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Lesson Outlines

 Parasuraman’s Five Service Dimensions —
“RATER”

- Parasuraman’s Gap Model of Service Quality
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Parasuraman’s Five Service Dimensions

(RATER)

« R — Reliability

« A — Assurance

- T — Tangibles

- E — Empathy

» R - Responsiveness



~ (OMPOSEZ VOTRE DEJEUNER SELON VOTRE APPETIT ~
-LUNCH AT YOUR OWN COMPOSITION-

MENU $598

Entrée ou Soupe
Appetizer or Soup
*ere
Piat au Choix
Choice of 1 Main Course
* e
DessemFronages
{Supplement $60 for cheeses)
* e
(afé ou thé et ses mignardises
Coffee or lea and confectioneries

MENU § 758
Entrée f Appelizer

LR
Soupel Soup
v e
2 Plats au Chaix
Choice of 2 Main (ourses
et e
Dessert/Fromages
e
(afé ou thé et ses mignardises
(offee or tea and confectioneries

M

MENU $598
Entrée | Appetizer
L
Soupe! Soup
L N
Piat au Cholx
Choice of 1 Main Course
‘e
Dessert/Fromages
(Supptement $60 for theeses)
LR O
Café ou thé et ses mignardises
Coffee or tea and
confectioneries

SELECTION DU SOMMELIER

Sommeller Selection

White
JASNIERES, PREMICES, DOMAINE
DE BELLNEIRE, LOIRE, FRANCE
2007
$195 per glass

Red
CERASUDLO DI VITTORIA, COS,
SHCILIA, ITALY 2014
$195 per glass

e Ill I"!r-fl \II'K! £ 1N ONTE §Y CUR ROR
Mg .

LA DAURADE

323 braam tarpaooa'vmn sea urchin and Nrme zest Gunuenm $50)

. #LA BETTERAVE .

/" Retront and apple slad with lmtmh wwpd wnh glwn l-mard mlbn
VLES PRIMEURS

resh goat milk cheese In cannellon] with romesco sauce
L'EUF DE POULE

Pan-Trbed egg on m‘ll n(e wim drola mstlmoms and green aspala.u
LES SOUPES CHAUDES / HOT SOUPS

LA LANGOUSTINE
Fne scampi houillon with pm lmnoﬁi and gﬂwn pvnv

LE FOIE GRAS
Caramelized duck fobe gras mh moled ed ll thshl bouillen

LES PLATS / MAIN COURSES
LE BLACK CO
Black cod With Malabar black pepper sauce and coconut foam
LE TURBOT .

Turbot fillet and seasonal veaeub!n with safTion bouillon
LES SPAGHETTIS .
Maine lobster spaghetli with umal euul.uo- {supplemmnt $52)
LE RIZ

7 Risatto style e with pimsentos and wegetabe musmus
LA CAILLE
Free-range quail and fole aras, mﬂ wlth masmd Dm
L"AGNEAU .. ... i
Milk fed lamb authets wlh fresh tllym and mﬂam
LE BEUF WAGYU ..
Pan seared beef flap with whlr mpnugn and pane mists

LES DESSERTS OU LES FROMAGES / DESSERTS OR CHEESE

LES FROMAGES . .

Hne trench sefection of m Dldtel’ Iullllm"m Sl

LA FRAMBOISE

Raspbery mousse with lymee aa-ﬁlyand nspbenysoukl
LE CHOCOLAT

YGismduju™ chowlate mousse with cundyy cereal and pinnge god

LA CERISE “
Luscious Amasena chamres uml mm wtth Kirsch (hantlty

AL SUCEREALE ASE NALE 1% MALEE P LS SAXER
\ fishes
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Reliability

» The ability to perform the promised service
dependably and accurately.

- E.g. Timely service and delivery of product

- These promises can be spoken or written
agreements or contracts made with a customer

» Products and services are usually sold with
certain implicit or explicit commitments about
their sale.



