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Abstract

Purpose: This study  investigates  the
implementation of Lean Six Sigma methods in Ritz-
Carlton Hotel sites in the UAE, with the goal of
improving customer satisfaction and operational
efficiencies. The DMAIC (Define, Measure,
Analyze, enhance, Control) approach is used in this
study to completely examine and enhance service
quality and efficiency using data-driven insights.

Methodology: The main method used statistical
analysis, including techniques like Pareto analysis,
fishbone diagrams, and Failure Mode and Effects
Analysis (FMEA), to identify and solve the root
causes of inefficiency. KPIs such as customer
satisfaction, occupancy rates, and average daily
rates were utilized to assess performance
enhancements.

Findings: Results show that implementing Lean Six
Sigma led to improved operational efficiency,
decreased error rates, and better guest experiences.
Nonetheless, issues like employee resistance and
distribution of resources were observed,
highlighting the significance of efficient training
and resource management. The research emphasizes
the importance of aligning KPIs with strategic
objectives and incorporating proactive risk
management approaches.

Unique Contribution to Theory, Practice and
Policy: The implications of these findings extend to
improving quality management in hospitality,
recommending  continuous  monitoring, and
emphasizing staff engagement for sustained
improvements. This research offers actionable
insights into the application of quality management
systems in the competitive hospitality industry
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INTRODUCTION

The hotel business is constantly changing and developing, in order to stay ahead; it relies on
proper and excellent services while maximizing operational advancements and performance.
The Ritz-Carlton Hotel is well-renowned as a company delivering superb customer service
(Alhisan et al., 2019). However, reaching and even maintaining these high standards requires
careful quality assurance systems. In this study we will cover the design and implementation
of a quality strategy at the Ritz-Carlton Hotel employing Lean Six Sigma Key Performance
Indicators (KPIs) (Buckhead, 1994).

Ensuring guest satisfaction and efficient operations is crucial in the competitive hospitality
industry today, which is why implementing Lean Six Sigma methodologies can be a successful
approach to enhancing hotel performance (Rauch et al. 2016). KPIs are critical measurements
in Lean Six Sigma that enable hotels to analyze and improve customer happiness, operational
performance, and financial stability. The fundamental goal of this project is to find out the vital
role that Key Performance Indicators (KPIs) play in Lean Six Sigma for hotels, emphasizing
the role that KPIs play in continuous improvement and data-driven decision-making.

The motivation why to conduct this study comes from the urgent requirement for hotels to
consistently increase service quality and operational efficiency in the very competitive
hospitality market today. Therefore, comprehension of the value of KPIs and Lean Six Sigma
as a practical method for attaining operational excellence and meeting evolving guest
expectations is essential for hotel workers to thrive in operations and beat competitors.

The current state of the hotel industry presents several significant challenges such as lack of
experience, lack of training, lack of fluency in speaking a foreign language, lack of positive
attitude toward work, and an un-ergonomic workplace (Bhat et al., 2014; Shofia et al., 2020)
that necessitate informed actions. A major issue is the requirement for hotels to modify their
procedures in response to changing guest standards for cleanliness, safety, and service
excellence, especially following the COVID-19 outbreak (Jiang & Wen, 2020). Hotels also
encounter some challenges like maintaining customers’ satisfaction level, improving
operational processes, reducing expenses, and staying ahead in the industry.

The challenges of mastering service quality have been highlighted by various writers in service
operations. Organizations tend to find it easier to measure product-related criteria rather than
service-related ones. Service quality is difficult to measure due to its lack of clear definition.
Quality is defined by how well a product or service meets customer requirements. The difficulty
in mastering service quality lies in the ambiguity of defining the service to be provided, with
many organizations focusing only on product-related criteria. A quality strategy must start with
understanding customer requirements to define the needed service. Quality is determined by
the unique expectations and perceptions of each customer (Johnston, 1987).

