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MANAGING QUALITY SERVICE IN HOSPITALITY: HOW
ORGANIZATIONS ACHIEVE EXCELLENCE IN THE GUEST
EXPERIENCE, 1st edition teaches the concept of treating customers as guests
and creating a"WOW" experience for them. Many other texts in this subject area
skip over guest-focused service strategy in hospitality or service Thistext fully
covers the topic of managing hospitality organizations by using academic studies
and real life experience from companies like Walt Disney Company, Marriott,
Ritz-Carlton, Darden Restaurants, Southwest Airlines and many others. The text
iswritten in three sections: strategy, staffing, and systems. Each chapter includes
at suggested hospitality activities for students, in which students are encouraged
tovisit local organizations to talk with guests, employees and managers to obtain
avariety of perspectives on the guest experience. Other activitieswill have
students going to the internet to visit established sites for hospitality
organizations. Real and hypothetical hotels, restaurants, and other business types
found in the hospitality industry are included as case studies giving the
opportunity for discussion of hospitality concepts and principles. "Ethicsin
Business" segments encourage students to analyze ethical issues associated with
chapter topics. Each chapter opens with learning objectives and discussion
guestions at the end. The included Instructor's Guide provides answers to the
end-of-chapter questions and to the discussion questions following the chapter
cases, additional field exercisesin hospitality, true-false and multiple-choice
quizzes, and additional material to assist the instructor in preparing course
outlines and lesson plans, providing the best known about managing hospitality
organizations big or small.
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MANAGING QUALITY SERVICE IN HOSPITALITY: HOW ORGANIZATIONS ACHIEVE
EXCELLENCE IN THE GUEST EXPERIENCE, 1st edition teaches the concept of treating customers as
guests and creating a"WOW" experience for them. Many other texts in this subject area skip over guest-
focused service strategy in hospitality or service Thistext fully covers the topic of managing hospitality
organizations by using academic studies and real life experience from companies like Walt Disney
Company, Marriott, Ritz-Carlton, Darden Restaurants, Southwest Airlines and many others. Thetext is
written in three sections: strategy, staffing, and systems. Each chapter includes at suggested hospitality
activities for students, in which students are encouraged to visit local organizations to talk with guests,
employees and managers to obtain a variety of perspectives on the guest experience. Other activities will
have students going to the internet to visit established sites for hospitality organizations. Real and
hypothetical hotels, restaurants, and other business types found in the hospitality industry are included as
case studies giving the opportunity for discussion of hospitality concepts and principles. "Ethicsin Business'
segments encourage students to analyze ethical issues associated with chapter topics. Each chapter opens
with learning objectives and discussion questions at the end. The included Instructor's Guide provides
answers to the end-of-chapter questions and to the discussion questions following the chapter cases,
additional field exercisesin hospitality, true-false and multiple-choice quizzes, and additional materia to
assist the instructor in preparing course outlines and lesson plans, providing the best known about managing
hospitality organizations big or small.
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Editorial Review

Review
[Thistext] has got almost everything that | want to teach an undergraduate student in the area of hospitality
customer service management compressed in around 400 pages. ... | have not yet found areal ‘competitor'

for this book. While there are so many books that deal with hospitality consumer behavior / marketing /
management, none of them offer a'real-life feel' like this book. This book discusses alot of theory, but the
readerswill feel asif theory is emerged from practice and not vice versa: that is areally positive aspect of
this book.Babu P George, University of Southern Mississippi

About the Author

Robert C Ford (Ph.D. Arizona State) is currently a professor of management in the College of Business
Administration (COBA) of the University of Central Florida (UCF) where he teaches management of service
organizations. He joined UCF as the chairman of its hospitality department after serving as the head of
management at the University of Alabama at Birmingham. He was UCF's COBA the Associate Dean for
Graduate and External Programs for five years. Bob has authored or coauthored numerous publications
currently focusing on service management in both top research and practitioner journals. He serves on
several editorial boardsincluding Cornell Hospitality Quarterly, British Journal of Management, Journal,
Journal of Leadership and Organizational Studies and is the associate editor of the Journal of Service
Management. He has also published several books including Managing the Guest Experience in Hospitality,
Achieving Service Excellence, Managing Destination Marketing Organization and most recently The Fun
Minute Manager. Bob has served the Southern Management Association (SMA) in every elective office
including president. He has held important roles in other organizations as well. He was a founding member
and later Chair of the Accreditation Commission for Programs in Hospitality Administration and currently
serves on the Destination Marketing Accreditation Commission. Bob has been recognized for hiswork by
organizations he served including the Distinquished Service Award from AOM's MED, election to SMA
Fellows, election asits dean and SMA Distinquished Service Award. In recognition of his serviceto
hospitality education he was given the Paul Brown Award by the Florida Hotel and L odging Association.