Product / service
(Tangible /

intangible)

Implicit commitment
(understood, implied
or expected by the
consumer)
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Explicit commitment
(guaranteed, or defined
by the provider)

A bottle of wine

Pizza delivery

A hotel room

Will be drinkable
Will be served correctly

Correct order will get to
your address

At the very least a bed

Matches description
printed on the wine list.
That is, correct region,
vintage, size, shipper, price
etc.

Within 30 minutes or $10
discount.

Matches description
printed on the sales
brochure or shown on the
Internet. That is all rooms
include 21 channel TV,
mini bar, tea & coffee
making facilities,
bathroom, amenities etc.



» Harbour View Suite Top

The Harbour View suites have a separate parlor and badroom that afford more space for extended stays and more privacy for families.
There are 17 Harbour View Suites in the main building and six more in the towers, each appointed in fine Eurcpean furnishings and
decor.

Towers Rooms Available
Harbour View Room
Fax/Copier/Printer
DVD/CD Player

Walk-in Closat

»Towers Corner Suite Top

Three elegant Corner Suites, adorned with rosewood panels and plush carpet, wrap around the
corners of the towers, providing wide-angle views over Kowloon and Hong Kong Harbour. Sliding
doors separate the living and sleeping areas, which are furnished with a Sheraton Sweet
Sleeper(SM) Bed with a dramatic floor-to-ceiling headboard and a vanity bench.

Access to Towers Lounge

Complimentary Calling Card Access (60 Minutes Per Stay)
20% Discount on Laundry & Dry Cleaning

10% Discount at Hotel Restaurants & Lounges
Evening Cocktails

Complimentary Local Calls

Facsimile Machine

HK£100 Laundry Service Allowance Per Guest Per Day
Towers Concierge Service

Complimentary Deluxe Breakfast

DVD Library and a Selection of Books and Games
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Assurance

- The knowledge and courtesy of employees and their
ability to inspire trust and confidence.

- E.g. Staff experience and professionalism, staff
politeness, and effort done by staff for customers’
security.

- Relates to how confident the customer feels about
doing business with an organization.

 Customers need to be sure that the business knows
what it is doing and is competent and capable in
providing the required product or service.






I & s o

wusmace Community College roveumarux
FRAAXBUREANERERABANARLERR

Tangibles

- The physical facilities should be visually appealing
and in keeping with the type of services provided,
equipment used to provide the service, appearance
of service personnel, and behaviors of the customers
match with the theme of the service facility.

- Tangible often provide a very vital first impression
to the customer, first and last impressions have the
most impact on customer perceptions of a business.

- E.g. physical facilities such as decorations,
furnishings, fittings

- E.g. appearance of service personnel






wvsmace Community College roveumarux
FRAAXBUREANIERERABAMARLERR

Empathy

» The care and individual attention the company
provides to its customers.

» The concern, understanding and compassion on
a company shows to its customers.

- E.g. Attention paid by staff, staff flexibility,
company provision for customer necessities

» It is about how staff deals with the customers,
and the level of personal attention they are
willing to provide



o e .-
D I I
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Responsiveness

» The willingness to help customers quickly by
providing prompt and efficient services.

- E.g. welcoming of customers, response for
requests, speed of service

- Relates to the timeliness, speed, efficiency,
courtesy, and capability of employees in
providing help and assistance to customers.






I E BEPEARFE =45 New Hotel Poor Service

Review of The Macau Roosavelt

@) Reviewed 3 August 2017

1. Mo instruction about shuttle bus arrival area and time, hotline staff of hotel suggest us to take shuttle
at 3:05pm, pay attention to a white color shuttle. Finally the shuttle bus in black color and it leave at
S.06pm.

S EEETESEEIEEEEEERERE LT - EEFEEESRIOSEEFRE LS r EEE ST - &=EETEE
FEEEEEe8T - 3065HEE -

2. Amve check im at 3:220pm, room ready at 4:00pm. Front desk did not mention about breakfast supply

== EE‘{- Eﬁlﬁ.ﬁﬁﬁsﬁ s ESFEHEEEEEEETE -

3. Gym room staff request us, we must wear formal sports wear with sneaker, even i wore a leisure
shoe and able to do only upper part exercise, i still not allow to use the gym room. | was gquery about
what is the gym room facility for?? Just for decoration?

