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Demographics, changing, 43—44
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Disney Magic Cruise, 35
Disney Magic Kingdom, 89, 92, 94
entertainment control system, 92-93
space layout, 99
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Disney World. See Walt Disney World
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Distributive justice, 453—454
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training, 216
Domino’s Pizza, 444
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Emotional relationship, 163
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Employee action failures, 441
Employee development, 219-223
Employee referral programs, 176
recruitment, 170
Employee satisfaction
environment, 95
and performance, 256257
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Disney World Resort, 200-201
methods, 206-216
program development, 203-206
Scandinavian Airline Services (SAS), 201
Starwood Hotels, 199
Employees, 152-153
appearance, 103
directives compliance, 251-253
diversity, 167-169
empowerment, 15, 240-243
goal setting, 247249
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410, 414
hiring, 178, 185-187
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motivating, 230
on-boarding, 187
planning involvement, 68—-69
preconditions for authority acceptance,
250-251
recruiting, 163-178
referral source, 175-176
rewarding, 231-239
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satisfaction and performance,
256-257
search strategies, 166, 169
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support services, 154
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Empowerment, 15, 240-241
degrees of, 242-243
implementation, 241-242
limitations, 242
unintended consequences, 243
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Disney Magic Kingdom, 92-93
Environment
and organizational culture, 128-131
leadership in changing, 255
Environment assessment, 39, 41-43
factors, 42
Environmental Green Plan, energy
use, 50
Environment-user relationship, 97
Epcot, Walt Disney World, 60, 101
Equity theory, 253
Error detection, and improvement, 359
Ethics
appearance standards, 144
in co-production process, 288
customer manipulation, 224
guest behavior, 25
Internet complaints, 325
pay plan motivation, 259-260
safety measures cost, 363
screening process, 191
server tips, 430
service and profit, 496
service recovery strategies, 463-464
theming, 109-110
wait line fairness, 393
Evangelists, satisfied customers as, 449
Excellent service
characteristics, 63—-64
employee selection, 189
“Excellent show,” 491
Expectancy theory, 244
Expectations, 17-19
meeting, 5-6
Expressjet, 439
External candidates
recruiting and hiring, 166-169
search strategies, 169-178
sources, 170-171
External training, 204
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Fairmont Hotels & Resorts, recognition
program, 238
Fairness, perceptions of, 455
Fantasy themes, 85
Farney Spa and Fish Camp, case studies,
260-261, 465
FASTPASS™, 379-381
Fatigue, reducing, 239
Feedback, guest needs, 480
Financial incentives, 237
Financial rewards, 236, 237
Fine Family Motels, case study, 326
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abruptly, 286
abusive situations, 285-286
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service quality, 404, 416, 425
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approaches, 74
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355
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Gilmore, James H., 9
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Guest experience, 9-10
aspects of 5
components of, 11
employee contact, 152-154
quality of, 20
service delivery system, 10
uniqueness and similarity, 10-11
value of, 20
waiting, 370-371
Guest feedback, service problems and
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Guest focus groups, 404, 416, 425
Guest interaction, service planning, 346,
346-347
Guest mood, environment, 94
Guest participation, 269
commitment building, 283
co-production, 272-273
cost saving, 281-292
differentiation strategy, 282
invitation guidelines, 284
time and control, 281
while waiting, 280
Guest promise, keeping, 488489
Guest responses, environment, 97-98
Guest satisfaction
and employee satisfaction, 257
key drivers, 40, 63
Guest-centric view, 266
Guest-created service failures, 441-442
Guestologist, 6
service failure response, 442
Guestology, 5-9, 476
importance of, 22
and systems, 486
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co-production advantages, 274
co-production disadvantages, 275
dignity maintenance, 287, 452
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firing, 284-287
involvement strategies, 269280
motivating, 278, 485-486
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Hampton Inn, service guarantee, 411
Happy wait, vs. sad wait, 388

Happy’s Restaurant, case study, 431-432
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service quality process strategies, 403
Harrah’s Casino and Resorts, 51, 444
data mining, 315, 316
Hartsell Hotels, case study, 260
Heroes, organizational culture, 132-134
Hillsbrook Lodge, case study, 468
Hilton Garden Inn, Montreal, 419
Hilton Hotels, internal employee search,
166
Hiring
best candidate, 178, 185-187
external candidates, 166-169
internal candidates, 163-166
“History sniffing,” 313
Home Depot, customer instruction, 281
Homewood Suites, training video, 213
Hospitality industry
defined, 4
future, 487
Hospitality Inn, case study, 364-365
Hospitality management, vs. traditional
management, 22
Hospitality organization, as information
system, 320-323
Hotel Kitchen, case study, 497-498
HotelConnect, 38
Human relations, training, 216
Human resource planning, 157
Humphrey, R. H., 247
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Hyatt Leadership Network, 214
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Improvement cycle, 428-429
Individual moderators, 97, 102, 105
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quality, 408
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Information management, 298
decision support systems, 313-320
delivery system, 307-313
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service product, 301
service setting, 304-307
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Information system, 298
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level-to-level flow, 312-313
overload, 317-318
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Integrated information system, 303, 321
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Interactive case study training, 210
Interactive service, 15-17
Intercontinental Hotel Group, 270
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Internal assessment, 39, 40
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Kelleher, Herb, 118, 285

