    

Need Assessment for Quality Improvement Paper  1

Needs Assessment for Quality Improvement Paper 

July 21, 2007

Needs Assessment for Quality Improvement Paper 

     While Woodfin/Chase Suites Hotels operates in a high dollar industry and employs some basic technologies used within other hotels, there are numerous areas where Chase Suites have different processes to support strategic differences. Woodfin/Chase Suites Hotels focuses on customer service.  To support this focus, Woodfin/Chase Suites Hotels has implemented the customer response questionnaire to get input on what works for our clients.  This also lets the hotel know the likes and dislikes of the clients.  The results are analyzed using statistical analysis tools and techniques.  Results are trended and graphed to show if changes are occurring in any of the measured areas.  In this paper we will explore customer service as well as how the Woodfin/Chase Suites Hotels industry is organized. This is important to the hotel industry and will have crucial impact on the operations of the hotel. Thus, studying and improving this process is very important and is an ongoing process. 
     The process is to provide second to none customer service. Employee development and training is the number one key to success in any organization.  This is an ongoing process that must be maintained to ensure a safe and productive staff, while giving the customers number one service. The process will comprise of input operations and output to the customer. However, the components will be the services provided to the customer and the feedback taken from them by the customer care department to judge the level of customer service. Thus, this process is a comprehensive process encompassing most of the departments of the hotel which is providing service to the customer.
     Woodfin/Chase Suite Hotels is a user friendly system with three tiered operations system.  Throughout the organization quality performance is designed to promote and optimize consistent customer service .  Each level of Woodfin/Chase Suite Hotels’ is critical in achieving our goal of satisfying each and every client, each and every time.  Using any one level without the others undermines the success of the company.  Employees in our company are positioned to be successful.  Clear understanding and expectations, accountability performance and step by step instructions are very important and vital to the individual and the company’s success.

     As a condition with the Woodfin/Chase Suites Hotels employment every employee must understand, complete, implement, and abide by all three levels of the SOP.  The Standard Operating Procedures we use, commonly referred to as SOPs, are segmented into three distinct levels.

· Level 1 provides introduction to the SOP process and company overview. If one is looking for company history, property locations, organizational charts, SOP explanation, and company objectives.
· Level 2 provides Management specific.  It deals with tasks that are common to all departments and policies.  This section covers orientation, vendor files and other areas that are vital for all managers.  New employees have the opportunity at an inside look at what their managers are responsible for daily.
· Level 3 is considered as the how to section.  It provides information on each department functions and tasks.  There is also other information that includes key job responsibilities (KJRs) and performance goals.  Each of these levels is used on a day to day basis.  These levels are designed to set the standard for every task one performs (Woodfin Hotels).
WSH, LLC Operations Organization Chart


Source: WSH, LLC Operations Organization Chart

      Woodfin/Chase Suites Hotels is an organization that tries to be the best in the hospitality industry while standing out above the rest.  Every upscale hotel has more or less the same amenities, but what puts Woodfin/Chase Suites Hotels above the rest is their second to none customer service.  This process starts from top level managers on down to our housekeeping department.  Good customer service is something that most organizations try to conquer, but the Woodfin family has mastered this through ongoing training and employee seminars.  When clients leave the Woodfin/Chase Suites Hotels they will remember all the great values they received, but most of all they will remember the great customer service experience that was provided.
     Quality is the totality of features and characteristics of a product or service that bear on its ability to satisfy stated or implied needs and quality improvement is forever.  In the chart below the numbers highlighted in red represent Market Penetrations less than 100%.  The Source Revenue Analysis Trend is designed to quantify your market lead (Above Fair Share) and Opportunity (Below Fair Share).  This analysis may be affected by your promotional activity within the Global Distribution Center (GDS) channel.
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     Chase Suites is the subscriber and the competitive set consists of the Marriott Baton Rouge, Embassy Suites Baton Rouge, Courtyard Baton Rouge, Bestwestern Richmond Suites Baton Rouge, Homewood Suites Baton Rouge, and Residence Inn Baton Rouge. TravelCLICK graphs give the right combination of intelligence and technology to drive long-term profitability across the entire operation from reservations and distribution to market analysis and internet marketing. All with one goal – top performance. In business process management (BPM) this solution provides hotels with the right tools to drive success in the world of electronic distribution and marketing. 

This unique solutions allow you to:

· Increase efficiency with industry best practices 

· Improve profitability with proven revenue management strategies 

· Monitor performance in electronic distribution channels 

· Implement marketing strategies that enhance your hotel’s internet presence and influence travelers online 

This process helps the hotel be competitive in the hotel market while increasing budget revenue (TravelClick).
     Quality management determines and implements the quality policy of an organization.  Quality policy involves meeting and exceeding customer expectations in products, people, processes, and environment (Resolving Quality Issues).  Continuous quality improvement plan is the success to any organization.  Extensive training in all departments is a strengthening strategy.   Using the Cause and Effect diagrams helped to analyze the problems.  While taking steps to resolve these issues there should be quality measures like checks and inspections to ensure that these problems do not reoccur.
     In conclusion, quality is a very important factor in any company’s success.  Woodfin Suites Hotels recognizes the need for quality and is committed to providing the very best guest experience with a very high degree of consistency in customer service.  Woodfin/Chase Suites Hotels mission is happy guests, happy employees, and happy owners. In order to accomplish this mission there must be highly trained and motivated employees to do this. Woodfin/Chase Suites Hotels management team works every day to make quality their top priority.
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