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This question paper contains TWO (2) sections. Answer ALL questions in the answer
booklet provided. [60 MARKS]

SECTION A {10 Marks)

There are TEN (10) questions in this part. Answer ALL guestions in the answer hooklet.

1. What is the primary focus of Service Operations Management?

A. Maximizing production output

B. Optimizing service quality and efficiency
C. Minimizing raw material costs

D. Increasing sales revenue

2. Which of the following is a key characteristic of service operations?

Tangibility of cutput
Standardization of processes
High customer interaction
Low variability in demand
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3. What is a service blueprint used for in Service Operations Management?

A. Caleulating financial performance

B. Mapping customer journeys and service processes
C. Forecasting demand fluctuations

D. Analyzing market competition

4. Which of the following is an example of a service encounter in a hospitality setting?

Manufacturing a car
Repairing a computer
Booking a hotel room
Producing a smartphone
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5. What does the term "service recovery" refer to?

A. Preventing service failures from occurring

B. Recovering lost revenue due to service disruptions

C. Resolving customer complaints and restoring satisfaction
D. Implementing cost-cutting measures
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6. Which factor is NOT considered a dimension of service quality in the SERVQUAL model?

A. Reliability

B. Responsiveness
C. Empathy

D. Price

7. What is the role of capacity management in service operations?

Maximizing customer demand
Minimizing service availability
Balancing supply and demand
Eliminating service variability
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8. Which strategy focuses on customizing services to meet individual customer needs?

Mass production
Standardization
Mass customization
Economies of scale
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9. What does the term "queuing theory" refer to in service operations?

A. Managing waiting lines and customer queues
B. Forecasting demand patterns

C. Analyzing competitor strategies

D. Optimizing supply chain logistics

10. Which of the following is a key challenge in service operations management?

A. Low customer expectations

B. Limited customer interaction

C. High service variability

D. Standardized service processes
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SECTION B (40 Marks)

There are TWO (2) questions in this section. Answer ALL questions in the answer booklet.

1. There are 5 commonly used Quality Management Techniques in Service Operations
Management. Explain the definition and the importance of the FIVE (5) techniques and identify
TWO (2) examples for each technique listed in ensuring service excellence is achieved.

(20 marks)

2. Technology plays an important role in our life today. We depend mostly on technology, and we
agree that with technology our life has been much more comfortable. Discuss the Impact of
Technology on Community Life, Work, Health, and Communication in our world today. Adhere
FOUR (4) examples to illustrate the Importance of Technology in the Work Environment.

(20 marks)

*** END OF QUESTION PAPER ***
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