IEEEEECEENERLEL IS ETFIEESE c FEEREEE - FT MFAEFEEEE - RE =28t
T EEEEESEEERESFESSEEETE -

4. Breakfast finished at 10am that early, and no food and beverage supply during the period of 10am -
1T1am.

S&EE10ESTEREE T - 1055 = 1SS S faEEgris g -

5. Check out progress not efficient, take me about 15mins to check out.
EEEEcheck out EE=E1558 - H=E= - More

Date of stay: July 2017

See all 117 reviews
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Relationship Among Customer
Satisfaction, Expectation and
Perception

Satisfaction _ _ Expectation

 Perception > or = Expectation, customers are
satisfied

 Perception < Expectation, customers are
dissatisfied



s S

Perceived Service Quality

Word of Personal Past
mouth needs experience
,| Expected
SiEnieE Service Quality Assessment

Service Quality

1. Expectations exceeded

Dlme_ns_lt_)ns ES<PS (Quality surprise)
Reliability X : )
RESDONSIVENESS >| Perceived 2. Expectations met
P service ES~PS (Satisfactory quality)
Assurance )
3. Expectations not met
Empathy

Tangibles ES>PS (Unacceptable quality)
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The Gap Model of Service Quality

Word -of-mouth .
communications Personal needs Past experience
Customer l
Expected service
r————-——=—=—-=—-=-=-=-=--= >
: A
i GAP5 [
i Perceived service
: A
i Service delivery (including External communications
! pre- and post-contacts) [T 777" g to consumers
i A A A
GAP 1! GAP3 GAP 4

i Translation of perceptions into
! service quality specifications
' N A

, ! GAP 2

Provider :
FTmmmmmmmmmmoee > Management perceptions of
consumer expectations




|

[ S= AcoTRetse 1 IN=S= AP AR 55 oM = A 2 DU ([ ==
| Disappointing Air Canada Services

FRTEFAAEREFREREIIOS - FREME BEEnE - AP E A RALS « HEEREaEinEIogrs=Ar Canada » JrEEME==E
giDelta - DeltaggFeat LA 28000 ~ 20T ~ F#l - Moo= Aofnz=Alr Canadag lBEFEalsE=_ 5 - BiEZFT " IEFEEE
E=, AT REF —T SftEFEaessfaanm -

e = LA.E .

"No, | don't.
EIFEFEE s ESFEInE » JEJEREE b =0F o SRS e e EIRIERYERER - IRFIFEETIF =R
sRE s S E RrREREE -~ ToFEFiFRE-FaEI=iFS "Excuse me, do you have Chinese newspaper? |, HlfE—{07
IS EERY=EE—EEE D "No, | don'tl | SRR EEIEHE HEFT T 0 fEE—EIEFETETTE - —E-TERE
BEaria=E - —R-FEFEEAY "Sorry, | don't , ERIFFEFENE.  3S ERUISIEIS BEERL L a T FEESAIr Canadagy g —ElsE -

B S el ] T Ul =

FEERIEE /BT
B EfSETEfE R EEERTHEF IR T H » fREesafE: R P-T 2R ERar iSRG 7 Il S s - =t B
—ERFERTERE - —HEEIREEFEERTER - A EE R =SS O0E - I T » IREEEREIE IR S E 0 BHEFESEN
SOEH - ZIEME A EIRERTAR - eI ESIZHERE - UM T EIRNRE - TR R E S AR
FTiE - MEFTHMIEMN F R -EE R I ENIE 7 - SIFCERETE IR A SERE - L - IEFEFESIERESGETE
HFH= RS S EE - FE— B 7EEEE—F » IRl e CaEsEE M- #2038 - Arfardh e sEaEay A atde - R ESES
I ERE - R8N - FREFERTEIREE - PR TR - IsEtdamas s -
FETEHEMMEMEEFEE IS H EFRARYE A - (EEMIMFEE T EEFHRRTiEE - i T &E70FED - 5 R E—=1IFRS
FEFE B BRI TEN
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The Gap Model of Service Quality

