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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. Discuss the concept of quality management.
2. Explain the term ‘service gap’.
3. What are the challenges faces by the quality management in tourism industry?
4. Make s sample quality management plan for a tourism management organization.


The concept of quality management is focusing on product and service quality, and also on the means to achieve it.
Quality management is using quality assurance to control of processes and products to achieve more coherent quality. In other words, quality management is supervising all activities and tasks in order to provide a sophisticated level of quality for products and services.
In addition to quality management is helping to avoid problems and prevent making mistakes, beside is giving a lots of solutions for many of issues.
Quality management has four main components like quality planning, assurance, control, and improvement. All these components together are very important to keep a good standard of quality, however if one of them is missing or under look it might cause aggravation a quality of products and service.
Service gap is a break has created between customers and business. The gap emerge when the customer’s demands and needs of service or product doesn’t match up with their real expectation and experience of service and product. There are five gaps that can lead to unsuccessful delivery of service:
· The business didn’t properly notice what customer needs or demands.
· The business may have properly notice what the customer needs, but didn’t set a performance standards.
· The business assumed expectations from company advertisements didn’t match up with the time of service delivery.
· The business didn’t deliver suitable training or was unable to meet the set service standards.
· The customer misinterprets the service quality provide by business.
In order to provide a good quality service in tourism, therefore, the business must fill all the gaps, other way the gaps can hold back a company in some way and eventually ruin all business.
The challenges of quality management in tourism industry are:
· Too many countries is competing for high spending tourists, and on the same time they are under looking tourists with low spending of money on holiday.
· The market is highly segmented so it’s cause different kind of approach to quality of products and services.
· Quality policy should be clearly defined with objectives and goals to fit right target market.
· New methods of supervision and training should be introduced in order to train employees for better understanding customer needs and demands.
· Commitment to constant improvement and better managing processes.
· Managing the service process on sophisticated level, and improvement of delivery system.
· Implementation of change in organization culture and agenda.

 Quality management plan for a tourism management organization.
A. Quality objectives:
· Working with suppliers to build up relationships base on trust.
· Protecting the environment. 
· Improving customer- business relationships.
· Creating sustainable work place
· Supporting local communities.
B. Key projects and processes to be reviewed for satisfactory quality level:
· Promoting local culture.
· Local economic development.
· Sustainable supply chain.
· Water and electricity consumption.
· Training employees.
· Customer information and awareness.
· Improving fuel efficiency.
C. Quality control and assurance problems:
· Developing quality assurance programmer to provide a service of minimum acceptable standards to hotels.
· Health and safety strategy and processes of introducing good practice for products and services delivered by many of independent suppliers.
· Providing financial protection, therefore, help customers plan their holiday in a way that safeguards their finances.
· Setting out strict sustainability standards in order to provide customers the holiday experience they expect.
· Providing key safety information in brochures, on tickets and flights and in resorts, also promoting foreign office travel advice and health information.
· Training employees which are playing a vital role in remaining vigilant over health and safety concerns.
· Introducing certification scheme accredited by Global Sustainable Tourism Council to arrange independent audit against criteria covering waste and energy management, employ engagement, local supply, HR management.
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