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INSTRUCTIONS TO CANDIDATES

Answer all question in SECTION A and any other three in SECTION B 


Section A: Compulsory
1. Describe a critical incident that you have experienced or witnessed recently, while working in the hospitality industry. If your incident was dissatisfying, what could the service provider have done to improve the situation? 						(10 marks)
2. a) Customer expectations embrace several different elements, evaluate them 							(8 marks)
b) Elaborate on the three stages in the purchase process for services.									(7 marks)
Section B: answer any Three
3. Companies devote considerable attention and resources to finding out how satisfied customers are with their products. Review the methods available to a service firm to obtain information about customer satisfaction with its services			(15 marks)
4. a) Describe FOUR different types of service processes and their strategic implications to the hospitality industry		(12 marks)	
b) Giving an example, describe the moment of truth	(3 marks)
5. a) With the use of relevant examples, describe the three different types of attributes that consumers use to evaluate products and how they relate to service offerings 				(9 marks)
b) “The customer is always right”. Discuss			(6 marks)
6. a) Identify the elements of a queuing system highlighting the ones that are under the control of the customer and those that the service provider controls							(7 marks)

b) For an organization serving a large number of customers, what do you see as the advantages and disadvantages of the different types of queues?								(8 marks)
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