
QUALITY. SERVICE MANAGEMENT 
IN TOURISM AND HOSPITALITY 

Daryl Ace V. Cornell, Ph.D., CGSP • Ronald G. Manzano, DBA 
Authors 

Reil G. Cruz, Ph.D. 
Coordinator 

08 -•OUl(X)MES- 
® BASED 
EDUCATION First Edition 



I 



QUALITY SERVICE 
MANAGEMENT 
IN TOURISM 

AND HOSPITALITY 

Daryl Ace V. Cornell, Ph.D., CGSP 
Ronald G. Manzano, OBA 

Authors 

Riel G. Cruz, Ph.D. 
Coordinator 

4A, blushed & Distnbuted by 

W REX Book Store 
856 Nicanor Reyes. Sr. SI. 

Tel. Nos. 736-05-67 ·735-13-64 
1977 C.M. Recto Avenue 

Tel. Nos. 735-55-27 • 735-55-34 
Manila. Philippines 

www.rexpublishing.com.ph 



Philippine Copyright 2020 
by Rex Book Store, Inc. 

and 
Daryl Ace V. Cornell, Ph.D., CGSP 

Ronald G. Manzano, OBA 

111S Quality 5erfia Ma.,.ement In Tourism and Hospitality 
First Editor 
158~ 978-621-04-0379-4 
Gass ftcaooo: Textbook (04· TB-00029-0) 

Pub "hod. copynghted 2020, and distr·buled by Rex Book Store, Inc. (RBSI) with main olfice at 856 Nicanor Reyes Sr. St., Sampaloc, 
W-a, 'a{Te, Nos.· 735-1364, 736-0567 

RBS! Branches. 
LUZON 

• MORAYTA: 856 N. Reyes Sr. St., Sampaloc, Manila/ Tel. Nas.: 736-0169, 733-6746; Telefax: 736-4191 • RECTO: 2161-65 Free_dam 
B" 1 "&, CM Pecto Av,:sue, Sampa1oc, Manila / Tel. Nos.: 522-4521, 522-4305, 522-4107, 733-8537 • RECTO {La Consolaoon): 
'•'•00 o·a, 1//r ., • MAl<ATI: Unit UG-2, Srar Centrum Bldg., Sen. Gil Puyat Ave., Maka ti City/ Tel. No.: 818-5363; Telefax: 893-3744 
• ROCICWEU: 1"1 flcor, Ateneo Profess,anal School, Rockwell Center, Bel-Air, Makati City /Tel. No.: 729-2015 • CU BAO: Unit 10 UGF, 
D<l•,a uir,o'acos e di, Gen. Santos Al'e., AranEta Cenler, Cubao, Quezon City/ Telefax: 911-1070 • ORTJGAS: G/F Tektite East Tower, 
f>~har~Rcad, Pn· pp'.ne Stock £1.change Centre, Ortigas Center, Pasig City / Tel. No.: {02) 650-4347 • CAVITE {Oasmariiias): Bfod< 
4, ..ot 20 Don Gregorio He 6h15 2, Zone l-A Aguinaldo Highway, Dasmaririas, Cavite / Telefax: (046) 416-1824 • CAVITE (Tanz:.a): 
(D:~••;Area) E'od< 5, lot 6, c,ry Vew4 and 5, Brgy. Tanauan, Tanza, Cavite • NAGA: 1-lA Geronimo Bldg., Bari in SL, Sta. Cruz, Naga 
C·1, ca~,, oe, Sur /Te E'ax. (054) 811-6878 • l£GAZPI: Um! 6, 3rd floor, A. Bichara Silverscreen, Legazpi City, A/bay/ Telefax: (052) ~0- 
Ut.t. • CAW.AN: Brn Sa'ong, llanonal Hiehway, calapan Cily, Oriental Mindoro /Telefax: (043) 288-1650 • BATANES: L Lopez St., 
f.;u.-a ,i;a•as, 8asco. Batanes /Tel.lies.: (02) 681-9085, 330-4937 • TUGUEGARAO: 10 Arellano Ext. St., Brgy. Ugac Sur, Tuguegarao, 
Cac,,-as t ·e e'u (078) 8"-8072 • CABANATUAN: fontelera Building, 1271 Del Pilar Ext., Sangitan fast, Cabanatuan City, Nueva 
ya / ·e •.o. '°"') '&4-2151; Telefax: (044) 600-5684 • URDANETA: Zone 6, Pinmaludpod, Urdaneta City, Pangasinan / Telefax: 
075 5£2-3975 • ANGELES: Un t H, Jl~S c'dg., MacArthur H'ghway, Brgy. Solapungan, Angeles City, Pampanga / Telefax: (045) 887-5371 
• u.GIJIO· F., "• S:Joe-i Pe, denc..o,, Upper Gen. Luna cor. A. Bonifacio St., Baguio City, Benguel /Tel. No.: (074) 422-0574 • BATANGAS: 
• > ~-~ "4"•"1, 113t.;s ·a Lupa, Ta-rbo, l.ipa, Ba12ngas/Tel. No.: (043) 741-6614 • PAlAWAN: Abad Santos St. cor. Valencia St., Puerto 

