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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. Give short answers to the following questions:
I. Discuss the concept of Quality Management.
The concept of quality management can be discussed in a gap model.

Positioning
this is the gap Between management perception of customer expectation and expectation themselves

Specifications
Difference between management perceptions of customer expectations and actual specified service.

Delivery
The gap between the specified service and the actual delivered one.

Communication
Difference between the actual delivered service and the one that was communicated externally to the customer through advertising.

Perception
The gap between perceived service quality and the one the customer is expecting. 

II. Explain the term ‘service gap’
A gap between customer expectations and what is being given to him or her.

III. What are the challenges quality management faces in the tourism industry?
I think they face problems like customers not being happy, or tour operators failing to meet their promises. I believe staff that lack skill it’s also a problem in tourism.
Some tour operator fail to provide customer care as expected by the client.
IV. Explain the important points that managers must remember when developing strategies for quality management.
Managers must remember to train their staff to comprehend customer-supplier relationships and also Implement new training and supervision methods. And they must practice perfection in delivery system and also adapt to a culture of do it right the first time.

V. What are the reasons that may lead to a service gap or poor service quality in the tourism industry?
· Untrained staff
· When upper management become smug can lead to poor service quality
· Lack of professionalism and skills from employees
· When erroneous priorities are assigned
VI. What is a gap model of service quality?
It’s a model that shows all the contributory GAP’s from personal needs, expected service, perceived service, service delivery and service standards.

VII. How is customer care different from caring for customers in the tourism field?
Customer care is focusing on customers in making them satisfied and knowing their interests while caring for customers focuses on the jobs involved when servicing customers rather than their needs. Customers care centers themselves on long term gain and income implications while customer service is more of the cost related to the customer’s requirements.


























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

QUALITY MANAGEMENT PLAN
BELMOND SAFARI
PLOT 1687
MAUN

CONTENTS
Introduction
Quality management approach
Quality requirement/standards
Quality assurance
Quality control

Introduction
The quality management plan for Belmond Safaris establishes the activities, processes, and procedures for ensuring customer satisfaction and customer contentment. 

The purpose of this plan is to:
· Ensure quality is planned
· Define how quality will be managed
· Define quality assurance activities
· Define quality control activities
· Define acceptable quality standards



Quality Management Approach
The quality management approach for Belmond safari will ensure quality is planned for both products and services offered. In order to be successful this organization will meet its quality objectives by utilizing an integrated quality approach to define quality standards, measure quality and continuously improve quality

Quality requirements/standards
The product quality standards and requirements will be determined by the international standards and quality group.

Quality assurance
The quality assurance will focus on the products and services we supply. In order to ensure quality, an interactive quality process will be used through purchasing  of products and customer caring
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