
, 
~ '• ·\."iir 

-I ...... ,.,. ~ ,,, 

' s : '. · .. ·, -~.' 
t ,:/. f • ~ . ·: :~~ • .. 
? • 
" 

. 

......-- ,:~~~. :- .. ~-~~-'-:· . ~ •·· ·-::· -_·: ~- 

·. -~~-= : .. 
Aa > 
. ·.;.•·• . 

. ' ,MARi BUSLON, DBA I RENE D. OSORNO, ED.D I GRAYFIELD T. BAJAO, DM-HRM 



Quality Service Management 
in Tourism and Hospitality 

sq 
Van Maffsusfon, DBA 
Rene D. Osorno, Ed.D 

Grayfield T. Bajao, DM-HRM 

0., ., .. , ! 

Wiseman's Books Trading, Inc. 



TABLE OF CONTENTS 

Preface 
Acknowledgement 
Table of Contents 
Introduction 

Chapter I: Introduction to Quality Service Management 
in Tourism and Hospitality 

Introduction 
Definition of Quality 
Dimension of Quality for Service Products 
Gurus of Quality 
Chapter Exercises 1 

Chapter II: Guestology 

i 
ii 
iii 
V 

1 
3 
4 
9 
11 

13 
Introduction 13 
Importance of Guestology in Hospitality and Tourism Industry 15 
The Guest Experience 17 
Who Defines Quality and Value 19 
Chapter Exercises 2 20 

Chapter Ill: Quality Service Management Strategies 
for Tourism and Hospitality 23 

Introduction 23 
Strategic Planning 24 
Porter's Generic Strategies 26 
Porter's Generic Strategies in Hotel Industry 27 
Internal and External Assessments 29 
Types of Customer in Tourism and Hospitality 31 
Trends that may Affect Consumer / Guest 32 
Customer Satisfaction 33 
Chapter Exercises 3 37 

Chapter IV: Service Setting for the Guest Experience 39 
Creating the Show 40 
Importance of Service Setting 42 
How Service Environment Affects the Guest 44 
Chapter Exercises 4 50 

Chapter V: Staffing for Service in Tourism and Hospitality 53 
Staffing for Service 54 
Internal Hiring 55 
External Hiring 57 
Training and Developing Employees to Serve 58 
Motivating Employees to Provide Exceptional Service 61 
Chapter Exercises 5 65 

iii 



Chapter VI: Designing and Managing Service in the Tourism 
and Hospitality Industry 67 

Categories of Service Mix 68 
The New Service Realities: A Shifting Customer Relationship 68 
Managing Service Quality 69 
Service Innovation and Design 70 
Redesigning Service Processes 72 
Chapter Exercises 6 7 4 

Chapter VII: Strategies for Managing Demand and Capacity 77 
Managing Demand and Supply in Service 78 
Capacity Situation Relative to Demand 79 
Using Marketing Strategies to Shape Demand Patterns 80 
Managing Capacity 83 
Capacity Planning Methods 85 
Queuing 88 
Queuing Strategies 89 
Chapter Exercises 7 92 

Chapter VIII: Value Co-Creation of Quality Service 95 
Value Co-Creation 96 
Value Co-Creation and Customer Satisfaction 97 
Strategies for Enhancing Customer Participation 99 
Chapter Exercises 8 l 0 l 

Chapter IX: Service Failure and Recovering in Tourism 
and Hospitality l 03 

Service Failure l 04 
How Customer Respond to Service Failure l 05 
Service Recovery Strategy l 06 
Chapter Exercises 9 l 08 

Chapter X: Service Excellence and Leadership l 09 
Service Quality 110 
Measurements of Service Quality 110 
Learning from Customer Feedback 111 
Tools to Analyzeand Address Service Quality Problems 112 
Improving Service Quality 114 
The Concept of Leadership 115 
The Application of Leadership 116 
Chapter Exercises l 0 118 

References 12l 

iv 


