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ABSTRACT 

 

High quality contributes to increased profitability and competitiveness. In addition, successful service quality 

enhances business growth and prosperity. The competitive pressures faced by many service industries today are 

compelling them to seek competitive advantage, efficiency and profitable ways to differentiate themselves from 

others. The hospitality industry and hotels in particular too have witnessed increasing competition for high service 

quality and customer satisfaction. With this knowledge the hospitality sector must make sure that they are always 

ahead of the competitors. 
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INTRODUCTION 

 

Quality management is important in any establishment since it enhances organization’s performance and profitability in the 

long run. Subsequently, quality has been a focus of many successful establishments all over the world, drawing the 

attention of scholars and researchers alike. 

 

Hospitality is, at that point, an umbrella term covering an assortment of ventures, including eateries, inns, resorts and club. 

It additionally alludes to different sorts of organizations that offer safe house or nourishment or both to individuals far from 

their homes. The accommodation item incorporates both strong merchandise (rooms, suppers) and impalpable 

administrations. Both are expected to progress. Be that as it may, making a visitor, customer or occupant welcome and calm 

is the fundamental objective of the hospitality business.  

 
It is one of the biggest work generators in India and comprehensive development of the less-advantaged areas of the general 

public and destitution destruction. The primary goal of the tourism strategy in India is to position tourism as a noteworthy 

motor of monetary development and saddle it's immediate and multiplier impact on business and neediness annihilation in a 

feasible way by dynamic interest of all fragments of the general public. Aside from Marketing and advancement, the 

concentration of tourism improvement designs is additionally on fused advancement of tourism foundation and offices 

through solid organization with different partners.  

 

The part of Government in neighborliness and tourism improvement has been re-characterized from that of a general to that 

of an impetus. It is discovered that non-accessibility of gifted and prepared labor in changed levels is the greatest test 

confronted by the neighborliness business. This industry was very little fruitful in holding gifted and prepared experts [2].  

 

LITERATURE REVIEW 

 

Parasuraman et al., 1988 defined the Service quality as “global judgment or attitude relating to the overall excellence or 

superiority of the service”. Employees are major determinants of service quality. Mohsin & Lockyer (2010) similarly found 

that management and employee commitment are prerequisite to successful provision of service quality. This is because 

satisfied employees are more committed to continuous improvement and quality, and thus they are more likely to be 

committed to delivering quality service. Studies have in addition shown that satisfied employees are highly motivated and 

have good morale at work {1,2].  

 

 Crick & Spencer, 2010 states that Customers too are important in delivering quality service and focus on customers in total 

quality management enhances customer satisfaction [3]. Stevens et al. (1995) similarly posit that restaurant customers will 

select restaurants that meet their quality and value standards; and restaurateurs that ignore this will see customer traffic 
decline as guests support competing restaurants [4]. The customer’s perception of this service quality has at least two 
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elements – satisfaction with what was provided; and the way in which this was delivered by the front line employee. 

Customer satisfaction on the other hand is often used by managers to predict repeat patronage, which leads to brand loyalty 

and new customers (Yuksel & Yuksel, 2002) [5]. 

 

Jordan Hotel Association, (2012) concluded that Tourism is the industry that helps a country to get economical stability. 

Tourist generates business in a country and plays a key role in achieving the socio-economic goals of development plans of 
the nation. Good customer service ensures more opportunities for business for the service providers. Customer care is the 

base of any industry and its growth. It helps us develop a loyal customer base and improve relationships with our customers 

[6]. 

 

Keating, M., & Harrington, D, (2003) suggested that Customer Services is directly related to Tourism because Travel 

Industry is based on Money and without customer there is no Income. Good customer service is required at every part of 

tourism either it is hotel, restaurant, travel agency, flight etc. Regardless of how rude and demanding the customer can be it 

is more important to keep positive attitude and be friendly with the customer [7]. 

 

Hospitality work in summary is complex, challenging, and somewhat contradictory but seems to incorporate both the 

pleasures and pains of service work with even the demanding aspects being perceived as opportunities to demonstrate skill 

and create memorable experiences for customers (Pizam and Shani, 2009) [8]. 
 