WDrd-ﬂf.-mQJﬂ'l Personal needs Past experience ° Gap 1
communications .
« Customer Expectations —
o Management Perceptions of
SENICE .
e ! Customer Expectation

- E.g. the customer might be
interested in low-cost hotel
rooms but expecting
cleanliness, whereas the
management might be
compromising on the quality of
cleanliness in order to lower

A | Managenentperceplons.f operating costs.

consumer expectations

Customer

"
= ————————
1

GaPqi GAP3

L)
3

Provider




UPDATE

However, it wasn't just the poor quality of the rocom that | noticed. Right off the bat. | realized

that there was no way this rocom could comfortably accommodate four adults. If there's one

complaint that truly impacted my stay. it's how small the beds were. There's no way the two

beds in my room could have comfortably accommodate four adults.

The rcom was small and the beds looked like something that belonged in a college dorm.
Online, Hilton markets this rcom as having a capacity of up to four adults. It's obvious that

that's just not true. The beds were small and the matitress wasn't fit for a frat house. Springs
jutted out every which way and the beds lacked any padding. The pillows were small and

smelled. | was appalled.

£ 3 3 > > 3
Hilton Myrtle Beach Two Double Beds Oceanview

Gallery: DISGUSTING ROOM Hilton Myrtle Beach Resort

s 0 IR YL Ll O e ] = — |
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HEET/H HeBEUEEL S (3.8 g:l'-.; .

AEEBEFEMEEHEERZ LTINS EHRATENERRAE B8
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The Gap Model of Service Quality

Possible Reasons For Causing Gap 1:

Inadequacy and Insufficiency of Marketing Research
» Lack of marketing research

= Research not focused on service quality

Lack of Upward Communication

» Lack of interaction between management and customers

» Insufficient communication between employees and managers in the
front line

Insufficient Relationship Focus

> Focus on transactions rather than relationships

= Focus on attracting new customers rather than developing customer
loyalty

Inadequate Service Recovery

= Lack of encouragement to listen to customer complains

= No appropriate service recovery plans when things go wrong



I 5wt
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The Gap Model of Service Quality

ﬂiﬁgﬁnﬁ Persoralneeds Psteperierce + Gap 2 .
- Management’s Perception of

Cusmmw‘— Customer Expectations —
| E Service Quality Specifications

- E.g. hotel’s management
understands guests want to
check into their rooms quickly,
but hotel lacks of enough room
attendants in delivering vacant

oapt; O — clean (VC) rooms on time for
ranslation of parcepbons it
senice oality spec ficatans the gueStS°
Provider : G2
Femmmemmsaso Maragementsereptorsof
ConsLMer expectations




UPDATE

| decided there was nothing | could do so | began to settle in. | went to the restroom to wash my
hands. | did a brief inspection of the bathroom and discovered what would be the last straw.
The bathroom was simply disgusting. There was mold and mildew growing on the bathtub. the
wallpaper was ripped. and the decor looked like something you'd see in a hospital. That's not to
mention that everything in the room felt sticky and gross.

Hilton Myrtle Beach Bathroom Hilton Myrtle Beach Bathrocom Hilton Myrtle Beach Bathtub
Vanity Nold
The bathroom was the last straw. | was done. | was ready to call it. | had to switch hotels.
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The Gap Model of Service Quality

 Possible Reasons For Causing Gap 2:
 Poor Service Setting

= Failure to connect service setting to service
positions

» Inadequate maintenance and updating of service
standards

» Absence of Customer-Driven Standards

o Lack of customer-oriented service standards

» Informal process for setting service quality
standards

HEETtEREHZFRTREIFETIERE HAEESHERESCHTE

ExEEE . —ELREERRARBLETER  LERTERSE
BEE . "RERER - MBS —FF . EAXCIERET)RERH A ERI-A-EREINETAEREE F-RETHSERES
BEL  BEEmED . WESFEURE  FREIFEFRSEE BEDRFRERAREZESIEN  FHANELHENREITNRTTT
E-LENEZGERERFfR 2 -—SEEEREE BESIR
&

. i L
TEEALSEELIAEEESF, -
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The Gap Model of Service Quality

Ward-of-mouth : °
communicatos Persanal needs Past experience Gap 3 | | |
Custoner « Service Quality Specifications
— Service Quality Actually
r Provided

- E.g. a customer is dissatisfied
with the restaurant services
because of the impoliteness of
the serving staff.