Key drivers, 40, 62, 477-481, 490
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Miller, Kerry, 255
Millionaire Hotels, case study, 498-499
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service failure, 442
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Passenger Bill of Rights, 448
Passion for service, 163
Penland Heights Resort, case study, 497
Perceived service environment, 104
Performance
and job satisfaction, 256-257
measurement, MBO, manager’s letter, 248
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Q
Qualitative forecasting tools, 41, 74, 76
Quality, 20
cost of, 21
planning, 335
Quality control, 335
Quality improvement, 335
Quality teams, problem prevention, 357
Quantitative forecasting tools, 41, 74
Queues, 364. See also Wait lines
discipline, 375-376
Queuing theory, 375

R
Radio frequency information devices
(RFIDs), 299-300, 308
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Self-study, 215
Seniors, 44
Server responsibilities, 482
Server sensitivity, 451
Server-customer interaction, future, 489
Service(s)
and setting, 96
consumption, 15
definition, 7
diagramming, 341, 342
encounters, 12-13
excellence strategy, 63-64
intangibility, 14-15
interactivity, 15-17
nature of, 14-17
over-delivery, 18
package, 8
standards, 336-338, 407
vs. price, 488
Service culture training, 199
Service cycle, hot dog stand example,
342, 343
Service delivery system, 10, 64
assessment, 336, 339, 403-415, 427-429
development, 335
guest experience, 5, 11-12
information, 307-313
measurement after service experience,
415-427
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phases, 339-340
planning and designing, 333-334
planning, monitoring, assessing/
improving cycle, 340-341
planning techniques, 341-355
problem prevention strategies, 357
self-healing, 340
standards, 336-338
Service environment. See also
Environment, Setting
ambient conditions, 98
creation, 84-93
guest experience, 5
guest responses, 97
importance, 93-94
and organizational culture, 139
people in, 103
space layout, 98-99
Service experience
assessment, 339
measurement, 415-427
monitoring, 338-339
Service failure, 438
addressing, 450-461
analysis steps, 456
cost of, 444
customer responses, 445448
learning from, 459460
outcomes, 443
recovery match, 458-459. See also Service
recovery
severity continuum, 443
and training, 304
types, 440-442
Service guarantees, 407, 410411
advantages, 411412
characteristics, 413
disadvantages, 413
Service industries, 8
Service innovation, 489-490
“Service naturals,” 155
Service product, 7-8, 64
failure, 440441, 442
guest experience, 5, 11
Service quality, 4
information, 309-310
judgment, 198
Service recovery, 443, 445, 452-461
analysis steps, 456
customer evaluations, 453456
failure match, 458-459
strategies, 457-459
successful, 461
systems analysis, 456—457
Service rules, guest understanding, 376
Service setting. See also Environment,
Setting
architecture, 87-91
guest experience, 5, 11
information, 305-307
sound, 91

Service strategy, 39, 476-481
development, 62-64
support, 64
Service support, 154
Service value, 4
and waiting, 390-391
Service wait management, 370
capacity, 371-375
perception, 385-390
queuing, 375-385
value, 390-391
Servicescape
environmental elements, 104
guest experience, 5
responses to, 105-108
SERVQUAL (service quality), 423-425
Setting. See also Environment
employee satisfaction, 95-96
functional value, 96-97
guest expectations, 94, 96
importance, 93-94
individual responses, 104-105
Severity continuum, service failure,
442-443
Sewell, Carl, 102, 331, 436, 444
Shingo, Shigeo, 359
Signs, symbols and artifacts, environment,
102
Silver Slipper fine-dining restaurant, case
study, 110-111
Simons, Tony, 255
Simulation(s)
training, 207, 211-212
system delivery planning, 354, 355
waiting line, 383-385
Singalong, while waiting, 280
Single-channel, multi-phase queue,
376-377
Single-channel, single-phase queue, 376
calculations, 396-397
Situational interviews, 181
Skills-oriented training, 205
SMART (Specific, Measureable, Attain-
able, Result-oriented, Time-bound)
service criteria, 247, 336
Social expectations, changing, 48-51
Social needs, 233-234
Social networking sites, 267
Society for Accessible Travel &
Hospitality, 35
Society for Human Resource Management,
176
Sofitel Chicago O'Hare, 309
Solo wait, vs. group wait, 388
Southwest Airlines, 18, 33
abusive passenger management, 285
community reputation, 176
customer participation, 270
guest preference research, 476477
mission statement, 7, 62
organizational culture, 118, 140-141
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Space
and organizational culture, 139, 140
use of, 98-100
Space Mountain, waiting, 371-372
Special competencies training, 216
Special niche, 35-36
Speed-parking technique, 359
Staffing. See also Employees
choosing, 481482
standards for, 484
training, 482-483
Standby line, 374
Starbucks, 21
Starwood Hotels
employee training, 199, 213
Make a Green Choice program, 273
Second Life virtual tour, 301, 310
summer intern program, 175
Steeplechase Park, 271, 272
Stoner, Jesse, 31
Stories, organizational culture, 132-134
Strategic planning, 39, 50
economic factors, 52
and uncertainty, 68
Strategic premises, 39, 55-56
change impacts, 54-55
Strategy making, 32
Structured guest interviews,
407, 413-414
Structured interview, 180
Student recruiting, 174-175
Subcultures, within organizational culture,
130-131
Succession plans, 166
Super 10 Suites, case study, 431
Superlative service quality and value, 38
Supervisory skills, training, 216
Surface acting, service interaction, 162
Surprises, and planning, 54
Surveys, service quality, 421
Survival needs, 232
Symbols, environment, 102