McIntosh and Reisinger (2001) argued that hospitality services have a particular challenge in controlling quality due to the 

multidimensional nature of the services provided and we argue that it is worthy of detailed study as a separate part of the 

service sector. While the increased focus on the nature of hospitality is heartening, these studies tend to be of a 

philosophical nature and thus unrelated to issues of service quality [9]. 

 

Ladhari (2000), seeking to understand the role of customers ' emotions during service encounters, concludes that the 

perception of quality does not just occur cognitively but also has an affective or emotional aspect to it. The test of a 

conceptual model showed that emotional satisfaction of guests along with service quality impacted positively on 

behavioural intentions of guests [10]. 

SERVICE TYPES IN HOTELS 

The unpleasantly idea of administration is that it's A skill and not an issue. It's immaterial, biodegradable and can't be 

stocked; that's, it will exclusively be made once the customer needs it. In monetary terms, creation and utilization are 

synchronic. The customer turns into an area of the corporate in light of the fact that the administration is being made. The 

interest for benefit is patterned; occupied and moderate times of business are devoted by the client's needs and not the 
organization's needs. because of each customer has to some degree totally extraordinary desires, it's troublesome to 

institutionalize benefit while not depersonalizing it. It ends up plainly troublesome to live quality once totally extraordinary 

clients require varying sorts of administration. These are the qualities of administration [4].  

 

Cafeteria Service: 

 

Cafeteria is a type of service available in large companies, Industries, schools and colleges. It’s a service arranged for many 

people. So it services so quick with its fixed menu, which usually displayed on a large board. A guest may have to choose 

what he/she wants to eat from the displayed food menu. Then the guest may have to collect a coupon and showing the 

coupon to the counter waiter the guest may have his/her desired item served. 

 

Counter Service: 

 

Counter service is one type of service where the counter is the table. A guest may have chosen their food from the menu or 

from the displayed food items behind the counter first. Then they may sit on tall tools around the counter. They might have 

to wait a few seconds and then they will served by the counter manager. 

 

English Service: 

 

English service is one kind of “Host Service”. The host plays an important role in this kind of service. Waiter brings food to 

the host for approval. And after the approval, waiter places the platters on the table. The host places the food on other 

guest’s plate or allows the waiter to serve the food. 
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Mobile Pantries: Some hotels have pantries installed in service elevators. Orders are received by a central point that 

convey it to the mobile pantry. The pantry has to just switch on the floor and give instant service. For the sake of 

information, in countries, which have a shortage of manpower, large hotels install mechanized dispensing units in rooms. 

The guest inserts the necessary value of coins into the machine, which will eject pre-prepared food and beverages for guest 

consumption. 

 
Buffet Service: A self-service where food is displayed on tables. The guest takes his plate from a stack at the end of each 

table or requests the waiter behind the buffet table to serve him. 

 

For sit-down buffet service, tables are laid with crockery and cutlery as in a restaurant. The guest may serve himself at the 

buffet table and return to eat at the guest table laid out. The waiter may serve a few courses like the appetizer and soup at 

the table. 

 

Room Service:  

 

It implies serving of food and beverage in guest rooms of hotels. Small orders are served in trays. Major means are taken to 

the room on trolleys. The guest places his order with the room service order taker. The waiter receives the order and 

transmits the same to the kitchen. In the meanwhile he prepares his tray or trolley. He then goes to the cashier to have a 
cheque prepared to take along with the food order for the guests’ signature or payment. Usually clearance of soiled dishes 

from the room is done after half an hour or an hour. However, the guest can telephone Room Service for the clearance as 

and when he has finished with the meal. 

 

There are two types of Room Service: 

 

 Centralized:  Here all the food orders are processed from the main kitchen and sent to the rooms by a common 

team of waiters. 

  

Decentralized: Each floor or a set of floor may have separate pantries to service them. Orders are taken at a 

central point by order-takers who in turn convey the order to the respective pantry. 
 

Grill Room Service:  

 

In this form of service various meats are grilled in front of the guest. The meats may be displayed behind a glass partition or 

well decorated counter so that the guest can select his exact cut of meat. The food comes pre-plated.  

