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DE /
The hotel is able to make more money now and in the future. |« DE

\ Prolits are increasing.

DE
Current occupancy rates are incresing

&

FOL# 283
Loyal customers buy more of the hotel services.

DE
Customer loyalty is enhanced.

FOL# 290
For making more money now and in
the future, secure and happy work
environment should be provided to

employees.

Customers are satisfied.

FOL# 282
Customer loyalty is enhanced through
customer satisfaction.

FOL# 281
Satistaction is provided to hotel
customers through quality and

value,

DE
Quality and value of customer
services are improved

DE
The hotel is able to provide on-time service delivery.

LY

DE
Queues do not oceur at the front office. )

DI
Check-outs can be
made on time,

DE
Timployees feel secure and
happy with their work

FOL# 280
Providing prompt customer service is essential for
improving quality and value of customer service.

DE
Check-ins can be made on time.

FOL# 264
Employees do not feel secure
and happy if they don't realize
job satisfaction.

DE

FOL#263
Customers wait at the
front office for check-in.

Housekeeping personnel are able to
prepare previously occupied rooms
for a new occupancy in a timely
manner.

FOL#262
Customers wait at the
front office for check-out.

FOL# 251
Employees are satisfied when
they have positive feclings
towards their jobs,
colleagues, and the hotel

FOL#261
Oceupied rooms cannot be prepared
for a new occupancy in a timely
‘manner unless customers are

discharged on time

#240

Housekeeping staff are able to discharge
customers from the rooms they occupy on time.

DE
Employees have positive
feelings towards their jobs.
colleagues, and the hotel

#230
Front office staff are able to make
necessary calls on time.

#250
Front office staff are able to give
timely information to the

FOL#232
Housekeeping unit fails to
discharge customers on time
unless the front office desk gives

timely information.

DE
Customers do not wait 1o
much on the phone.

FOL#221
Front office staff have to call
other units of the hotel.

FOL#231
Housekeeping unit seeks timely
information.

#220
Calls do not overlapp and the front office staff are not overworked.

FOL#211
Customers call both from outside and inside
to get information or to make reservation

#211
Front office staff are freed from answering the incoming calls for the
restaurant to a certain extent.

#115
The length of time needed for answering the incoming calls for the
restaurant is minimized.

#210
Front office staff are not kept busy with
answering the incoming calls for the
restaurant.

FOL#130

#116 Front office staff must have more free time.

#100
Front office staff are able to transfer the

The current restaurant
reservation process is not

awkward and it doesn't
Tequire an extensive amount
of time to complete

incoming calls for the restaurant reservations
to the restaurant personnel

#114
Front office staff can easily access data
pertaining to availability of seating in the
restaurant via the integrated computer
system.

003
Injection: Cross-train restaurant
personnel Lo Lake reservations.

FOL#120
] #110
Some routine tasks performed i 1
Iy ront otfice statt e b Restaurant personnel are able to 2
BT communicate with potential customers || Restaurant personnel are able to record reservations s
clegated to the restauran e Wi p
personel. seeking reservations. into the computer system. Thete is an an
integrated computer
002 system between the
front office and th
001 Injection: Install an integrated computer m"rfw'“c]i :": <
Injection: Train restaurant personnel . #111 system between the front office and the
concerning how 10 usé compuiers he restaurant personnel are able to use computers. restaurant.

FIGURE 4 The future reality tree for case study hotel.



