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(b)
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(b)

(a)

(b)

Evaluate different ways a service operation can attempt to measure/monitor service

quality. (20 Marks)

Using a service company’s loyalty scheme of your choice, critically assess its overall

value to the company in developing a profitable business. (20 Marks)

“The price charged to a customer for a service is only one of several costs of service
incurred by customers” (Lovelock). Discuss this statement using examples to clarify

your answer. (20 Marks)

How can recovery from a service failure be a blessing in disguise? (8 Marks)
Discuss the combination of strategies for service recovery put forward by Zeithaml and

Bitner. (32 Marks)

Use the service gap model to diagnose quality problems for a service firm. Discuss

strategies you would use to close these gaps. (40 Marks)

Explain the concept of Franchising and outline the benefits and drawbacks to service

businesses that are deciding whether to pursue a franchise or not. (40 Marks)

Describe briefly the different types of guarantees a service organisation could use.
(20 Marks)

What are the benefits to a company of an effective service guarantee? (20 Marks)
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