VISAYAS 

•TloO.OIIAI; : ~·ti 7< 1/ara,bm,, Tadoban Gry, Leyte /Tel.No.: (053) 323-8976; Telefax: (053) 523-1784 •ILOILO: 75 Lopez 
'•,•,~'Cl Sa• •c d•o, Jaro, llo Jo ury, 1/oi/o /Tel. No.: (033) 329-0332; Telefax: (033) 329-0336 •BACOLOO: 28 Brgy. 36, Purol< 
~.c. «1<, Q,,.,,c, P,e, Bacolod ury, Negro, Occiden1al •CEBU: 11 Sanciangko St., Cebu City/ Tel. Nos.: (032) 416-9684, 254 
~- S'>S-4313 'e!e'ax: (032) 254-6466 

MINDANAO 

GAYAN DE 01!0: J. SErii\a St. cor. Vamenta Blvd., Carmen, Cagayan de Oro City, Misamis Oriental/ Telefax: {088) 858-677S, 
•-~~l •O"V,.O: lS~ Clk Pecto St., Davao City, Davao /Tel. Nos.: (082) 300-5422, 305-5772; Telefax: (D82) 221-0272 •GENERAL 
ITOS: t-;;a·e·•e SL, Dad;angas Heights, General Santos City, South Cotabato / Telefax: (083) 554-7102 • ZAMBOANGA: San 
"' cc,, ..'lJ',l, 11 •,'Cf ~gas k,e, Cam,no lluevo 8, Zamboanga ury /Tel. No.: (062) 9SS--0887 

www.rexpublishing.com.ph 

'•"J ;;-::~ -; ... ,;h,,. s book maybe copied or reproduced in books, pamphlets, outlines, or notes-whether printed, mimeographed, 
typere, phtaped, or in any form--for distribution or sale, without the written permission of the Publisher and 
Auth/E. The rtrrer shall be prosecuted in compliance with copyright, trademark, patent, and other pertinent laws, 

INTERNET LINK DISCLAIMER 

Rex Book Store, t~c. (/<.BS() c ~'" '°'pois•b'e for the accuracy, legalityorcontenlof the external sites and for that of subsequent links. 
These inks ate eng routed as a anuenience and for informational purposes only. Although verified at the date of publication, 
the pub' !::t",e arr gaararee hat thee links will work all of the time nor does it have control over the availability of linked pages. 

Mort:over, &,,- ~~t T-Er ~~:. r<;: Nuram ~ites or the servers that make them available are free of viruses or other harmful 
component.!:. R~A Book Stare, Inc.. (RBSIJ C.oe.i not warrant or make any representations regarding the use or the results of the 
use of the materials in these mes or in third-party sites in terms of their correctness, accuracy, timeliness, reliability or otherwise. 
RBSl's Book Auocia-lfon IIIErr,!>Eroh;µ<. P~ pp,ne Boolt>ellers Association, Inc. (PBAI); Book Development Association of the 
Philippines (BDAP); Philippine Educational Publishers Association (PEPA); Book Exporters Association of the Philippines (BEAP); 
Academic Booksellers Asia@ion of the Philippines (ABAP); Children's Literature Association of the Philippines, Inc. (CLAPI); Asian 
Publishers Resource< Cenu,r (1-FFC) 

PEPA's International Book Association Memberships: International Publishers Association (IPA); Asia Pacific Publishers Association 
{APPA/; AS[AN Book Pub• :h,r< ""oc..anon (A8P/,/; Phil,pµ,nc Book Publi>hing Development Federation (Phi/book) 

Pr,n:t:d bt i 1t1x f,Ri-.1h<1 '~"'P'"Y, i,c. 
84-86 P. Florentino St., 5ta. Mea He/fhl:, Quezon City/ Tel. No.: 857-7777 



Preface V 

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

Chapter 2: Guestology I 2 

Chapter 3: Strategies for Quality Service in Tourism and Hospitality.... 24 

Chapter 4: The Guest and the Service Setting............................................. 36 

Chapter 5: Service Staffing in Tourism and Hospitality Industry............... SO 

Chapter 6: Designing and Managing Service.................................................. 74 

Chapter 7: Balancing Demand and Productive 
Capacity for Quality Service 89 

Chapter 8: Co-creation of Quality Service................................................... I 09 

Chapter 9: Service Failures and Service Recovery...................................... 123 

Chapter 10: Service Excellence and Leadership............................................. 131 

References 145 
Photo Attribution....................................................................................................... 151 
Index 157 

iii 


