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 INSTRUCTIONS
1. Answer all questions in section A and any two in section B
1. Do not write anything on the question paper
SECTION A (30 MARKS)
1. 	 Describe four types of facility layouts and state operations which are suited for those 	layouts. 									[6 marks]
2. 	Describe the link between facilities and operations in hotels. 		[3 marks]
3. 	Briefly explain five performance objectives of hotel operations. 		[5 marks]
4. 	Explain various user needs that the facility management must put into consideration. 												[5 marks]
5. 	Explain the three key elements of the lean philosophy that in turn underpin the 	techniques of Just In Time. 							[6 marks]
6. 	Citing relevant examples, explain the similarities in all types of operations processes. 												[5 marks]

SECTION B (40 MARKS) 
7. 	(a) Discuss the application of the Transformation Process Model in hospitality services 	operations. 									[10 marks]
	(b) Cite practical examples of how operations manager can achieve a positive perceptions 	from guests that are waiting in a queue.		 			[10 marks]
8. 	(a) With use of examples from the hospitality industry, explain four causes of operations 	failure and two ways of detecting each of the failure				[12 marks]
	(i) Identify the layout of Chuka University Hospitality Laboratory and describe three 	bottlenecks that impede smooth flow of work. 				[8 marks]
	(ii) If you were to redesign the laboratory, what would you recommend to overcome the 	bottlenecks? 
9. 	A renowned chain of fast food restaurant has traditionally been organized to provide 	separate production kitchens for each outlet around the country. In order to save costs, 	the owner has decided to centralize production of the key ingredients in one large modern 	kitchen close to Nairobi. 
	(a) What do you think are the external advantages and disadvantages of this to the 	stakeholders of the operations? 						[10 marks]
	(b) What do you think are the internal implications to the new centralized operation that 	will provided this service? 							[10 marks]
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