
SERVICE QUALITY AT THE RITZ CARLTON HOTEL

In recent year, it is a contemporary challenge of management in hotel industries to create and maintain service quality
and customer satisfa.

Barsky, J. Many surveies have explored the relationship with client behavior forms Soderlund, ; Kandampully
and Suhartanto, ; Dimitriades, ; Olorunniwo et al. A warm and sincere greeting. React quickly to correct the
problem immediately. Use proper telephone etiquette. Use words like: "good morning," "certainly," "I'll be
happy to," and "my pleasure. Making quality a number-one priority requires an organizational culture to
support it, and only top leadership can foster a TQM culture. In that day, most hotels had restrooms down the
hall, shared by multiple guests. Key product and service requirements of the travel consumer have been
translated into Ritz-Carlton Gold Standards, which include a credo, motto, three steps of service, and 20
"Ritz-Carlton Basics" see Exhibit 1. Certain aspects of the service encounter that are endemic to the hotel
industry may make it difficult but not impossible to apply many of the management principles from other
industries. Notify your supervisor immediately of hazards or injuries and of equipment or assistance that you
need. Therefore hotels need to pull off the service quality with assorted theories and methods. Be
knowledgeable of hotel information hours of operation, etc. Companies that seek the award merely to gain
publicity or prestige will find that such pursuits usually do not withstand the scrutiny that examiners give each
applicant. Dimitriades, Z. For case, the clients anticipate sing safe during their stay at hotel from the
employees, and they can manage expeditiously unfavorable judgments and troubles from the clients. The
longer and higher a customer complaint lives in an organization, the more it grows. Mene would change
nothing, though. We're a lucky, bloody six, on a scale of one to ten. Let's just say that we learned how to better
build and maintain our teams. Furthermore, the Ritz-Carlton empowers their employee to fulfill the demands
of clients and do them loyal to the Ritz name. Ritz-Carlton also has nine international sales offices and
employs 11, people. I got a chance to have an interview with a former room attendant in Howard Hotels, a
five-star hotel in Taiwan. For the Ritz-Carlton, winning the Baldrige has been a double-edged sword. But what
we found was that we had to spend more time to allow the team members to get to know each other and learn
how to build and maintain support before they could really get the kind of improvement we wanted. Thus, the
first step toward TQM must involve active support and direction from top-level managers, especially the CEO.
To cultivate employee commitment further, each work area is covered by three teams responsible for problem
solving, strategic planning, and setting quality-certification standards for each position. The Ritz-Carlton takes
the clip to corroborate their employee is good trained and hence reduces turnover, this enhances the morale of
the employee and provides chances for them to progress within the hotel.


