


Significance of Quality in Hospitality Industry

* Managing quality is critically important in hospitality
industry beside with other types of businesses. The
importance of managing quality for tourism
organizations has vividly augmented in the Iast years
due to the hlgh level of compe Mg in the industry
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* Creating VALUE for the guest will lead to retain the
guests successfulty, and when we talk abnut guest




Quality Components in Hospitality Industry

Consider the guests being served

Determine what the guests desire

Develop procedures to deliver what guests want

Train and empower staff

Implement revised systems

Evaluate and modify service delivery systems.

Source: Foundations of lodging management, p. 48, Pearson Education (2011)



WHAT IS QUALITY IN
HOSPITAGLITY?

Fast delivery

e Providing a good, usable product

e Delighting or pleasing customers
Eliminating waste

9Tﬂh| customer service and satisfaction

@ Compliance with policies and procedures




Hospitality Industry

. Companies’ ability to sustain its competitive
lead is vital for the stahlllty of the busmess |n
tadays hlghhiF _market, and_gualimyg




- In the free market, competition tends to be high to
achieve customer satisfaction which is very important
because of the following reasons:




* Therefore, Quality Management and continuous
improvement are closely associated concepts, so
customer satlsfactmn and recalllng Iayal ar very
lrn or ,L ‘hospitality orga vization because




'Six Criteria of Good Perceived Service
Quality

* Professionalism and Skills: The knowledge and skills employees
possess to solve problems in a professional way as well as having
the right operational systems and physical resources to resolve




* Reliability and Trustworthiness: The ability to keep
promises and perform with the best interest of the

customer at heart.

*Recovery: The ability to effectwely respnnd tn
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