Senice delivery (incluging
pre- and post<ontacts] |

o1} OAPI

Translation of perceotions into
senice qualty specifications

|
|
|
|
|
|
4
|
|
|
|
|
|
|
|
|
|
|



UPDATE

After dealing with an automated prompt system for three minutes, | was finally speaking to a real live
person. Theyre English and communication skills weren't the best but | was just glad to speak to a real
person. | explained to her what my issue was and asked to either be walked to another Hilton property
or be upgraded to a larger room. She understood and apologized. She told me she was going to look at
some other Hilton properties and get back to me. What happened next was baffling.

“lI can move you to a Hampton Inn a few miles away from your current hotel”, she =said. | responded,
“Wonderful, the room is for four guests correct?” She replied, *Yes, all | need is your credit card
information, the total is $315." | was confused. Was she trying to get me to book another hotel room? |
explained to her that there was no way | was going to pay a cent more for a hotel tonight. She said, "Ok.
| can cancel yvour room and refund you but that's it.” | explained to her how | wouldn't have a place to
sleep if she did that. She told me that there wasn't anything else she could do. 1 persisted. "l know
hotels can ‘walk’ guests to other hotels as a service recovery option, I've had that happen at another
hotel chain before and | know Hilton does it too.” She said, “Oh ok, | can get you another rocom, it's $35
more, is that okay?" | replied, “You've been no help. I'm hanging up now.”
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The Gap Model of Service Quality

- Possible Reasons For Causing Gap 3:
- Deficiencies In Human Resource Policies
Poor quality of staff ] N
Role ambiguity and role conflict o retcsms e s ar e s

TR DETER SRR AR R TR E R

POOI' employee—technology JOb flt AP ——— -?.-an*-fs-;taf-:'ﬁtre:ifz.h'-.ﬁfﬁaﬂ;.:a-ﬁ?s;ﬁ:feff_-sf_@

B #F-u- TR TUBES swnw-nﬂw 9
SE-E13 SRR b B B

Inappropriate evaluation and compénsation systems

o Customers Who Do Not Fulfill Roles

= Customers lack knowledge of their roles and
responsibilities
= Customers negatively affect each other

O

O

]

O
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The Gap Model of Service Quality

- Possible Reasons For Causing Gap 3:
» Problems with Service Intermediaries
= Difficulty in controlling quality and consistency

- Problems of Seasonality
= Decline of service quality in peak seasons
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The Gap Model of Service Quality

g;rfnﬂgagnms Personal neads Past experience ° Gap 4
« Service Quality Actually
* Communicaion it
, Communication with

GAPS | Customers

- E.g. A hotel exaggerates its
high-end facilities and services

e |

; Senice delivery (including External communications in itS advertisement to attract
| | e & potconas) T LEdL Lok customers. Guests may feel

P} Y GAP 4 like being cheated upon their
| arrival at the hotel.

]
Pruuiuer : ) ---G--A;F- -2- —



34

| went to the balcony hoping the ocean view could calm me down. The room was not an ocean

OCEANVIEW- TWO DOUBLE BEDS

view, it was a partial ocean view. The room did not face the ocean but rather was cornered away

from the ocean.

Watch the sunrise over the water from wour ocean view balocomy. This
spacious gusest room features our Hilton Serenity Beds, modern
furnishings, a mimi-refrigerator, and a dedicated desk/vork area.

