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In no more than 1000 words each, and using 3-5 references: 

1- Strategic Service Vision:
· Choose one hospitality organization.
· Apply the idea of a strategic service vision to both customers and employees.
· Explain how this vision helps the company perform better and achieve its goals.

2- Operations Strategy and Competitive Advantage:
· Choose one hospitality organization.
· Research its operations strategy (how it manages quality, speed, flexibility, cost, etc.).
· Discuss how each of these areas gives the company a competitive advantage over others.












1. Strategic Service Vision – Hotel Adlon Kempinski, Berlin

A strategic service vision defines how a hospitality organisation delivers value to its guests while supporting and motivating its employees. Hotel Adlon Kempinski, located near the Brandenburg Gate in Berlin, has a service vision centred on luxury, tradition, personalised service, and excellence. The hotel aims to provide guests with a unique and memorable experience that reflects German elegance and international hospitality standards.

Strategic Service Vision for Customers

Hotel Adlon Kempinski focuses on delivering exceptional luxury experiences while respecting individual guest needs. The hotel combines historic charm with modern comfort, offering personalised services to both leisure and business travellers.

For customers, the service vision includes:
· Personalised attention and customised guest experiences
· High standards of comfort, cleanliness, and safety
· Professional yet warm interaction with staff
· A feeling of exclusivity and prestige

Guests are treated with respect and care, ensuring that every stay feels special. This strong focus on guest satisfaction helps the hotel build long-term relationships with its customers.

Strategic Service Vision for Employees

The service vision of Hotel Adlon Kempinski also strongly emphasises employees. The hotel believes that high-quality service can only be delivered by skilled, motivated, and satisfied staff. Employees are encouraged to take responsibility for guest satisfaction and handle service issues professionally.


Key aspects for employees include:
· Continuous training and skill development
· Empowerment to resolve guest concerns independently
· A supportive and respectful work environment
· Clear communication and teamwork

Employees feel valued and confident in their roles, which improves their performance and commitment to the hotel.

How the Strategic Service Vision Improves Performance

This service vision helps Hotel Adlon Kempinski achieve its organisational goals by aligning customer satisfaction with employee engagement. Motivated employees provide better service, leading to positive guest experiences, repeat visits, and strong brand loyalty.

The vision also helps the hotel:
Maintain its reputation as a luxury landmark in Berlin
Achieve high customer satisfaction ratings
Reduce employee turnover
Increase profitability through repeat business

Overall, the strategic service vision supports long-term success and competitive positioning in the luxury hospitality market.








2. Operations Strategy and Competitive Advantage – Hotel Adlon Kempinski, Berlin

Operations strategy plays a vital role in helping hotels achieve a competitive advantage. Hotel Adlon Kempinski uses a well-structured operations strategy focusing on quality, speed, flexibility, and cost efficiency to remain competitive in Berlin’s luxury hospitality market.

Quality

Quality is the foundation of Hotel Adlon Kempinski’s operations strategy. The hotel follows strict service standards, luxury brand guidelines, and regular quality checks. Staff training and guest feedback systems ensure consistent service delivery.

Competitive Advantage:
· Strong brand reputation
· High guest satisfaction
· Consistency in service quality

The hotel is widely recognised for excellence, which differentiates it from other luxury hotels in Berlin.

Speed :-

Speed and efficiency are important, especially for international and business traveler. Hotel Adlon Kempinski focuses on quick check-in and check-out processes, prompt room service, and fast handling of guest requests.

Competitive Advantage:
· Reduced waiting times
· Improved guest convenience
· Smooth service flow

Efficient service delivery enhances the overall guest experience and increases customer satisfaction.

Flexibility.-

Flexibility is a key strength of the hotel’s operations strategy. The hotel adapts its services to meet diverse guest preferences, cultural expectations, and special requests. Personalised dining options, customised room arrangements, and tailored event services are commonly offered.

Competitive Advantage:
· Ability to serve a wide range of guests
· Higher customer loyalty
· Better handling of special and unexpected needs

This flexibility allows the hotel to attract both luxury tourists and high-profile business clients.

Cost Management

Although Hotel Adlon Kempinski operates in the luxury segment, effective cost control is essential. The hotel uses efficient resource management, advanced technology, and supplier partnerships to control costs without compromising service quality.

Competitive Advantage:
· Sustainable profitability
· Ability to reinvest in service improvement
· Long-term operational stability

Balancing cost efficiency with luxury standards helps the hotel maintain its competitive edge.

Overall Competitive Advantage

By integrating quality, speed, flexibility, and cost management, Hotel Adlon Kempinski achieves a strong competitive advantage. Its operations strategy supports its service vision and ensures consistent, high-quality service delivery.
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