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1.

i. Quality management “is the act of overseeing all activities and tasks needed to

maintain a desired level of excellence.”

(http://www.investopedia.com/terms/q/quality-management.asp ). It is the

responsibility of the manager to provide their company with quality management

policies, and oversee the outworking of production and delivery. There should be no

defects in a product, and the level of quality needs to be consistent in order to call it

a high quality product. Not all clients are the same either, and perceptions of quality

may vary from tourist to tourist despite the quality remaining the same for both of

them. The quality can also refer to the users and how beneficial they are to the

company based on the cost-benefit ratio. Quality management is dependent on a

variety of factors such as tourist expenditures per trip, governmental objectives, aims

of the company and regional patterns of spending.

ii. A service gap arrises when a customer’s experience of the service does not meet their expectation of the company. This means that the company did not correctly identify and meet the customer’s needs. According to Nightingale’s theoretical modes (1985), the gap may be created during the stages of: positioning, specifications, delivery, communication or perception. The first stage of positioning relates to the difference between the manager’s perception of customer’s expectations and the actual expectations, while the specifications describe the managers perceptions in contrast to the actual service specified. When either of those are in disagreement, harmony is disturbed and a service gap is created, leading to dissatisfaction.

iii. One of the challenges to quality management in the tourism industry is the constantly changing cooperate culture, demands and expectations.“In the new globalisation era, management is changing because of new needs, pressures for higher quality, agility, efficiency, effectiveness and resilience.”(https://www.researchgate.net). This puts a big pressure on the managers to work seriously to adapt certain principles. Moreover, problems exist with forming a universal definition of quality, as quality is dependent on many aspects. For example, the meaning of quality will change depending on the context and perceptions of those establishing it, everyone an individual with their own opinions. The tourists also differ in opinions of quality and it is extremely hard to satisfy everybody. Managers need to think of a balanced service provision that will meet the differing needs of their customers, best done by giving options adapted to different customer profiles. Finally, the views of tourists may need to be adapted if they see travel as a mundane and stressful activity, and turn it into something positive and enjoyable in their minds.
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iv. Every company needs up to date quality management strategies. “A quality management strategy defines the required level of quality for the project and the approach to be used to ensure the specified standard of quality is met.” (https://pma.doit.wisc.edu/initiate/6-2/what.html ). When developing such, the managers must hold long term obligation to non – stop improvement, in order to insure the success and expansion of the company. They should keep a positive attitude and aim to get things right for the first time, while still learning from errors. Managers need to train staff to understand customer-supplier relationships, and aim for perfection in delivery systems as far as it is applicable. A good manager will know how to motivate his staff, utilize their expertise and provide continuous training to establish experts within the work force. Also, when making purchases, the total cost and quality need to be considered, not only the price as this could compromise the quality. Finally, managers need to establish systematic methods to direct the implementation of the Quality Management Program that they have put in place for the company.

v. There are a few reasons that lead to the creation of a service gap in the travel industry.“These gaps arise when the customer’s expectation of the service doesn’t quite match up with their actual experience of the service.” (https://www.digett.com/insights/mind-customer-service-gap-are-you-falling) .The management is responsible for assigning priorities to the staff, and if they fail to get them right this has a negative domino effect on all other aspects of customer service. Problems also arise when middle management and front line employees are not given the power to make suitable decisions on the spot during difficulties. This slows down the operations and may be perceived as a lack of trust by the employees. A dull working environment which leaves no room for encouragement and originality can displease the staff and lead to a service gap. Moreover, gaps are created when upper management looses control of one of the delivery or communication gaps.

vi. The gap model of service quality is a visual framework “developed by Parasuraman, Zeithalm and Berry in 1985”(https://brainmates.com.au/brainrants/the-

 HYPERLINK "https://brainmates.com.au/brainrants/the-customer-service-gap-model/" customer-service-gap-model/). It is used for analysing the organisation’s service quality performance against customer service quality needs. “The aim of this model is to identify the gaps between customer expectation and the actual services provided at different stages of service delivery.” (https://brainmates.com.au/brainrants/the-customer-service-gap-model/). The 1st gap is created when the manager fails the customer/market research and does not understand what the customer expects of their service. The 2nd gap is the service
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design specifications when the managers perception does not meet the service standards required. The 3rd gap is created during the delivery when the services specified are not the same as the services actually delivered. The 4th gap is a communication gap which arrises when there is a difference between the services promised through advertising and the services actually delivered. This can annoy the customers who may accuse the manager of false advertisement and not living up to their promises. Finally, the 5th gap is the perception gap between the customers impressions of the service and what they were actually expecting in the first place. This determines wether the customer leaves satisfied or not.

