
Operations Management in Hospitality – Assignment 2 

Part 1: Strategic Service Vision 

Chosen Organization: Four Seasons Hotels and Resorts 

 

1.1 Strategic Service Vision 

A strategic service vision defines how a hospitality organization wants to deliver value to its 
customers while creating a positive, engaging environment for employees. It is a blueprint 
that aligns service processes, people, and technology with the overall brand mission. 

Four Seasons’ Service Vision: 

●​ Customer Focus: Four Seasons aims to provide “exceptional, personalized luxury 
experiences”. Guests expect not only high-quality rooms and amenities but also 
proactive, attentive service that anticipates their needs.​
 

●​ Employee Focus: Employees are empowered to make decisions that enhance guest 
satisfaction. Staff are trained to act autonomously, fostering ownership and creativity 
in problem-solving. The vision emphasizes respect, recognition, and professional 
development.​
 

1.2 Application to Customers 

1.​ Anticipatory Service: Employees remember guest preferences and deliver 
personalized experiences (e.g., pillow type, dining preferences, room setup).​
 

2.​ Consistency: The strategic service vision ensures that luxury and attention to detail 
are maintained across all properties worldwide.​
 

3.​ Emotional Engagement: The vision encourages creating memorable moments that 
exceed functional service delivery, enhancing customer loyalty. 

1.3 Application to Employees 

1.​ Empowerment: Employees are encouraged to resolve issues without bureaucratic 
delays, increasing responsiveness.​
 



2.​ Training & Career Development: Four Seasons invests in continuous training to 
ensure employees can meet and exceed guest expectations.​
 

3.​ Motivation & Satisfaction: Recognizing employees’ contributions aligns their goals 
with the company’s service vision, improving morale and retention. 

1.4 Impact on Performance and Goals 

1.​ Enhanced Customer Satisfaction: Personalized, proactive service increases repeat 
business and positive reviews. 

2.​ Brand Differentiation: The strategic vision differentiates Four Seasons from 
competitors by emphasizing emotional engagement and service excellence. 

3.​ Operational Efficiency: Empowered employees resolve issues faster, reducing 
bottlenecks and complaints. 

4.​ Financial Performance: Higher guest loyalty and premium pricing are supported by 
consistent service quality. 
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Part 2: Operations Strategy and Competitive Advantage 

Chosen Organization: Ritz-Carlton Hotels 

2.1 Operations Strategy 

Operations strategy in hospitality involves managing key operational elements—quality, 
speed, flexibility, and cost—while aligning with the company’s overall mission. 

Ritz-Carlton’s Strategy: 

●​ Quality: Focus on superior guest experiences through meticulous attention to detail, 
high service standards, and premium amenities. 

●​ Speed: Streamlined check-in/out processes, mobile app integration, and quick 
response to guest requests ensure efficiency. 

●​ Flexibility: Rooms, services, and packages can be adapted to suit different guest 
preferences or events. Staff are trained to handle unique requests. 

●​ Cost Management: While Ritz-Carlton maintains premium pricing, cost control is 
achieved via centralized procurement, operational efficiency, and technology 



optimization.​
2.2 Competitive Advantages 

1.​ Quality → Brand Reputation:​
 

○​ Consistently high service quality strengthens the Ritz-Carlton brand, allowing 
it to command premium rates. 

○​ High customer satisfaction fosters loyalty and positive word-of-mouth, 
creating a long-term competitive edge. 

2.​ Speed → Guest Convenience: 
○​ Efficient service reduces waiting times, enhancing guest perception of value. 
○​ Quick problem resolution increases customer trust and satisfaction. 

3.​ Flexibility → Personalized Experience: 
○​ Adapting services to individual needs provides a unique experience that 

competitors cannot easily replicate. 
○​ Flexibility in room arrangements, dining, and event management increases 

guest satisfaction and repeat business. 
4.​ Cost Management → Financial Stability: 

○​ Efficient operations maintain profitability despite high service quality 
standards. 

○​ Cost efficiency allows strategic investment in employee training, technology, 
and luxury amenities, further enhancing the guest experience. 

2.3 Summary 

By integrating quality, speed, flexibility, and cost management into its operations strategy, 
Ritz-Carlton achieves a sustainable competitive advantage. Superior guest experiences, 
operational efficiency, and adaptability differentiate the brand in the luxury hotel market. The 
combination of operational excellence and strong service culture supports financial 
performance, customer loyalty, and brand recognition. 

References (Part 2) 

1.​ Jones, P., & Lockwood, A. (2018). The Management of Hotel Operations. Cengage 
Learning. 

2.​ Fitzsimmons, J., & Fitzsimmons, M. (2019). Service Management: Operations, 
Strategy, Information Technology. McGraw-Hill. 

3.​ Ritz-Carlton Hotels. (2024). Operations Strategy & Service Excellence Overview. 

 


	Operations Management in Hospitality – Assignment 2 
	Part 1: Strategic Service Vision 
	1.1 Strategic Service Vision 
	1.2 Application to Customers 
	1.3 Application to Employees 
	1.4 Impact on Performance and Goals 
	References (Part 1) 


