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PART A : SHORT ANSWER QUESTIONS (60 MARKS)
INSTRUCTION(S) :Answer all questions in this section. Write your answers in the

Answer Booklet(s) provided.

1.

2.

Service has a very distinctive characteristics. In service, a distinction must be made
between inputs and resources. For service inputs are customers themselves, and
resources are the facilitating goods, employee labor, and capital at the command of the
service manager. Discuss FIVE(5) characteristics of service with relevant examples.

(15 marks)

The assessment of service quality is made during the service delivery process. Measuring
the gap between expected and perceived service is a customer feedback routine process
that is practiced by leading service companies. Discuss FIVE (5) gaps in service industry
and give examples for each of the gaps (20 marks)

One of the unique characteristics of services is the active participation of the customer
in the service production process. Every moment of truth involves an interaction
between a customer and a service provider. Draw and explain the diagram of service
encounter triad.

(15 marks)

4. Frances Frei describes five sources of customer-induced variability in service operations

which are strategies of managing demand. Explain with examples TWO (2) out of the
five sources of customer-induced variability in service operations (10 marks)

END OF PART A
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