operations

IV. Explain the important points that managers must remember when developing strategies for quality management?
Managers wishing  to develop and implement strategies for quality management should consider the following points: 

• Having long term commitment to constant improvement, (sustained service/products development)

• Having a culture of “right first time”, the concept that it is beneficial and more cost effective to take the necessary steps up front to ensure a product or service meets the requirements rather than providing a product or service that will need rework or not meet customer needs. In other words, an organisation should engage in defect prevention rather than defect detection.

•Employees need to be trained to understand quality, customer supplier relationships, as customers are looking for a supplier relationship when they buy a products or service.

•While purchasing managers should not just focus upon price but take in to account the total cost, should manage improvements in delivery system and should introduce new methods of supervision and training,

V. What could be the reasons that may lead to service gap or poor service quality in tourism industry?
Among the numerous reasons identified for the existence of service gap a few notable ones are: 

•When top management does not give employees any priority or when they have wrong priorities; 

•When middle managers and front line employees are not empowered to make appropriate corrective decision on the spot; 

•When the environment or structure of the organisation does not encourage innovation and creativity; 

•When top management is complacent; and resistant to any amendment that should be implemented to develop its products and services.

•and When top management has lost control of one of the gaps delivery or communication. 

In order to ensure quality in tourism operations the service provider has to fill in all the gaps.

VI. What is a gap model of service quality?
The gap model of service quality is defined as the difference between the perceived service and the expected service.


In 1985 a group of authors, Parasuraman, Zeithaml and Berry, developed a service quality or GAP model. There are five different service GAPs that were identified by them.


•The Knowledge Gap - this is the gap between consumer expectation and management perception.  It is when customer wants or desires are incorrectly perceived by management.
•The Policy Gap - when management incorrectly translates the service policies of the company into guidelines for employees, this falls into the policy gap. Some examples are a poor service design or an ambiguous service design.
•The Delivery Gap - this gap represents the weakness in employee performance. It is defined as the gap between service quality specification and service delivery.
•The Customer Gap - when customer expectations and perceptions differ, there is a customer gap. Some factors contributing to this one include insufficient marketing research and not focusing on demand quality.
•The Communication Gap - this happens when companies raise consumers' expectations and do not deliver.

VI. How customer care is different from caring for customers in tourism?
Customer care involves providing quality service to the tourists, ignoring this, the company will find it difficult to attract customers. Both in the field of inbound and outbound tour operations, since there is a fierce competition to tour operations win and retain clients. Only those who really provide good customer care have a hope and scope for surviving in the business of tourism. Tour operators should always remember that they are operating in the field of specialised service clients wherein clients have high expectations of the services provided or will be provided. Meeting these expectations by the company largely depends upon how good the management is at delivering. It can either make their dreams come true or turn it into nightmares. 

On the one hand there is a situation wherein when these expectations are not met the customers remain unhappy or on the other hand, services are delivered with a quality beyond their expectations and hopes.

By contrast, caring for customer is to take their complaints seriously, even when it is exaggerated and letting the client know that the company is prepared to listen and help. It is advisable to stay calm and keep the speech and tone business like. Question must be asked to client to get full details. While doing so comments can be used like, “I see”, “I understand” or “Do go on”. All this clearly indicates that while caring complaints must be handled tactfully. If the customer care is the way customer expects, the company can establish long lasting personal as well as professional relationship with their customers.

2. Make a sample quality management plan for a tourism management organisation. (9)
Quality Management Plan for a tourism management organisation
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Project Delivery Team (PDT) 

Project Manager (PM) 

The Resource Provider(s) (RP)
Project Manager Plan (PMP)
The Project Manager (PM) is responsible for:

· Documenting customer expectations and consensus quality management objectives at a project-level that supports the implementation of the PMP. 
· Using the expertise of their project delivery teams to determine the procedures necessary (such as independent technical review) to achieve the target level of quality. 
· Ensuring the customer endorses all quality objectives included in the Quality Management Plan. 
· Understanding the customer’s role in project success; the PM’s relationship with the customer is pivotal to providing quality service.
· Working with the customer early in the Project Scope and Customer Requirements Definition Process to determine customer needs, and refining those requirements in light of safety, fiscal, schedule, and other constraints; considers the cost/benefit of all quality improvements.
The Project Delivery Team (PDT) is responsible for:

· Delivering a quality project 
· Performing an active role to ensure the customer's quality objectives are clearly articulated and that the customer understands the essential professional standards, laws, and codes which must be incorporated into the project Monitoring the quality of their own work 
· Keeping the commitments for completion of their portion of the project, as documented in the Quality Management Plan  
The Resource Provider(s) is responsible for:

· Monitoring the quality of the products and services produced by their team members serving on PDTs or the contractors they use to supplement their in-house capability 

· Teaching, coaching, mentoring and training staff so that they have technically competent staff to assign to PDT’s 

· Participating in selection of outside consultants and service/goods providers to ensure they are qualified to perform assigned work 

· Assigning team members to project teams commensurate with their ability and experience 

· Consulting with PDT members on a periodic basis to get feedback and make adjustments as necessary 

· Ensuring that there are processes in place and qualified staff or contractors are available to guarantee that an independent technical review is conducted 

· Serving on an independent technical review team, when appropriate.
Quality Management Plan Methodology

Plan

Identify the customers Quality Objectives. Help customers express quality expectations in objective, quantitative terms. Identify professional standards including legal, environmental, economic, code, life safety and health. Balance needs and expectations of customers and stakeholders with cost, schedule, and professional standards. Evaluate the costs and benefits of selected quality objectives and the processes to be used to achieve objectives.
· Develop an effective plan and processes, including quality assurance and quality control procedures, to achieve objectives. Consider risk/hazard factors and complexity of the project and adapt processes to provide the requisite level of quality. Document in the risk management plan any project variations from the local QMP requirements. 
· Develop performance measure thresholds to ensure agreement on the definition of success relative to Quality Objectives. 
· Ensure customer endorsement of all quality objectives included in the Quality Management Plan.
Do 

· Do the work according to the approved PMP and standard operating procedures. 
· Project execution is a dynamic process. The PDT must communicate, meet on a regular basis, and adapt to changing conditions. The Quality Management Plan and PMP may require modification to ensure that project objectives are met. 
Check 

· Perform independent technical review, management oversight, and verification to ensure that quality objectives are met consistent with District Quality Management Plans. 
· Check performance against the PMP and Customer Quality Objectives performance measures thresholds to verify that performance will accomplish Quality Objectives and to verify sufficiency of the plan. Share findings with all project stakeholders to facilitate continuous improvement.
Act

· If performance measures thresholds are exceeded, take specific corrective actions to fix the systemic cause of any non-conformance, deficiency, or other unwanted effect. 
· Document quality improvements that could include appropriate revisions to the quality management plan, alteration of quality assurance and control procedures, and adjustments to resource allocations.


Student Statement:

By submitting this assignment, I confirm that this is my own work.
	Student Signature
	CAMILIA BOUHDID GHOMARI
	Date
	13/02/2015


For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	


   Assignment Cover Sheet