Michael C. Sturman is an Associate Professor at Cornell University's School of Hotel Administration, and is
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research articlesin such journals as the Journal of Applied Psychology, Academy of Management Journal,
Personnel Psychology and Journal of Management. He has also published practitioner papers in the Cornell
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Magazine, Lodging HR, A.A.H.O.A Hospitality, HR Com and the American Compensation Association
Journal. Michael holdsaPh.D., M.S. and B.S. from Cornell University's School of Industrial and Labor
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Cherrill P. Heaton (Ph.D.) recently retired as Professor of Organizational Communications from the
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Principles of Management: A Decision Making Approach; Organizational Theory, Achieving Service
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Users Review
From reader reviews:
L awrence Sawyer :

This Managing Quality Service In Hospitality: How Organizations Achieve Excellence In The Guest
Experience (Hospitality Management) book is not ordinary book, you have it then the world isin your hands.
The benefit you get by reading this book is actually information inside this reserve incredible fresh, you will
get facts which is getting deeper an individual read alot of information you will get. This Managing Quality
Service In Hospitality: How Organizations Achieve Excellence In The Guest Experience (Hospitality
Management) without we recognize teach the one who looking at it become critical in pondering and
analyzing. Don't be worry Managing Quality Service In Hospitality: How Organizations Achieve Excellence
In The Guest Experience (Hospitality Management) can bring if you are and not make your case space or
bookshelves come to be full because you can haveit in your lovely laptop even cellphone. This Managing
Quality Service In Hospitality: How Organizations Achieve Excellence In The Guest Experience
(Hospitality Management) having excellent arrangement in word in addition to layout, so you will not sense
uninterested in reading.

Teresa Thomas:

Hey guys, do you would like to finds a new book to study? May be the book with the title Managing Quality
Service In Hospitality: How Organizations Achieve Excellence In The Guest Experience (Hospitality
Management) suitable to you? The actual book was written by well known writer in this era. The book
untitled Managing Quality Service In Hospitality: How Organizations Achieve Excellence In The Guest
Experience (Hospitality Management)is the main of several books which everyone read now. This specific
book was inspired many people in the world. When you read this reserve you will enter the new shape that
you ever know previous to. The author explained their plan in the ssimple way, therefore al of people can
easily to be aware of the core of this book. This book will give you alots of information about this world
now. In order to see the represented of the world with this book.

Eli Gaddy:

A lot of people aways spent al their free time to vacation or perhaps go to the outside with them household
or their friend. Are you aware? Many alot of people spent they free time just watching TV, or maybe
playing video games all day long. If you wish to try to find a new activity hereislook different you can read
some sort of book. Itisreally fun for yourself. If you enjoy the book that you simply read you can spent all
day long to reading a e-book. The book Managing Quality Service In Hospitality: How Organizations
Achieve Excellence In The Guest Experience (Hospitality Management) it is very good to read. There are a
lot of individuals who recommended this book. These people were enjoying reading this book. Should you
did not have enough space to develop this book you can buy typically the e-book. Y ou can mQOore quickly to
read this book from a smart phone. The price is not to cover but this book has high quality.



L awrence Woods:

Exactly why? Because this Managing Quality Service In Hospitality: How Organizations Achieve
Excellence In The Guest Experience (Hospitality Management) is an unordinary book that the inside of the
publication waiting for you to snap that but latter it will jolt you with the secret it inside. Reading this book
beside it was fantastic author who all write the book in such amazing way makes the content inside easier to
understand, entertaining means but still convey the meaning thoroughly. So , it is good for you because of
not hesitating having this any longer or you going to regret it. This amazing book will give you alot of
positive aspects than the other book get such as help improving your talent and your critical thinking
technique. So, still want to hold up having that book? If | have been you | will go to the guide store
hurriedly.
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