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___________________________________________________________________________________

SECTION A (Compulsory)
QUESTION 1

a) Define the following terms:
i) Service operations management

ii) Service concept
iii) Service outcome
iv) Service value
v) Service experience (10 marks)

b) Outline FIVE different types of services. (10 marks)

c) Highlight challenges faced by service operation managers. (10 marks)
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SECTION B (Answer any TWO questions)
QUESTION 2

Explain the factors to be considered in locating a hotel business. (20 marks)

QUESTION 3

Discuss different ways of managing customers as a co-producers. (20 marks)

QUESTION 4

Discuss any FIVE sequencing rules. (20 marks)

QUESTION 5

Discuss the role of technology in service delivery. (20 marks)


