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Assessment 6 – Understanding the Concept of Quality
Question 1
I. The term ‘quality’ can generally be defined as “the standard of something as measured against other things similar of a kind” or “the degree of excellence of something” (Oxford Dictionary, 2015). Therefore there must be a measurable subject for comparison to determine the ‘quality’ of the object. Within hospitality the term can be defined as “the delivery of the standard you feel is right for your guests, every time”. For instance this suggests a consistent deliverance of service and standards occur. The following factors are taken into account when assessing and determining quality (AA, 2011):
· Intrinsic quality.
· Condition.
· Physical and personal comfort.
· Attention to detail.
· [bookmark: _GoBack]Ease of use for guests.
· Overall presentation.

II. ‘Tangible’ is usually defined as visual or perceptible to touch, whereas ‘intangible’ is the opposite, this usually refers to a service rather than a product. Therefore tangible elements of service quality are rare as guests do not often have objects or items to take home after their experience within hospitality. The tangible product in this instance would typically refer to the food and beverages consumed during their stay. The intangible elements of service refer to the majority of the guests stay, as in essence all the services provided by the hotel as intangible. Intangible service quality is difficult to measure without tangible aspects, therefore reliance upon customer and management perceptions is essential.

III. The main difference between a hospitality service and a retail service is the tangible product the customer can obtain from the retail establishment. This enables another form of measurement of serve, very different to the hospitality industry. Within retail the service quality differs due to the nature of the industry and the management and control of quality must be approached in a difference manner. The product (tangible) and the services must be taken into account. The retail service quality scale (RSQS) (Naik, Gantasala & Prabhakar, 2010) takes into account the SERVQUAL, a measurable service quality scale and also the expectations of retail customers. The RSQS enables the following categories to be measured: 
· Physical aspects = appearance & convenience.
· Reliability = reliability & correct execution.
· Personal interaction = inspiring confidence & courteousness/helpfulness.
· Problem solving 
· Policy.
Overall the measurement of service quality within both the hospitality and retail industries have many similarities as a customer service is provided with the main goal of high customer satisfaction, however some aspects within retail need further measures.

IV. SERVQUAL is a measurable scale that enables establishments to understand and compare expectations set out by clients during their stay or experience with the company. Also it helps to identify the strengths and weaknesses of the service delivered by staff. Overall enabling comparisons to similar businesses. SERVQUAL can also be used internally within a company to help understand the employees opinions of quality service, this can in turn help determine where training may be required.
The five dimensions, enabling this process are:
· Tangibles – the physical appearance of the property, employees, equipment and communicative methods and materials, in a practical and usable manner to guests.
· Responsiveness – prompt service and enthusiasm to help clients as soon as the request is received.
· Assurance – reputable staff providing knowledge, confidence and courtesy and instilling this within the clients.
· Empathy – providing required attention to individual clients in a caring manner.
· Reliability – fulfilling the promises of service to the best ability and quality.

V. Total quality management ensures that the service provider guarantees that all members of the team are dedicated to providing the best quality of service throughout every department by determining a valuable management scheme. It is a management system that can be adapted to any form of industry where quality control is essential. Customer satisfaction is crucial to any hospitality company, therefore this stems from quality service provided by employees; to ensure this occurs regular staff training and motivation must occur. In turn this boosts the satisfaction of all clients. Regular inspections and quality controls must be put in place to determine if there are any faults, reducing damaging impacts. Feedback is a great method of quality control, and should be part of the management system, this is a direct form of contact with customers’ opinions.
There are four categories for total quality management (TQM): planning phase, doing phase, checking phase and acting phase. Firstly within the planning phase the problem is determined and the root of the cause is established; the doing phase tackles how the problem can be addressed and determines the most effective solution. The third phase, checking, confirms before and after results, and finally the acting phase is where the solution is put into place, implementing changes and observing the results.
Question 2
The quality advisors’ visit report is undertaken by a tourism authority (e.g. within the UK it is the AA) or assessment agency to determine the quality of the hospitality establishment. There are eight areas of focus within the report, these include:
· Safety & Security – clear identification of emergency procedures. Adequate lighting in public areas particularly in hazardous areas. Clear, uncluttered entrances and walkways. Easy and safe security measures for guests, especially ground floor.
· Cleanliness – excellent consistent standard maintained, with specific attention to bathrooms and WC facilities.
· Maintenance – all aspects of the establishment must be maintained in a safe, clean and working manner. Particular attention to electrical items.
· Annexes – good condition and well lit. Awareness to guests of facilities or accommodation within annexes.
· Reservations & Pricing – friendly and courteous approach to dealing with customers enquiring and staying within the hotel. Correspondences and complaints dealt with punctually and politely. Must be evident to guests the exact price and all inclusions or surcharges. A detailed up-to-date list of accommodation and facility prices must be available. In house policies must be evident. 
· Administration – guests must be provided with clear payment details e.g. bill and a receipt.
· Advanced Ratings – this refers to the star-rating of the establishment, the criteria must be consistently met to obtain this award.
· Access – full access to the establishment for guests, as well as access to staff and management if required.
Each of the eight areas has a criteria to gain optimal results. When an establishment is of a certain standard, for example star rating, Five Star hotel, then certain grades must be maintained for continual star status. The grades are as follows (showing the boundaries the hotels must fall within):
· 10 = Outstanding Five Stars
93- 100%


· 9 = Excellent Three Stars
77 – 83%
Four Stars
84 – 92%

· 8 = Very Good
· 7 = Good
· 6 = Quite GoodTwo Stars
71 – 76%

· 5 = Nearly but not quite goodOne Star
60 – 70%

· 4 = Definitely acceptable
· 3 = Only just acceptable
· 2 = Not quite acceptableFail = less than 60%.

· 1 = Definitely poor
· 0 = Not acceptable
The percentage score is determined by the assessing board, the AA, a assessing organization within the UK uses the following percentages for star ratings: one star = 30-46%; two stars 47-54%; three stars 55-69%; four stars 70-84% and five stars 85-100%. This score of quality bands is far more lenient than the one stated above, therefore there can be a conflict in assessment between organizations. 
The quality advisor will follow the areas stated above to assess the quality of service within the establishment. An assessment sheet is used to help determine the overall results, this is often divided into the following sections:
· Exterior – appearances of the building; grounds and gardens.
· Bedroom – décor; furnishings & furniture; flooring; beds, linen & bedding; lighting; heating accessories; spacious/overall impressions. 
· Bathrooms/WC – décor & flooring; fixtures & furniture; linen; lighting & heating; accessories; spaciousness.
· Public Areas – décor; fixtures & furniture; flooring; lighting & heating; atmosphere & ambience.
· Dining Room – décor; furnishings & furniture; flooring; lighting & heating; menu presentation; table appointment; atmosphere & ambience.
· Food – dinner-presentation; dinner quality; breakfast presentation & quality.
· Hospitality – reception: welcome, friendliness, attitude & efficiency, check in/out; housekeeping: bedrooms & public areas; dining room: dinner & breakfast service.
· Other – tourist information & concierge services.
Different assessment organizations use their own methods of assessment, however all the sections covered shows the general areas address. All of the areas stated are essential in assessing the quality of service of a hospitality establishment, the total quality management system must be in place within any business to ensure high results are obtained.
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