The primary goal is to explore thoroughly how the Lean Six Sigma approach can tackle
operational problems and enhance performance at the Ritz-Carlton Hotel. It focuses primarily
on integrating key performance indicators (KPIs) into Lean Six Sigma models to enhance
operational performance and guest satisfaction in hotels, offering guidance and
recommendations along the way. It will offer also the hotel managers tangible techniques for
enhancing service provision and maintaining financial stability through investigating the
relationship between KPIs and Lean Six Sigma principles, assessing the influence of quality
and productivity KPIs on guest satisfaction and operational effectiveness, and suggesting effective
methods for monitoring and harmonizing these metrics (Jiang & Wen, 2020).
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Research Questions

e How does the integration of Lean Six Sigma methodologies, particularly emphasizing
Key Performance Indicators (KPIs), influence operational performance and guest
satisfaction within the Ritz-Carlton Hotel?

e What are the critical determinants for the successful implementation and utilization of
KPIs within Lean Six Sigma frameworks to achieve continuous improvement and
operational excellence in hotels?

Objectives

e To assess how well Lean Six Sigma techniques, specifically focusing on KPIs, improve
performance and tackle operational issues at The Ritz-Carlton Hotel.

e To pinpoint key elements that play a role in effectively integrating and using KPIs in
Lean Six Sigma frameworks in the hospitality sector.

e To study the impact of quality and productivity KPIs on guest satisfaction and
operational efficiency in hotel operations.

e To offer practical advice to hotel managers on effectively implementing and monitoring
KPIs within Lean Six Sigma frameworks for better service provision and financial
stability.

Research Framework

The research framework will primarily focus on a quantitative method by synthesizing existing
literature and empirical evidence related to the integration of Key Performance Indicators
(KPIs) within Lean Six Sigma methodologies in the hospitality industry. The framework will
encompass critical aspects such as customers' satisfaction level, operational efficiency, and
productivity improvement at the Ritz-Carlton Hotel.

Propositions

e The strategic implementation of KPIs within Lean Six Sigma methodologies results in
significant enhancements in guest satisfaction, operational efficiency, and productivity
for hotels.

e Room occupancy rates, complaint rate, revenue per available room (RevPAR), and
labor efficiency metrics are critical KPIs whose effective utilization leads to significant
performance improvements in hotels.

e Striking a balance between quality and productivity Key Performance Indicators (KPIs)
is crucial for hotels to maintain competitiveness in the hospitality industry and realize
sustained performance enhancements.

Problem Statement

Luxury hotels like The Ritz-Carlton are struggling to maintain customer satisfaction and
operational efficiency. While Lean Six Sigma and Key Performance Indicators (KPIs) are
known to enhance service quality, their implementation in the hospitality industry faces
challenges like lack of staff training and evolving customer expectations post-COVID-19. A
tailored framework integrating Lean Six Sigma and KPIs for luxury hotels is needed, therefore;
study aims to explore how these methodologies can be used effectively in The Ritz-Carlton and
similar settings to improve service quality, solve operational issues, and enhance financial
performance. Hotel managers, operational leaders, employees, and customers will benefit from
clearer guidelines, better training, improved job performance, and higher satisfaction and
loyalty.
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LITERATURE REVIEW

Recognizing the close connection between quality and productivity is crucial for the hospitality
sector's future development and competitive edge. The current literature review uncovers many
aspects of this connection, providing understanding into the factors affecting quality and
productivity in hotel operations. Chang and Sokol (2020) emphasize the need for high-quality
hotels to employ adaptive strategies to navigate turbulent market conditions, showcasing the
resilience and agility required to stay competitive

Khassawneh (2021) explores the interconnected relationship between human resource (HR)
strategies and service quality, emphasizing the significance of understanding how HR practices
impact overall service excellence. Ailiang.x, (2023) explore how self-professional identity and
emotional labor affect the productivity of front-line hotel staff. Their findings underscore the
importance of understanding employees' intrinsic motivations and emotional experiences in
driving productivity levels. By addressing employees' sense of professional identity and
managing emotional labor effectively, hotels can create an environment conducive to high
performance.

