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INSTRUCTIONS:
a. All Questions are compulsory.
b. Please answer to the point with all relevant details.
c. Use your own calculators for computational purposes.

Question 1 5 Marks

Classify the different dimensions of service quality. Provide illustrations from service industry on any three of
these dimensions.

Question 2 5 Marks
. )

Exanrine the customer experience and outcomes for a fast-food restaurant and a doctor's surgery.
Compare and contrast the services of these two organizations.

I

Question 3 5 Marks

Discuss the term, 'service script'. How does it relate to service quality?

Question 4 (1.5 X 4) = 6 Marks

Tariott Hotel rents rooms for $125 a night that cost approximately $50 per day to maintain.
Overbooking is a common practice in the industry. Customers whose rooms have been leased to
someone else are put up in a nearby hotel for $100 a night. Records show that during the past month,
there were 10 days with 0 no-shows, 5 days with 1 no-show, 6 days with 2 no-shows, and 9 days with
3 no-shows.

a) Calculate the cost of over-booking?
b) Compute the cost of under-booking?
c) Evaluate the optimal probability of no-shows for Tariott?
d) Find the no. of rooms that Tariott should overbook? •



Question 5 (3 + 3) = 6 Marks

Getting a physical examination at a physician's office involves a series of steps. The table below lists
these activities and their average times. The activities can occur in any order, but the doctor's
consultation must be last. Three nurses arc assigned to perform activities 1, 2, and 4.

Activity Average Time, Min.
1. Blood pressure, weight, temperature
2. Medical history
3. Doctor's checkup
4. Lab work
5. Doctor's consultation

6
20
18
10
12

a) Identify the bottleneck activity and the maximum number of patients who can be seen per
hour?

b) Suggest a re-allocation of nursing and/or doctor activities that would result in increased
service capacity, and draw a product flow diagram. What is the capacity of your improved
system?

Question 6 (2.5 + 2.5) = 5 Marks

Find a specific example of each of the following. Explain the benefit to the firm in each case.
~

a) Group pricing
b) Channel pricing

Question 7 (4 + 4) = 8 Marks

Read the case given below and answer the following questions:

a) Formulate the service concepts for the members, the society golfer and the wedding function
guests? Examine the potential conflicts?

b) Evaluate and give your recommendations to Joe Tidsdale as to how to manage his business in
the future?

Sunningtree Golf Club

Joe Tidsdale was confused. As General Manager and head golf professional at the Sunningtree Golf
Club he was no longer sure what kind of business he was running. He came into golf course
management because he was passionate about the game but he feels like he has become an event
organizer. •
The golf course opened in 1990 and at that time there was a small group of members whose prime
interest was in playing golf and improving their handicap. Apart from the course itself, there were few
facilities apart from some basic changing rooms and a makeshift bar/clubroom in a temporary building.
Over twenty years later, the business has grown in size and complexity. There are several hundred
members, about 500 having an official golf handicap and who take part in competitions on a fairly
regular basis. The majority of members are men but there is a strong Ladies section and a growing
Juniors section. The club has a reputation for being a friendly place and positively encourages people
to play with people they don't know rather than solely with a narrow group of friends.



!

r' The social side of the club is a significant revenue earner. The temporary clubhouse has been replaced
with a building that not only provides a place for people to relax after a game but also has a function
area which can be hired out for parties and wedding receptions. This area is on the first floor of the
clubhouse, with balconies overlooking the course. It is an excellent space for parties, though having
excited children running around the balconies can disturb golfers making that all important putt on the
eighteenth green! The catering staff enjoy functions because they provide an opportunity to deliver a
different style of food than the normal light snacks served up to golfers. They have also experimented
with special 'gourmet' nights, using the club membership to advertise these events and to bring their
friends. These have been a mixed success. The food has been of a reasonable standard but the ambience
and service probably does not justify the' gourmet' prices that the club would like to charge. Another
source of revenue is what is termed society golf. In this case, perhaps twenty or thirty visitors will
come to play the course, setting up an internal competition amongst themselves. Although this
provides revenue for the club, it can be a source of irritation to members as they may take tee times
(playing slots) at populartimes and, because they are less familiar with the course, they may be rather
slow, delaying people behind them.

Society golfers contribute a substantial amount to the bar takings and often want a meal after they have
finished playing - as part of the social activity. There are over 700 full club members, paying £750
annual subscriptions. This allows them to pl~y at any time, seven days a week. There are just under
300 seniors and others who pay just £400 per annum, but they are restricted to Monday to Friday
playing times. This is the club's core income and supports the day- to-day running of the club, paying
the salaries of the golf professional, shop staff, catering and bar staff, and the green keepers who
maintain the course. The average member is worth another £300 per annum to the club in food and
drink ~evenue. A 'golf society' booking with 20 people playing the cours~ and meals after may be
worth in excess of£1,000 per booking. There are about two of these per week from May to Septem-
ber though some of these a~e on Saturdays, restricting playing slots for members. The wedding
business is growing with about one big event per month, again often on Saturdays during the summer
period. Each event brings in around £2,000.

Joe explained the problem:

The challenge is to provide excellent golf facilities and appropriate service for my core
membership while at the same time developing and maintaining other revenue streams that
ensure that the club is viable. 1am not sure how to strike the right balance between
maintaining the core revenue from members with the undeniably profitable marginal
revenue provided by golf societies and weddings. To make things more difficult many
members really resent the society golfers and don't see the need for gourmet nights and
other events. 1have here a few quotes from some of our customers that give some insight
into the problems 1face.

1used 10 enjoy a drink in the bar with myfriends after a long round of golf. Now there seem
to be all kindsof people I don', recognize here and they get in the way!

• (Member)

There's a good group of couples playing here now and we like the friendly atmosphere in
the club and in the competitions provided for us. We sometimes annoy a handful of very
good golfers because we may not playas quickly as they do.

(Husband and wife members)



The facilities here are very good, and there's a lovely view over the golf course from the
main function room. Our only comment is that although the staff try hard, they don 'I really
provide a very sophisticatedservice.

(Wedding customer)

We really enjoy coming here. The course is great and it's a convenient place 10 meet up
though the foodisn't up to much. Some of the other golfers seem to resent our being here
and make it quite clear!

(Society golfer)

•


