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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: (21)
i. 	Discuss the concept of Quality Management.
Quality management is very important in any service industry but especially in the tourism industry. This is because the tourism industry is extremely competitive. Quality is the key to success and ensures that customers purchase from you again and also recommend your services to all their friends and family. Quality management is changing. A manager now needs to consider not just the quality of services that they offer but those which are expected by the customer. Where there are differences between the services offered and the perceptions of the customers these are known as service gaps. To ensure that quality is delivered the tour operator or service provider must ensure that all gaps are filled.

ii. 	Explain the term ‘service gap.’
A service gap can happen for a number of reasons. It is where a manager or tour operator has a perception of the customers’ expectations which differ from the customers’ actual expectations. There could also be differences in the specifications i.e. your perceptions of customers’ expectations and from the service actually specified. There can also be a service gap  between the services specified and those actually delivered. Communication is key in any successful business if the service delivered differs from that which is advertised to the customer this also could be a problem. Finally there could be a gap in what services are perceived that which is actually expected by the customer. To ensure that quality is delivered the service provider i.e. the tour operator possibly must make sure that all service gaps are filled.  

iii. 	What are the challenges quality management faces in the tourism industry?
One of the biggest challenges is that not all tourists are the same. Travel agents and tour operators have to adapt accordingly and often have to offer bespoke services. Tourists often differ in their origin, length of stay, reason for visiting and the activities they want to do. For example tourists from North America and Germany are thought to be big spenders. However, they may not be the best tourists as they may not respect the environment they are living or the hosts. They may in fact exploit the resources of tourism. Therefore a tourist with a lower daily expenditure may in fact be a better tourist as they have more respect for the destination and the host. When thinking about quality management you must also consider the sustainability of an area. Another issue is to recognise the needs and expectations of each customer. By offering add-on services such as meet and greet and transport services, this will ensure that you have gone above and beyond a customer’s expectation. 

iv. 	Explain the important points that managers must remember when developing
	strategies for quality management. 
The first thing to consider is who is your target market. As stated above not all tourists are the same in their expectations and needs. The important thing to remember is that if a tourist has a good time not only will they come back but they may also refer your services to friends and family. Therefore you should ensure that the product (trip or tour) you offer them is of a high standard, quality and goes beyond their needs and expectations. You must also always be looking to improve the services you offer. The staff you hire must be the correct ones. You need to motivate them and where necessary offer on-the-job training in customer-services. They will then be more loyal employees and committed to offering quality services too.

v.  	What are the reasons that may lead to a service gap or poor service quality in the tourism industry?
A service gap may occur for various reasons. The proper management of staff could be vital. If there are gaps in the service provided this may hinder the experience of the customer. These can be described in five ways. Firstly the positioning is very important this is where the management’s perception of customer expectations differ from those of the customers themselves. Second, there could be a gap between the management’s perceptions of customer expectation and those services actually specified. Third there could be a gap between the service specified and those actually delivered. Fourth is communication which is key to any good business model. If there is a gap between the services delivered and those externally advertised by the customer i.e. what they tell their friends and family. Lastly, there could be a gap in the service quality perceived and what is in fact expected by the customer.

vi. 	What is a gap model of service quality?
The gap model of service quality is the variation between the provider’s assessment of service quality and the consumer’s assessment of it. It can be broken down into five parts. Gap 1: customer expectation – management perception gap: the difference between the service the customer expects and the service level the supplier thinks that customer wants. Gap 2: management perception-service standard gap: the difference between the service specification that is set and the supplier management assessment of customer service requirements. Gap 3: service standard-service delivery gap: the difference between the actual service that is provided and the planned level of service based on the service specification that has been set. Gap 4: service delivery-external communication gap: the difference between the actual service that is provided and the promised level of service that was communicated to the customer. Gap 5: actual service – perceived service gap: the difference between the service that the supplier is providing and the service that the customer thinks is being received.
 
vii. 	How is customer care different from caring for customers in the tourism field?
It is important to ensure that you and your staff implement customer care. There is a lot of competition in the tourism industry. Therefore if you offer exceptional customer care and quality management not only will you attract repeat business but also recommendations. Also if a customer feels like they are cared for and looked after during a trip they may overlook any minor problems which may arise. You should therefore not only meet your customers’ expectations but go beyond them. To ensure that customer care and quality management is offered and maintained checks and tests should be done first before the trip. You must bear in mind that each tourist wants to feel special and therefore you and your staff need to learn good communication skills. You should also offer additional services for example before their trip assisting with any visa applications, foreign currency and offering them transport to and from the airport. Remember if a tourist has enjoyed their stay they will return and verbally publicise your services. 

2. Make a sample quality management plan for a tourism management organisation. (9)
I have been brought in to devise a quality management plan for a tourism operation. The first thing I would do is to ensure that the staff they recruit are the correct ones. They all should be able to communicate well and be personable. They also need to have a “can do” attitude and want to go the extra mile for their customers. Also when recruiting staff differ people thrive in different areas of the business. Ensure that you have not only recruited the best people but you are getting the best out of them and they are in the correct role. The next important task is to forge good working relationships with all suppliers. This may be local tour guides who offer guided tours in the area where you wish to take your tours. By always returning to the same local guides you are not only helping their business but yours. Also if tourists see a natural good relationship between you this makes for a happier, more relaxed and fun trip. They will then ensure that they not only book with you again but they refer you to their friends and family. You must consider who your target market is. As discussed in this paper not all tourists are the same. The most important thing to ensure that there are no gaps in the service quality. Ensure that what services you are advertising you are actually delivering. Also remember that your reception of quality may not be the same as a customer’s. You should always ensure that you and your staff are professional and knowledgeable. You therefore should undertake training and resort familiarisation trips to ensure that you know the area you are taking tourists to. I would also offer services to customers to assist them before they travel. I would offer help with any visa applications or queries. I would assist them in ensuring they know the best place to get their currency from and advising if that is better in their country or when they arrive. I would also offer them an itinerary writing service. This would especially benefit first-time tourists to your country or the older generation who may not have access to computers or may not be computer-literate. I would also off them transport to and from the airport. This could either be through a local driver or someone I have personally recruited. I will ensure that whoever collects my customers is personable and makes them feel special immediately. First impressions definitely count especially in such a competitive business. They will be friendly without crowding the tourists. They will then be knowledgeable about the area and giving them information on their drive from the airport. All of these services would hopefully exceed a customer’s expectations and needs and therefore ensure you repeat business and a recommendation to their friends and family to use your services.
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