@ Eitan Myrile Beach Resort» 8 Sten 2013
: (=]
Hilton 10200 Beach Cu D, Myithe each, Seul Caring, 236735302 LS8, 4134340
USRS =|'):0

skl Datals 0 | Chanps how

Reservaticn Summary

sl Dor weit
0 LA N2~ U202 1 oA d ey Chenge () i s v spwack Dont et

@ HILTON MYRTLE BEACH RESORT

(
10000 BEACH CLUB DRIVE, MYRTLE BEACH, SOUTH CARDLINA, 29572-5304, USA

Hiltﬂn TEL: +1-343-449-5000 FAX: +1-843-497-1M58

HOTELS & RESORTS

Daity Reson Chame wil be added o the room rzle and mohides Suesl memst access. parking. shalfe senice hioughou 1he resod % 2 mie tadius
wisie resord 1 arizanizpckiebd cout ime; Spiase Fark and 76 Fimess zeozss. chicren's scivbes (seasondl), local & tol free cals.

ROOMS & SUITES

All guest reoms and suites at our oceanfront Myrtle Beach lodging offer private balconies, many with ocean views,

spaclous accommodations and more. Choose one of our great Myrtle Beach resort deals and plan your next Myrtle
Beach vacation mow.
WU NSO OCEANVIEW- TWO DOUBLE BEDS” &
g B3 an ‘NlarnIhe sutnze over the waier Tom vour ccezn vew balzony. ..
e & Moy

Price 3¢ righl (USE) GUEST ROOMS
fate Types Plus $98.93 U S0 rescrt shanz per g
Pag wit Mims Hilton Myrtle Beach Resort offers oceanfront hotel lodgings with
o Fedlusd Rse porgeoUs ooaan views, Exch of our guest rooms has a wealth of
Pacvagee av: Fromelare R I I 9317 el amenities including a private balcony, hairdryer, ironsironing board,
I Co AR gt coffeemaker, mini-refrigerator, two-line telephone, and triple sheeting.
e Quick Look WiFi is available for a nominal fee. Stay and experience why our resort
¢ e HONCRS DESCOUNT & i offers the best in oceanfront Myrtle Beach acconmodations.
CorsTnaT L 3235 tekre aTad . Pa) ATED 00§ Sexcl »
B s e

Trees: Agett Fay o8 2073 8 008y
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The Gap Model of Service Quality

- Possible Reasons For Causing Gap 4:
- Ineffective Management of Customer
Expectations

= Absence of customer expectation management in
all forms of communication channel

- Exaggerated promise
» Exaggerated promise in advertising
= Exaggerated promise in personal selling



wwsoace Community College vowumarux
FRAAXRUKANERRABAMRXLERR

The Gap Model of Service Quality

- Possible Reasons For Causing Gap 4:
 Insufficient Horizontal Communications

= Insufficient communication between departments

= Differences in policies and procedures across
different shops
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The Gap Model of Service Quality

- Gap 5

 Customer Expectations — Customer Perceptions
Gap 5 (Customer Gap) is affected

by
Gap 1, Gap2, Gap 3 and Gap 4 (Service Provider Gaps)

- If the perceived service meets or exceeds
expected service, good service quality takes
place, and customer will be satisfied with the
service.
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The Gap Model of Service Quality

Word -of-mouth
communications

Personal needs Past experience

Customer

Expected service

GAP5 t

Perceived service

Service delivery (including External communications
pre- and post-contacts) to consumers

-

GAP 3

@
>
1
N

GAP 1

Translation of perceptions into
service quality specifications

S

Provider :
b >l Management perceptions of

consumer expectations
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Service Recovery

- Service recovery tries to make amends for
quality breakdowns.

« Service recovery can make amends by offering
additional services (peace offerings), price
reductions on the service provided, or on future
services. Anything that stops the customer from

walking away can be employed. p=
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Dealing with Complaints and Problems

- Stay calm

- Maintain politeness

- Develop positive attitude

- Show you care

- Clarify and confirm your understanding
- Evaluate complaints

- Make a decision and offer suggestions

» Follow up
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