Moreover, effective human resource tactics play a vital role in enhancing hotels' productivity.
Akhorshaideh et al. (2022) assert that key factors influencing productivity levels are employee
recruitment, training initiatives, and aligning employee skills with company goals. By investing
in thorough training and development programs and promoting a culture of ongoing learning,
hotels can support employees in delivering excellent service and boost overall productivity.

The importance of various operational factors on hotel efficiency should not be underestimated.
Recruiting, training, and quality of service provided by staff play crucial roles in shaping
visitors' perceptions of a business, impacting its overall productivity levels (Kilic & Okumus,
2005).

Moreover, Zhenjing et al. (2022) emphasized the important role that the workplace
environment plays in influencing productivity results. Research suggests that being
emotionally committed to their job and the company can lead employees to work harder and
make valuable contributions to the organization, indicating a direct link between affective
commitment and employee performance. This emphasizes the importance of establishing a
positive work atmosphere and dedicating resources to enhancing employee participation and
well-being.

Jorge and Sudrez (2014) examine the complex link between organizational autonomy and
quality dedication, highlighting the significance of strategic decision-making in maintaining a
balance between efficiency and service excellence. Although autonomy has the potential to
enhance operational efficiency, it may also result in a decline in quality. To achieve long-term
performance results, hotels need to strike a careful balance between autonomy and quality
assurance procedures.

In addition to operational efficiency, maintaining a favorable physical environment is crucial
for boosting productivity within the hotel premises. Sufficient heating, ventilation, and air-
conditioning systems ensure optimal indoor air quality, creating a pleasant and healthful
workplace for staff and guests (Heating, Ventilation and Air-Conditioning Systems, Part of
Indoor Air Quality Design Tools for Schools | US EPA, 2023). A well-maintained and pleasant
environment not only boosts efficiency but also enhances the satisfaction and image of the
establishment for visitors.
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Additionally, insights from studies conducted in other sectors offer helpful perspectives on
boosting hotel efficiency. Ma et al. (2020) and Higuerey et al. (2020) stress the importance of
integrating quality management principles with environmental management strategies to
minimize the adverse effects on labor efficiency and resource utilization in the hotel industry.
Hotels can lower resource waste and environmental impact and boost productivity by
implementing proactive quality management tactics

Moreover, lodging in the hospitality sector offers numerous benefits beyond just a place to
sleep. These benefits consist of higher employee efficiency and happiness, savings through
streamlined operations, and the encouragement of diversity in the workplace (Costs and
Benefits of Accommodation, n.d.). Acknowledging and leveraging these benefits could lead to
a stronger and more flexible hospitality industry, equipped to address challenges and take
advantage of opportunities in a shifting market environment.

Creative strategies for addressing labor shortages while upholding service quality standards
provide opportunities for improved operational efficiency and higher levels of employee job
satisfaction (Bernini & Galli, 2023).

Additionally, the incorporation of ICT solutions can enhance management processes,
streamline economic activities, and elevate service quality standards (Technology Shaping the
Future of the Hospitality Industry | School of Hospitality Administration, 2023). Hotels could
utilize advancements in technology to streamline processes, minimize errors, and offer guests
personalized experiences, fostering loyalty and increasing return visits.

In the same way, Ahmed (2020) highlights the transformative impact technology-based HR
strategies can have on enhancing hotel performance. The utilization of e-HRM systems in
hotels helps streamline administrative tasks, automate routine work, and promote smooth
communication, enabling employees to dedicate more time to delivering top-notch services.

Apart from operational and technical aspects, the quality of services offered by hotels plays a
crucial role in enhancing customer satisfaction and retention. Research underlines the strong
connection between service quality and customer satisfaction, stressing the importance of
consistently delivering top-notch services to meet and exceed customer expectations (Bhuian,
D., 2021).