 

Changeability  

 

Administrations are remarkably factor. Their quality relies upon WHO gives them, once and wherever they're given, and 

for whom they're given. There ar many reasons for benefit fluctuation. Administrations ar made and expended while causes 

interior control impediments. The high level of contact between the administration provider and furthermore the customer 
suggests that item consistency relies upon the specialist organization's aptitudes and execution at the season of the trade.  

 

Perishability  

 

Administrations can't be put away. A 100-room inn that exclusive involves 60 rooms on a specific night can't stock the 40 

unsold rooms and afterward offer 140 rooms the following night. Income lost from not offering those 40 rooms is gone 

until the end of time. This puts weight on neighborliness organizations to work at as abnormal state of limit as could be 

allowed, offering exceptional rates to amount buyers or "a minute ago" costs. The normal for perishability accentuates then 

the significance of limit and request administration for the accomplishment of a neighborliness organization [6].  

 

Connection  

 
Administration connection implies that administrations are created and expended in the meantime. It likewise implies that 

both the specialist organization and the client must be available for the exchange to happen. Client contact representatives 

are, along these lines, some portion of the item. The nourishment in an eatery might be extraordinary, however in the event 

that the administration individual has a poor disposition or gives imprudent administration clients will consider the general 

eatery encounter as disappointing.  
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Impalpability  

 

To diminish instability caused by benefit impalpability, individuals search for unmistakable proof that could give data and 

certainty about the administration. Special materials, representatives' appearance, and the organization's physical condition 

are great cases of the proof and their quality that can say a considerable measure in regards to the nature of impalpable 

administrations. Along these lines, an administration organization should survey each bit of substantial proof to ensure that 
each conveys the coveted picture to target clients [5].  

 

Leisure and Amenities:  

 

Promoting the city tour, tennis court, bicycle rental, gym, sauna room and activity that suit to your guest. If you know that 

the guest coming to the city for the first time then you can send out private city guide offer. And if they are coming with 

friends you can offer the sauna and beer . 

 

Preferred Views : Ocean View Room to Ocean Front Rooms. If guests prefer good view they should be able to select the 

best type of room. Providing the guest with more options to upgrade the room where they can choose to stay near the beach 

or at the beach. 

 

Lounge Service 

 

Service of variety of foods and beverages in lounge area of a hotel or independent place is also very important in hotels and 

tourism industries. 

 

SERVICE ROLE IN HOTELS & TOURISM 

 

Great Service Quality is not a mischance; it doesn't simply happen. To be viable, it must be arranged and overseen. 

Variables adding to great service incorporate everything from the outline to the conveyance of the service and from keeping 

up effective operations to guaranteeing that the nature of the service is both high and steady [12].  

 

Customer Satisfaction 

 

Satisfied customers are looking for a memorable experience and an energetic service, where it matters the most. Businesses 

need to be aware that it’s becoming ever more popular for guests to leave a review of their experience on a number of 

feedback sites, whether their experience was a good or bad one. Hospitality outlets need to me mindful of this as bad 

feedback can be extremely damaging. 

 

Deliver on your promise 

 

Any business needs to keep customers and clients happy, but in the hospitality industry it’s so important to keep guests 

engaged in order for repeat business and for referral purposes. For the customer to return all you need to do is deliver what 

was promised, if you can exceed expectation where possible this is always a good tool to help gain referrals. 
 

Be realistic 

 

Remember to be realistic, don’t big your business up if it’s not 5 star, don’t say that it is, as this only sets expectations for 

the customer, and excites them only to disappointed when they find out it’s more of a three star standard. 

 

Best Service with minimum Prices 

 

The hospitality business is a huge player in the piece of the economy called the administration area. This division makes up 

most of the economy and makes most new employments. Thusly, benefit is presently a noteworthy watchword for all 

organizations and associations. As it were, benefit is an activity or set of moves made by one individual for the advantage 
of someone else that addresses an issue, tackles an issue, or delivers a positive affair.  

 

Customer loyalty 

 

Remember happy customers are loyal customers, go the extra mile if needs be, provide additional items where possible, this 
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always tends to impress. Just remember, customers are the most important part of the business without them what would 

you have – focus on them at all times – and they will be happy. 

 

Feedback is important 

 

If a customer is unfortunate enough to have a bad experience, for any reason, you need to make sure it’s made easy and 
clear for them to tell you about it. At the same time be understanding and allow them to get it off their chest to you, so 

they’re not inclined to tell someone else. Try hard to fix the problem – communication is key – and remember keep calm 

and try to resolve the situation so the customer ultimately goes away happy. 

