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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
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