Client satisfaction plays a crucial role in boosting productivity in the hotel industry, in
conjunction with internal factors. Ali et al. (2021) demonstrate a distinct correlation between
the quality of service and customer satisfaction, highlighting the significance for operational
effectiveness and revenue generation. Clients who are happy are more inclined to come back
and recommend the hotel to others, thus aiding in the long-term success of the company.
Improving service quality benefits both visitors and employees by enhancing experiences and
boosting morale and productivity. Still, hotel management needs to find a delicate equilibrium
between organizational independence, productivity, and commitment to excellence (De Jorge
& Suarez, 2014).

Aside from typical hotel activities, the literature delves into broader topics such as
sustainability, customer behavior, and technological innovation. Du et al. (2023) suggest that
prioritizing green total factor productivity (TFP) is essential for promoting sustainable urban
development and linking productivity objectives with environmental preservation needs.
Abdullah et al. (2023) explored the intricate connection among food and drink quality, top-
notch service, and customer satisfaction, underscoring the significance of these factors in
shaping visitor interactions and loyalty. Hu and Dang (2023) also observe a growing trend in
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customers' higher understanding and demands for interior environmental quality in eco-
friendly upscale hotels, emphasizing the importance of complete guest experiences.

In quality management, a rich array of ideas, philosophies, and strategies has developed over
time, guided by influential figures like Feigenbaum, Deming, Crosby, Ishikawa, Juran, and
Taguchi (Hernandez, n.d.). These influential figures have had a lasting impact on the field of quality
management by developing principles, strategies, and innovations to enhance and maintain quality in
various industries, such as hospitality.

In Japan, the significance of Ishikawa and Taguchi's contributions to quality control at the end
of the manufacturing process has been particularly notable (Hamid et al., 2019). Their methods
focus on taking preventative steps to recognize and deal with potential quality issues before
they escalate, minimizing waste and optimizing resources. Deming's TQM Movement brought
about a fundamental shift in corporate procedures, promoting a holistic view of quality that
emphasized ongoing enhancement, prioritizing customers, and empowering employees (De
Feo, Joseph A., 2017).

Moreover, it is crucial to combine quality management principles with tools related to
productivity and the cost of quality in order to achieve high performance standards in the hotel
industry. Lean Six Sigma and Theory of Constraints offer structures for optimizing processes,
reducing waste, and enhancing performance (Patel & Patel, 2021). Approaches like the
Ishikawa Diagram and statistical methods provide valuable understanding of the main reasons
behind quality problems, enabling focused interventions and enhancements (Fitzsimmons &
Fitzsimmons, 2011), leading to enhanced product quality and productivity (Ly & Kieu Viet,
2022).

In conclusion, the hotel industry's prosperity hinges on the mix of efficient management,
enhanced productivity, and betterment strategies (Dahlgaard-Park, 2015). Hotels can enhance
performance excellence and long-term growth by incorporating quality tools and methods like
Shingo, Taguchi, Deming, and Ishikawa. It is essential to embrace a culture of constant
improvement and innovation in order to effectively navigate industry complexity and stay
competitive. It is crucial to uphold high quality standards, optimize resource utilization,
implement technology-based HR practices, and adapt to evolving customer needs. By
implementing quality management theories, hotels can achieve a competitive edge, boost
employee involvement, and deliver exceptional guest experiences, ensuring continued success
in the long run.

The analysis of the literature reviews several research gaps in the study of quality and
productivity in the hospitality sector. First, further investigation is required on variances in
different areas, especially in developing markets and underexamined regions, to comprehend
the impact of different geographical settings on hotel operations and results. Moreover, there
is a lack of research on how cultural differences affect service quality and employee
productivity, indicating the need for studies on how cultural norms impact customer
expectations and employee behavior. Methodologically, there is a lack of longitudinal studies
that track the long-term effects of management strategies on hotel performance. The need to
address the balance between quantitative and qualitative research is also important, as there are
fewer qualitative insights available on employee and customer experiences. Furthermore, there
is a need for additional research on the particular effects of new technologies like Al and
blockchain on the practices of managing hotels. In conclusion, it is important for research to
investigate how combining quality and environmental management strategies can impact labor
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efficiency, and to examine the balance between maintaining superior service quality and
maximizing productivity.

