MANAGING QUALITY
SERVICE IN HOSPITALITY

How Organizations Achieve Excellence in the Guest E:

Robert C. Ford | Michael C. Sturman | Cherrill P. Heaton



Managing Quality
Service 1n Hospitality

How Organizations Achieve
Excellence in the Guest Experience

ROBERT C. FORD, Ph.D.
UNIVERSITY OF CENTRAL FLORIDA

MICHAEL C. STURMAN, Ph.D.
CORNELL UNIVERSITY

CHERRILL P. HEATON, Ph.D.
UNIVERSITY OF NORTH FLORIDA

5. DELMAR
1 & CENGAGE Learning"

Australia « Brazil « Japan » Korea « Mexico ¢ Singapore « Spain « United Kingdom « United States

Copyright 2011 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook

Editorial review has deemed that any suppressed content does not materially affect the overall learning experience. Cengage Learning reserves the right to remove additional content at any time if subsequent rig



Thisis an electronic version of the print textbook. Due to electronic rights restrictions,

some third party content may be suppressed. Editorial review has deemed that any suppressed
content does not materially affect the overall learning experience. The publisher reserves the right
to remove content from thistitle at any time if subsequent rights restrictions require it. For
valuable information on pricing, previous editions, changes to current editions, and alternate
formats, please visit www.cengage.com/highered to search by ISBN#, author, title, or keyword for
materialsin your areas of interest.

Copyright 2011 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook and/or eChapter(s).

Editorial review has deemed that any suppressed content does not materially affect the overall learning experience. Cengage Learning reserves the right to remove additional content at any time if subsequent rights restrictions requireit.



DELMAR

CENGAGE Learning

Managing Quality Service in Hospitality:
How Organizations Achieve Excellence
in the Guest Experience

Robert C. Ford, Ph.D.
Michael C. Sturman, Ph.D.
Cherrill P. Heaton, Ph.D.

Vice President, Career and Professional
Editorial: Dave Garza

Director of Learning Solutions: Sandy Clark
Senior Acquisitions Editor: Jim Gish
Managing Editor: Larry Main

Product Manager: Anne Orgren

Editorial Assistant: Sarah Timm

Vice President, Career and Professional
Marketing: Jennifer Baker

Marketing Director: Wendy Mapstone
Senior Marketing Manager: Kristin McNary

Associate Marketing Coordinator:
Jonathan Sheehan

Production Director: Wendy Troeger

Senior Content Project Manager:
Kathryn B. Kucharek

Senior Art Director: Casey Kirchmayer
Photo credits:

Page xxviii - © 2010. Used under license
from Shutterstock.com

Page 148 - © michaeljung. Used under
license from Shutterstock.com

Page 294 - © Niko Guido. iStockphoto LP.

Printed in Canada
1234567151413 1211

Editorial

Copyright 2011 Cengage Learning.

All

review has deemed that any suppressed content does not materially affect the overall

© 2012 Delmar, Cengage Learning

ALL RIGHTS RESERVED. No part of this work covered by the copyright
herein may be reproduced, transmitted, stored, or used in any form or by
any means graphic, electronic, or mechanical, including but not limited
to photocopying, recording, scanning, digitizing, taping, Web distribu-
tion, information networks, or information storage and retrieval sys-
tems, except as permitted under Section 107 or 108 of the 1976 United
States Copyright Act, without the prior written permission of the
publisher.

For product information and technology assistance, contact us at
Cengage Learning Customer & Sales Support, 1-800-354-9706

For permission to use material from this text or product,
submit all requests online at www.cengage.com/permissions.
Further permissions questions can be e-mailed to
permissionrequest@cengage.com

Library of Congress Control Number: 2010936298
ISBN-13: 978-1-4390-6032-2
ISBN-10: 1-4390-6032-0

Delmar

5 Maxwell Drive

Clifton Park, NY 12065-2919
USA

Cengage Learning is a leading provider of customized learning solu-
tions with office locations around the globe, including Singapore, the
United Kingdom, Australia, Mexico, Brazil, and Japan. Locate your local
office at: international.cengage.com/region

Cengage Learning products are represented in Canada by
Nelson Education, Ltd.

To learn more about Delmar, visit www.cengage.com/delmar

Purchase any of our products at your local college store or at our preferred
online store www.cengagebrain.com

Rights Reserved. May not be copied, scanned,

or duplicatec

learnin



This book 1s dedicated to Bruce Laval—the father of guestology
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