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ANSWER QUESTION NUMBER ONE (1) AND ANY OTHER TWO (2) QUESTIONS IN THE ANSWER BOOKLET PROVIDED

QUESTION NUMBER ONE (30 Marks)

a) Explain the following terms as used in hospitality and tourism industry.
1) Perishability (2 Marks)
2) Intangibility (2 Marks)
3) Inseparability (2 Marks)
4) Heterogeneity (2 Marks) 
5) Service industry (2 Marks)
b) Lack of consistency in tourism and hospitality service can raise concern about service quality and uniformity on the part of the customers. Analyze how organizations can  deal with this issue? (10 Marks)

c) List and discuss major components of organisations culture. (10 Marks)

QUESTION NUMBER TWO (20 Marks)

a) Define quality service and explain key characteristics of a well-designed service system. (10 Marks)
b)  List and explain major consequences of service failure (10 Marks)
QUESTION NUMBER THREE (20 Marks)

a) State and explain factors that determine organizational climate. (10 Marks)
b) Discuss the four steps approach for designing a blueprint that were proposed by Shostack (10 Marks)
QUESTION NUMBER FOUR (20 Marks)
a) Discuss major management strategies for service business in the tourism industry.  (10 Marks)
b) Why would a tourism company outsource some of their services? (10 Marks)
QUESTION NUMBER FIVE (20 Marks)

a) Explain the term performance measurement and its benefit to the organisation. (10 Marks)
b) What are the characteristics of a Good performance goals or standards? (10 Marks)
