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QUESTION ONE

a) Define the term service and explain the different forms of services in
hospitality industry. (10 marks)

b) Explain the various steps involved in the development of services in
hospitality, giving appropriate examples.
(15 marks)

QUESTION TWO

Define the term service quality gap and use a five gap model to explain in
details the meaning of these gaps to management of services and how the gaps
can be used to by the management. (15 marks)

QUESTION THREE

According to service quality gap model, management faces many challenges
while managing the services gaps. Identify the challenges and explain how the
management can overcome them so that the customer is able to receive
quality services. Illustrate your answer with appropriate examples.

(15 marks)
QUESTION FOUR

Define the term service quality mix and identify and explain in detail the
different elements of the mix while at the same time highlighting the
significance of each element to the management of services. (15 marks)

QUESTION FIVE

Discuss the significance of customer feedback and procedures hospitality
service management. (15 marks)
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