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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.
i. The term quality can be defined as a standard level of service provided that gives customer satisfaction. It must meet the needs and expectations of a consumer. The service provided on every occasion must be of acceptable standard not just to the service provider, but to the consumer and must also be comparable to other industry established standard.

ii. The difference between tangible elements and intangible elements of service quality lies in the nature of the service itself. 
· Tangible elements of service can be seen physically and touched. They are products that can be physically altered. Examples include: Food, drinks, state of the furniture, availability of amenities. The state of these elements can be altered to suit a customer’s needs and expectations. Usually in this case most consumers will have a standard for what good food should taste or how clean a bathroom should be.
· Intangible elements of service cannot be touched nor seen physically. These are entirely left to the discretion of each and every individual customer. The performance of these elements are based on the expectations of the customer. When a bad service in the intangible state is provided, it cannot be returned or exchanged. Rather, an improvement on the service is used to correct a wrong impression that has been created. 
iii. The difference between hospitality service quality and retail service quality exists in the nature of the business and the services rendered.
· Hospitality service quality are intangible in most cases. Changeability is often not possible as this has to do with the feelings of the consumer. Consumer expectation is based memories and experiences built over time from the serviced received. Consumers are not sure of what they are paying for and service quality can only be determined after it has been provided. Consumer expectation can change at every visit. However, there is a minimum level of acceptance regarding the service they expect to receive. Production and consumption often go hand in hand. 
· Retail service quality deals more with the tangible items that are can be seen. Their consumption is based on their physical usage. Retail products can be altered or exchanged if a consumer expresses dissatisfaction with the product. Consumer feelings do not determine the quality of the product. Retail quality standard can fit more than one person. 
iv.  The five dimensions of service according to SERVQUAL include the following:
· Reliability: this is the ability of the establishment to perform service as promised and deliver it appropriately. For example, the staff have to be courteous in dealing with customer request.
· Tangibles: this applies to the physical appearance of the environment and the facilities. 
· Responsiveness: The readiness and willingness of staff to provide assistance to customers. Assistance in some cases may be outside of the normal duties of a staff.
· Assurance: The ability of the organization to build trust with its customers.
· Empathy: this refers to personal issues that an organization is willing to assist its customer with. 
      These are the qualities customers care about the most as they receive service from an establishment.
v. Total Quality management is a process that involves all the members of staff of an organization in delivering a high standard of service to its customers. It is a continuous improvement on processes of an organization which involves all the staff members of an organization. Through this process, an organization strives to improve on its processes, services and products. They gather information from customers and work towards utilizing information received in order to improve on service and product quality. Inspections are carried out at intervals to monitor and evaluate processes. The working culture of the organization is also key in bringing about the required improvement.
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Activity 
2. 
The quality advisors report is to determine the standard a hotel maintains as it delivers service to its customers. The advisor’s main objective is to check and compare the hotel standards with already established benchmarks. This is to help establishments guarantee quality service at all times. It further benefits the guests as they will need to understand the quality of service that they get; brand recognition can be built by establishing these standards in an organization and this will further enhance patronage as guests are assured of quality service. 
The advisors have various reports that they generate based on the qualities/standards they expect such an organization to have. They also have physical areas that they cover in during the inspection exercise.
The following are the qualities a hotel is expected to possess;
· Safety and security: the safety of the guests and employees should be of paramount importance. There are various ways to guarantee safety of property, guests and employees. The design of the structure should allow for high visibility in key areas such as the entrance of the hotel. Lighting is also essential in certain areas such as corridors to enhance visibility. Locks are also essential to keep unauthorized persons. The room locks should be easy for occupants to open from inside in case of an emergency. Furthermore, action points in case of an emergency should be well spelt out and be within view for all users of the hotel (guests and employees).
· Cleanliness: this is very important to guests as well as employees as an unkempt environment can play host to various diseases that can harm people’s health.
· Maintenance: The building and amenities should function properly as intended. 
· Annexes: the annexes should be in good condition and must offer the same convenience and comfort promised by the brand. 
· Reservations and prices: information given to guests must be one hundred percent accurate at all times. Information must be communicated promptly to guests. Details of guests’ entitlement upon payment must be known to the guests. Information regarding the following should be provided without ambiguity; cancellation policy of the hotel, the types of rooms available and their prices, the facilities available at the hotel, information about discounts and promotions as well as closures and renovations taking place at the hotel.
· Administration:  Proper and effective communication with guests is important. The hotel should ensure that they are not in breach at any time of the law governing the business.
· Access: Lodgers should have access to the owner of the lodge during the day. 
· Advances Ratings: this applies to the standard rating given to hospitality establishments. Establishments have to meet certain criteria and are rated in accordance with those criteria. 
All of the above characteristics apply to various areas of both the physical structures of a hospitality business as well as the services offered by the hotel. In addition to these characteristics set above, the quality advisor also documents information about the following areas: Façade of the building, Bedroom, public areas, dining room, food, service and any other areas of interest. These areas must possess the appropriate characteristics as applicable. For example: the hotel from administrative stand point must adhere to the rules and regulations as set out by the local council in order for proper service delivery to occur. Secondly, safety and security have to be taken seriously as regards the public areas of the hotel. Cleanliness especially applies to the bedrooms, bathrooms and dining/kitchen areas. 
In conclusion, the physical areas as well as intangible aspects like hospitality and service must meet an acceptable standard as indicated by the characteristics mentioned above.
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