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Goal: More profits are realized now and in the future.

CSF#1: Loyalty among hotel customers is increasing now and in
the [uture.

CSF#2: Our employees are increasingly secure and happy with
their work environment now and in the luture.

CSF#4: Employees realize increased job satisfaction now and in
the future.

f

NC#6: Develop positive feelings among our employees towards
their job, colleagues. and the hotel

CSF#3: Satisfaction is provided to hotel customers through quality and value
now and in the [uture.

i

NC#1: Increase
reliability by
performing promised
service dependably
and accurately.

NC#2: Increase
responsiveness by
improving our
willingness to help
customers and
provide service
promptly.

NC#3: Provide
empathy via our
caring and
individualized
atlention.

NC#4: Improve
assurance through
our ability to convey
trust and confidence
through our
knowledge and
courtesy.

NC#5: Improve the
appearance of
tangibles such as our
physical facilities,
cquipment,
personnel &
communications
malerials.

and (¢) assess the impact of the proposed solutions on the performance of

the hotel.

FIGURE 1 The intermediate objective map for case study hotel.

Analyzing the Current Situation and Identifying What
to Change in the Case Hotel

As a first step in the implementation of the TP, interviews, observations,
and focus group meetings were arranged in order to identify the most
important UDEs in the case hotel. As shown in Figure 2, this data analysis
yielded 14 UDEs that were identified as major undesirable effects that were