vii. Customer care is the act of looking after the customers’ needs in a professional manner, before, during and after providing the service. It is the duty of the manager to ensure that all customers and staff are treated respectfully and are satisfied. Staff should be trained to take initiative and go the extra mile in noticing the customer’s need and providing exceptional service. This will differentiate the business from other competition in the travel and tourism field, and give a head start towards successful sales. A good tip is to observe the customer and try to predict their needs before they even ask for it. For example, if a family approaches the tour operator asking for a basic tour, the tour operator could go the extra mile by providing additional services for the children, which would keep them busy and give the parents a well deserved rest. Only the establishment providing exceptional customer care can thrive in the tourism industry. Also, one important aspect of customer care is consistence.“Customers expect consistent quality of customer service; with a similar, familiar look and feel whenever and however they contact the company.” (http://mftrou.com/quality-customer-service/). Staff also need to be compassionate and place the customer’s interests as a priority, obviously within reason. The main aim of this is to keep the customer happy and returning to the business.
2.
SAMPLE QUALITY MANAGEMENT PLAN:

Company Values:

The values of this company are as follows:

-To always maintain a high standard of professionalism, in order to be viewed as knowledgeable service providers by the customers, and to solve their problems quickly and efficiently.
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· To promote a positive attitude with our attitudes and behaviors; the customers should perceive a friendly and genuine concern for them and their needs, not a “one-size-fits-all” approach.

· To be approachable and accessible, while also maintaining flexibility; customers should feel that they have easy, timely access to the service and that we are ready to adjust to meet their needs.

· To be trustworthy and reliable; our customers need to trust our service to keep our promises and act in their best interest.

· To maintain the credibility and reputation of this business; customers need to feel that our brand image stands for exceptional quality and high values.

Responsibilities of the manager:

The manager is responsible for the ongoing care and support of all customers, staff, and the reputation of the business. They need to analyse customers’ expectations on a regular basis, document their findings and implement new shemes. The manager needs to understand how vital role a customer plays in the success of the operations and how to keep each customer satisfied. The manager should utilise the expertise of the team and assign roles according to the strengths of each employee. They are the ones responsible for defining the idea of service quality for the particular business, as well choosing the intended market. In order to perform quality operations, the manager must not only guard the quality of the service but also the quality of the customers. Not all customers are quality tourists; some might be disrespectful to the property or waste or exploit resources. Therefore the manager needs to ensure that the host is also kept happy with the quality of tourists and that any issues are quickly resolved and principles up kept. The aim of the operations is to ensure customer contentment which is gained through gaining repeat business and having a good verbal publicity for providing a good value for money service.

Responsibilities of the staff:

The staff are also vital in maintaing the high principles and values of quality customer care throughout daily operations. They should present themselves in a polite and professional manner, have a calm tone of voice and be helpful with any inquiries. The staff should make every client feel special, and could do so by complementing small details about the individual or showing genuine interest in their journey and experiences. Front line staff must possess strong communication skills and be knowledgable about the services provided. They should smile authentically, address
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the customers politely and maintain eye contact while talking. The staff needs to remember to acknowledge the customer every time and try to remember their names if possible. This will insure high quality of provision and customer satisfaction.

Troubleshooting:

In order to ensure repeated quality of operations, any issues need to be handled as soon as they arise. Correct procedures should be followed when dealing with problems, with the aim to solve the problem as soon as possible. However, if there is no solution to the problem, the manager should still handle the complaints tactfully and convincingly. They should bear in mind that emotions can heat up the atmosphere when dealing with complaints, therefore the manager should always remain calm and professional. The ability and willingness to listen goes a long way towards reassuring the customer that their needs are being considered. However, the manager should not use comment to indicate agreement if he does not agree with what has been said, as this would place the burden of responsibility onto them even if no wrong has been committed. Re compensation can be given to the customer in order to keep them satisfied and maintain a good perception of quality. Good handling of issues can even improve the reputation of the business if the customer notices how concerned the staff is to meet their needs.

To conclude, everyone in the company plays a vital role in maintaining high quality of the service, and commitment to company values will be rewarded. The company strives towards continual improvement and upkeep of good reputation in the market, and employees will receive ongoing training in order to be fully equipped to provide excellent quality customer service.
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