Total Quality Management (TQM) supports the study on quality and productivity in the
hospitality sector by emphasizing continuous improvement and customer satisfaction. It
integrates adaptive strategies, effective HR practices, and training to enhance service quality
and productivity, reflecting insights from Chang and Sokol (2020) and Akhorshaideh et al.
(2022). TQM also underscores the importance of a positive work environment, as noted by
Zhenjing et al. (2022), and leverages technology for efficiency, aligning with Ahmed (2020).
Its holistic approach helps balance efficiency with quality, boosting overall hotel performance.

Quality Strategy Formulation

The Ritz-Carlton, renowned for its five-star resorts and luxury hotels worldwide, was the
inaugural hotel company to win the Malcolm Baldrige National Quality Award, highlighting
the importance of quality in its operations and receiving accolades from premier hospitality
and consumer groups (Our Legacy, n.d.). The Ritz-Carlton is familiar with Total Quality
Management techniques in business leadership, which include implementing strategies, rules,
and processes to uphold top-notch production and service levels. Workers are provided with
these resources to support their success and to develop and uphold a culture of excellence
within the organization (Partlow, 1993).

Ritz Carlton Mission and Vision (Our Legacy, n.d.)

e Mission: The primary focus of The Ritz-Carlton Hotel is providing sincere care and
relaxation to our guests.
e Vision: The Ritz-Carlton motivates the creation of life's most memorable experiences.

Creating a quality strategy is crucial for the Ritz-Carlton hotel to uphold its reputation as a
premier choice for clients through outstanding services and amenities. This boosts customer
service, efficiency, and competitiveness.

Ritz Carlton Quality Strategy

"We will integrate Lean Six Sigma methodologies, particularly emphasizing Key Performance
Indicators (KPIs), for continuous improvement in operational performance and
customers' happiness".

By using Lean Six Sigma, the Ritz Carlton Hotel aims to streamline processes and eliminate
defects, ultimately reducing waste and increasing efficiency.

Setting Strategic Quality Objectives Ritz-Carlton Hotel:

1. Enhancing Customer Satisfaction: Focuses on client satisfaction, enhances operational
efficiency, and seeks feedback from customers to deliver exceptional service. Some specific
objectives include maintaining a satisfaction rating of 90% or higher, increasing positive
feedback, and reducing guest complaints. Identifying areas for enhancement is assisted by
secret shopper schemes, online reviews, and surveys for feedback.

2. Improving Operational Efficiency: Aims to improve effectiveness by utilizing Lean Six
Sigma approaches to remove errors, reduce inefficiencies, and maximize resources. Specific
goals consist of reducing service errors by 20% within a twelve-month period, enhancing
process efficiency, and eradicating resource waste. Employees receive continuous training and
certification in Lean Six Sigma to guarantee their comprehension and successful
implementation of these principles.
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3. Maintain Reputation and Competitive Edge: Tries to maintain its excellent reputation for
exceptional services and amenities in the highly competitive hospitality industry. To remain
competitive, the company constantly improves its strategy by anticipating client preferences
and industry trends. Through identifying unique selling points, expanding products, and using
technology. Conducting market research, researching rivals, and getting consumer feedback
are all critical for making strategic decisions that improve the guest experience and provide a
competitive edge.

4. Encourage a Culture of Excellence: The focus of the quality strategy is to empower and
train employees in order to deliver exceptional customer service and attain operational
excellence. This includes cultivating a culture of high standards, encouraging collaboration,
and dedicating to excellence in quality and customer service. Goals could involve enhancing
employee contentment, promoting ongoing education, and acknowledging outstanding
achievements. Employee engagement surveys, performance evaluations, and feedback
mechanisms are employed to assess the success of projects.

5. Continuous Improvement in Operational Performance: Ensuring consistent service
quality and improving resource efficiency require operational excellence. The Ritz-Carlton can
establish goals like improving check-in/check-out efficiency, reducing response times to guest
requests, and enhancing inventory management to prevent stock shortages and excess
inventory. Regular evaluations, analyzing processes, and comparing benchmarks in the
industry assist in pinpointing areas for enhancement and monitoring advancement toward
operational excellence.