T

Talent profile development, 159-160

Tangible services, 14-15

Tangible-intangible cost, 21

Tangible-intangible product bundles,
7-8

Target market, characteristics, 9

Tax, Stephen S., 446

Taylor, Craig, 491

Team-based training, 210

Technology, changing, 47-48

Telephone surveys, 422

Temporary employment agencies,
recruitment, 171

Text analysis, information overload
reduction, 318

The Big Picture, Berry’s training principles,
202
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“The show”
back-of-house part of, 276
Walt Disney description, 84-85
Theme parks, design-day planning, 65, 66
Theming, 85, 86-87
control and focus, 87
risks, 87
Theory X and Theory Y management
styles, 125
Three Ss, guest service
staffing, 481-485
strategy, 476-481
systems, 486487
Thusly Manor, case study, 394
Tilyou, George, 271
Time-series analysis, 43, 74, 75
Toll-Free 800 numbers, quality of service
measurement, 416, 420
Training, 482-483
challenges, 216-219
costs, 206
effectiveness measurement, 217
good value, 218
methods, 206-216
objectives, 203
on-the-job, 206, 208-209
pitfalls, 219-219
and problem prevention, 356-357
program development, 203-206
Transformational leadership, 494
Travel and hotel information web sites,
267, 305-307, 310
Travelocity, 318
Trend analysis, 43, 74, 75
TripAdvisor, 4, 18, 266, 267, 305, 310, 426,
445
Tuition refunds, 221
Turnover, as selection, 187-189

U

Uncertain wait, vs. certain wait, 386-387

Uncomfortable wait, vs. comfortable wait,
388

Unexplained wait, vs. explained wait, 387

Unfair wait, vs. fair wait, 387-388

Unions, recruitment, 170
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Universal Service Map, service planning,
345

Universal Studios, Orlando Resorts, 75
parking lot, 102

Unpaid consultants, guests as, 270

Unstructured interview, 180

Unusual Hotels of the World, website, 85

User reviews, web sites, 305

\%
Value, 20
determining, 21
Values, organizational culture, 127
Van Maanen, J., 138
Video conferencing, 214
Virgin Atlantic Airways, abusive passen-
ger management, 285
Virtual Magic Kingdom, 301
Virtual queues, 379-381
Virtual tours, 301
Visibility, line of in service planning, 346
Vision statement, 39, 59-60

w
Wai, Kenneth, 164
Wait
characteristics, 375-376
management, 487
Wait lines. See also Queues
calculations, 396-397
simulation, 383
types, 376, 377-382
Wait time, experience of length, 385-386
Waiting line theory, 375
Waldorf Astoria, 216
Walk-in applicants, 171, 177
Wal-Mart, 33, 62, 69
Walt Disney Company, 5
Walt Disney World Resort, 6
Animal Kingdom, 75
Casting Center, 90, 91, 186
customer surveys, 63
daily count system, 312
employee training, 200-201
employees as cast members, 132, 246
Enchanted Tiki Room, 100

Epcot, 60, 101, 355
guest surveys, 477478
organizational culture, 118
retraining program, 215-216
space layout, 99
support services, 154
Swan and Dolphin Resort, 88, 89, 94
time wait management, 371-372, 385
virtual queues, 379-381
vision, 60
Walton, Sam, 62, 69, 297
Web sites
price comparison, 306
user reviews, 305
Webinars, 214
Wendy’s, 17
Westin Hotels, 101
Wheatley-Lovoy, Cindy, 491
Wilson, Woodrow T., 369
Windenwaves, case study, 289
Word of mouth
and credibility, 448
positive value, 445
service failures, 444
Work competencies, structured interview,
181
Working backwards, service process, 15
World Wide Web, and angry customer, 17
Wow experience
elements of, 477
future of, 488
service failure recovery, 460461
vs. bad-mouthing, 448
Wyndham Hotels, ByRequest guest
profiles, 308
Wynn Hotel and Resort, 178
scavenger hunt training, 215

Y

Yelp, travel and hospitality reviews, 18,
267, 426

Yield management (YM), 6667

z
Ziglar, Zig, 229
Zuji, web site, 306
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