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JARAMOGI OGINGA ODINGA UNIVERSITY OF SCIENCE AND TECHNOLOGY

SCHOOL OF BUSINESS AND ECONOMICS

UNIVERSITY EXAMINATION FOR THE CERTIFICATE IN BUSINESS ADMINISTRATION 

3rd   YEAR 2ND SEMESTER 2019/2020 ACADEMIC YEAR

MAIN CAMPUS

COURSE CODE:BTM 3323
COURSE TITLE: SERVICE QUALITY MANAGEMENT.  




TIME: 2.00 HOURS

INSTRUCTIONS:

1. Answer Question ONE (COMPULSORY) and ANY other 2 questions.

2. Candidates are advised not to write on the question paper.

3. Candidates must hand in their answer booklets to the invigilator while in the examination room.

QUESTION ONE
1.  Read the case study

The chairman of Magical Kenya has stated that he believes the tourism industry can grow the Kenyan economy “beyond all expectations”. He believes that the industry must exploit the opportunities offered by the worldwide media coverage generated by large sporting and conference events held in Kenya in the recent past and translate this coverage into visits to the country. He goes on to state that this can only be delivered “if everyone works together”. He also identifies the need to provide “a welcoming face to every visitor, create new products, improve visitor access, and encourage investment” and ensure that those working in the industry are “well supported and trained.”

a) Describe the role of Magical Kenya in the travel and tourism industry           (4 marks)

b) The chairman states that the tourism industry must exploit the opportunities offered by the recent events held in Kenya. Using examples, elaborate on this statement. (4 marks)

c) The chairman expresses the view that those working in the industry must “provide a welcoming face to every visitor”. Examine the ways in which quality customer service provides a competitive advantage in the global tourism market.
                  (4 marks)
d) Discuss some of the reasons for global sourcing.



       (8marks)


e) Elaborate on the challenges that are associated with global sourcing                   (10marks)

QUESTION TWO
a) Tourism is renowned for its components. Discuss these components and in each case give an example.









       (10marks)

b) The tourism supply chain is a set of inter related factors that work together as a coordinated holistic system. Discuss







(10marks)

QUESTION THREE

a) Explain the meaning of service quality and discuss the five (5) features that are associated with services.









(10marks)

b) Elaborate on the importance of providing high quality service by an organization to its customers.









(10marks)
QUESTION FOUR
a) Measuring quality service relies on the customers perception and this would be different from the expected service Determine the gap between services expected and perceived service using the SERVQUAL model







 (10marks)

b) Citing relevant examples explain how post service rating is used to measure service quality. 











(10marks)
QUESTION FIVE

a) Discuss the eight (8) principles of TQM





(10marks)

b) Expound on the following modern approaches for service quality management


i) ISO 9001


ii) Six Sigma








(10marks)
