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Service Quality Case Study PowerPoint Presentation: Airline and Hotel/Resort
Task:

Using real-world data (customer reviews, media reports, or industry analysis), select one hotel/resort and one airline that are currently facing service quality issues or negative customer feedback. Analyze and present the following:

1. Quality Management Failures
For both the hotel/resort and the airline, identify and explain the main weaknesses in their service quality. Consider aspects such as:
· Service Design and Delivery
· (comfort, amenities, ease of booking, cleanliness)
· Staff Performance and Behavior
· (professionalism, responsiveness, hospitality)
· Communication with Guests/Passengers
· (handling complaints, delay notifications, support channels)
· Operational Reliability
· (flight delays, cancellations, overbooking, room readiness)

 2. Strategies for Improvement
· Propose realistic strategies to address the identified weaknesses, such as:
· Staff training and motivation programs
· Technology integration (mobile apps, automated updates)
· Process redesign for smoother guest/passenger experiences







Airline and Hotel/resort Analysis Service Quality Case Study
Selected Companies
According to latest customer reviews and reportage in the industry, I have chosen:

Airline: Spirit airlines (there are frequent complaints regarding the quality of service)

Hotel/Resort: Atlantis Paradise Island, Bahamas (mixed reviews but mostly give attention to service problems)

Quality Management Failures in Spirit Airlines
· Dealing with Service Design and Delivery
· Comfort problems: Very tight seats with only 28 inches (industry lowest) seat pitch
· Amenities: There was no complementary snacks and drinks, not even water: 4 dollars!
· Ease of booking: Hidden Fees problem - the base fare does not cover the carry-on bags or even a seat choice

Cleanliness: Reports of clean cabs and stained seats numerous times

Behavior of Staff and Performance
· Professionalism: Common disgruntlements that members of staff are rude or indifferent
· Responsiveness: Customers can spend more than forty-five minutes waiting to receive customer services
· Hospitality: Minute interaction with the passengers except as necessary
Communication
· Delay notifications: Very poor on-time performance (usually late or inaccurate)
· Support channels: Few channels and much dependence on the use of chatbots on simple questions
· Customer complain management: 72 percent of complaints not addressed satisfactorily to the customer (DOT statistics)

Operational Reliability
· Flight cancellations: 30.3 percent of flights delayed in 2023 (worst among big airlines)
· Cancellations: 3.4 percent percent cancellation rate (exceeding that in the industry)
· Overbooking: There are very many cases of bumping as an overselling strategy





Quality Management Failures in the Atlantis Paradise Island
Servicing Design and Delivery
· Comfort: Rooms are said to be dated and requires remodeling.
· Amenities: During high time long queues to the pool and water slides Available amenities: Water slides, pools
· Access to booking: Complicated booking system and undeclared resort fees
· Cleanliness: Dirty rooms and dirty public areas are repeatedly discussed in TripAdvisor reviews

Employee Performance and Performance
· Professionalism: Dissimilarity in levels of service among members of staff
· Responsiveness: Poor response to calls on room service (average 90+ minutes)
· Hospitality: Reports by some guests show that they have been charged a nickel-and-dimed rate of fundamental services

Communication
· Handling of complaints: Handling complaints that are on-property: Poor handling
· Support channel: Overcrowded front service desk which ensures that queues are long
· Pre-arrival information: ambiguous data regarding what is in packages

Operational Reliability
· Room preparedness: This is the most common complaint by people who check-in at the hotel and find the rooms unprepared.
· Issues with maintenance: Cases of non-functioning AC systems and appliances
· Overcrowding: Real estate is commonly packed and will result in loss of a good experience















 Spirit Airlines: What Can Be Done to the Airline to Ensure it Improves
A. Training / Motivation of Staff.
· Customer Service Training: Introduce the compulsory emphathy and conflict resolution training to front line workers.
· Incentive Programs: Rewarding of the positive customer feedback of the employees (e.g. bonuses, recognition).
· Empowerment: Let the gate agents and stewardesses handle minor grievances immediately (e.g. free upgrades as an incentive in the case of serious delays).

B. Integration of technology
· Real-Time Notifications: Enhance delay/cancellation notifications with SMS and the app push service.
· AI Chatbots: Enhance current chatbots to accept complex queries (e.g., rebooking, refunds in addition to FAQs only).
· Self-Service Kiosks: Keep more passengers out of line and use kiosks and mobile boarding passes.

C. Redesigning of Process to Ease Experience
· Transparency: All costs (seats, bags) should be promised open in the reservation process to avoid irritation.
· Simplified Boarding: Employ more effective boarding system (e.g. Southwest group system).
· On-Time Performance: Coordinate with airports to ensure more takeoff/landing time slots as a way of curbing delays.

2. Atlantis Paradise Island: Strategies to be improved
A. Trainings and Motivation to staff programs
· Hospitality Excellence Training: Collaborate with high-end resorts (e.g., Ritz-Carlton) to establish benchmarks in service.

· Employee Engagement: Hold periodic feedback where you get to discuss issues affecting employees and boost their morale.

· Guest Recovery Training: This training will help the staff to deal with complaints in advance (i.e. allow free upgrades in case of room problems).

B. Integration of Technologies
· Mobile App Advances: Allowing guests to reserve a meal, acts and seek service through app.

· Digital Key System: Introduce the keyless entry system to lessen the overcrowding in the front desk.

· AI-Powered Concierge: Leverage a chatbot to answer frequently asked questions of the guests instantly.

C. Process redesign to make it flow better
· Dynamic Staffing: Change the levels of staffing according to the occupancy to avoid long queues.

· Express Check-In/Out: Provide digital check-in to regular customers in order to avoid queues.

· Maintenance Audits: Carry out daily room checks to check cleanliness and usefulness
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