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JARAMOGI OGINGA ODINGA UNIVERSITY OF SCIENCE AND TECHNOLOGY 

SCHOOL OF BUSINESS & ECONOMICS

UNIVERSITY EXAMINATION FOR THE DEGREE OF BACHELOR OF INTERNATIONAL TOURISM MANAGEMENT 

3RD YEAR 2ND   SEMESTER 2013/2014 ACADEMIC YEAR

MAIN CAMPUS

COURSE CODE: BTM 3323

COURSE TITLE: SERVICE QUALITY MANAGEMENT

EXAM VENUE:  LR 8 

                           STREAM : (BITM)


DATE:10/12/14

                    
   
EXAM SESSION: 9.00 – 11.00AM
TIME: 2   HOURS 

Instructions:
1. Answer  Questions ONE (COMPULSORY) with reference to the case in section A and ANY other 2 questions in section B

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.

Q1. a).  A service is an economic activity that yields some benefits in return for some financial consideration. In this regard, describe the unique nature of services. 

                                                                                                                    (10 marks)

b). Using suitable examples where necessary, explain the concept of the extended marketing mix for a service firm.                                                              (14 marks)
c). “In this increasing competitive world, customers are in a position to demand for ever increasing levels of service quality”. In this regard, justify why quality matters to a service firm.                                                                                        (6 marks)
Q2. a). Define the concept of service quality and elaborately explain the process of service quality management.                                                                      (10 marks)
       b). Using suitable examples, distinguish between technical quality and Functional quality.                                                                                     (10 marks)
Q3. SERVQUAL model is an empirical research model used to compare service quality performance with customer service quality needs. Using suitable examples, describe five dimensions of service quality as operationalized in SERVQUAL model.                                                                                                 (20 marks)                                                                                                   

Q4. Using a clear diagram, illustrate the conceptual model of service quality while highlighting the five gaps and the strategies of closing those gaps in service delivery process of a service firm.
                                                                                                                    (20 marks)

Q5. Using relevant examples, evaluate principles of quality management practices in a service firm                                                                                 (20 marks) 