 

CONCLUSION 

 

Excellent customer service is vitally important in the hospitality industry. It’s the first point of contact, between for 

example, the hotel guest and the representative of the hotel. It is the first opportunity an establishment gets to impress and 

create a lasting great impression. Great businesses put their customers at the forefront of their operation will generally have 

a steady flow of loyal customers to keep the business afloat and provide their excellent services to them. 

 

REFERENCES 

 

[1]. Parasuraman. A., Zeithaml, V.A. & Berry, L.L. (1985 & 1988). A conceptual model of service quality and its 

implication. Journal of Marketing, Vol.49, Fall, pp. 41-50.  

[2]. Mohsin & Lockyer (2010), An importance performance analysis of hotel selection factors in the hotel industry: A 

comparison of business and leisure travellers. Tourism Management, 21(4), 363-377. 

[3]. Getty, J.M., & Getty, R.L. (2003). Lodging quality index: Assessing customers’ perceptions of quality delivery. 

International Journal of Contemporary Hospitality Management, 15(2), 94-104. 

[4]. Hair, J.F. Jr., Anderson, R.E., Tatham, R.L., & Black, W.C. (1998). Multivariate Data Analysis. 5th ed. Upper 

Saddle River: Prentice-Hall. 

[5]. Han, H., & Ryu, K. (2012). Key factors driving customers’ word-of-mouth intentions in full-service restaurants: 

The moderating role of switching costs. Cornell Hospitality Quarterly, 53(2), 96-109. 
[6]. Jordan Hotel Association. (2012). Hotels Group. Amman-Jordan: Jordan Hotel Association. 

[7]. Keating, M., & Harrington, D. (2003). The challenges of implementing quality in the Irish hotel industry. Journal 

of European Industrial Training, 27(9), 441-53. 

[8]. Pizam and Shani, 2009, The perceived importance of price as one hotel selection dimension. Tourism 

Management, 26(5), 529-37. 

[9]. McIntosh and Reisinger (2001), Perceptions, corrections, and defections: Implications for service recovery in the 

restaurant industry. Managing Service Quality, 10(6), 339-346. 

[10]. Ladhari (2000), Service failures in restaurants: Which stage of service failure is the most critical? Cornell 

Hospitality Quarterly, 51(3), 323-343. 

[11]. O’Neil, M., Watson, H., & McKenna, M. (1994). Service quality in the Northern Ireland hospitality industry. 

Managing Service Quality, 4(3), 36-40. 

[12]. Pallet, W.J., Taylor, W.W., & Jayawardena, C. (2003). People and quality: the case of delta hotels. International 
Journal of Contemporary Hospitality Management, 15(6), 349-51. 

[13]. Oliver, R. L. (1980). A Cognitive Model of the Antecedents and Consequences of Satisfaction Decisions. Journal 

of Marketing Research, Vol. XVII, November.  

[14]. Reisig Michael D., Meghan Stroshine Chandek (2001). The effects of expectancy disconfirmation on outcome 

satisfaction in policecitizen encounters. An International Journal of Police Strategies & Management 24(1): 88-99  

[15]. Watt. Paul. (2007). Customer service work and emotional labour in the hospitality industry. UK: University of 

London  

[16]. Wipoosattaya, W. (2001). Tourist’s perceptions of hotel frontline employees’ questionable job-related behavior. 

Bangkok: Thesis (MBA) - Assumption University.  

[17]. Yi, Y. (1990). A critical review of consumer satisfaction. Review of Marketing 1990, American Marketing 

Association, Chicago, IL.  
[18]. Yu, Alvin Hung-Chih. (2001). Service quality in Tourism : A case study of the 2001 study tour of Taiwan. Leisure 

Studies, The Pennsylvania State University: USA.  

[19]. Zeithaml V.A., Parasuraman A., & Berry L.L. (1990). Delivering quality service: Balancing customer perceptions 

and expectations. The Free Press, New York. NY. 

[20]. Economic Survey 2016-17, Government of India, Ministry of Finance, New Delhi, Vol. 1 PP 83-84.  

 