Outline Quality Policies and Practices

Policy deployment, also known as strategy deployment or Hoshin Kanri in Lean business
methodology, ensures that strategic goals guide all major activities in an organization (Dale et
al., 2016). The aim is to align everyone towards common objectives, known as "True North,"
by synchronizing corporate objectives, management plans, and daily operations. Input from
mid-level managers can enhance the strategic plan, while involving employees in the planning
process fosters accountability and ownership, improving engagement and performance. This
creates a feedback loop with clear communication of short-term goals and progress indicators
up and down the chain of command. Hoshin Kanri eliminates waste from inconsistent direction
and poor communication, aligning company goals, middle management plans, and employee
tasks for optimal efficiency (Puentes, n.d.).

Implementing Hoshin Kanri involves Four steps

Implementing Hoshin Kanri involves four steps (Dale et al., 2016), and aligning these steps
with the Ritz-Carlton hotel's quality strategy of integrating Lean Six Sigma methodologies and
emphasizing Key Performance Indicators (KPIs) for continuous improvement in operational
performance and guest satisfaction can enhance its effectiveness. Here's how each step can be
applied:

1. Create a strategic plan:

Objective: Develop a strategic plan with five goals or fewer that effectively drive the company
forward, focusing on doing the right things to enhance operational performance and guest
satisfaction.
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Quality Policies and Practices:

» Develop a strategic plan that aligns with the Ritz-Carlton's mission and vision,
emphasizing goals related to guest satisfaction, operational efficiency, and quality
excellence.

» Ensure top-down consensus in developing the plan to gain perspective and buy-in from
middle management.

» Carefully select KPIs that measure progress toward strategic goals, ensuring they drive
desired behaviors without unintended consequences.

» Assign dedicated owners to each goal to facilitate progress and ensure timely
completion.

2. Develop Tactics:

Objective: Mid-level managers design departmental tactics to fulfill upper management's
strategic goals.

Quality Policies and Practices:

» Utilize "catchball" to exchange ideas and ensure alignment between top management's
goals and departmental tactics.

» Foster flexibility and adaptability in tactics to fulfill the overall strategy, allowing for
adjustments as needed.

» Conduct regular progress reviews to assess results and recalibrate tactics for success,
ensuring alignment with strategic objectives.

3. Take Action

Objective: Supervisors and team leaders implement tactics on the plant floor to translate
strategic goals into tangible results.

Quality Policies and Practices:

» Ensure alignment of activities with the overall strategy through -effective
communication and coordination.

» Practice "management by wandering around" (Puentes, n.d.) to stay connected with
frontline employees and ensure alignment and success in implementation.

» Empower employees to take ownership of their roles in achieving strategic goals,
fostering a culture of accountability and continuous improvement.

4. Review and Adjust

Objective: Continuously track progress and formally review results to make adjustments in
tactics and operational details as needed.

Quality Policies and Practices:

» Establish a closed-loop system for information flow, enabling two-way communication
between all levels of the organization.

» Continuously track progress against KPIs to identify areas for improvement and make
informed decisions.

» Conduct regular formal reviews to evaluate the effectiveness of tactics and adjust
operational details to maintain alignment with strategic goals.
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By implementing these steps of Hoshin Kanri within the Ritz-Carlton's quality strategy, the
hotel can effectively drive continuous improvement in operational performance and guest
satisfaction, ultimately enhancing its reputation and competitiveness in the hospitality industry.

The Integration of Six Sigma DMAIC with Policy Deployment

The integration of Six Sigma DMAIC with Policy Deployment can lead to breakthroughs in
operational processes. Combining Akao's Policy Deployment with the Six Sigma DMAIC
problem-solving approach and the PDCA cycle to prevent project failures (Magadi, A., 2004).
The model consists of an inner PDCA cycle for core problem solving, a middle cycle for daily
control using Six Sigma DMAIC and PDCA, and an outer cycle for Policy Deployment that
includes top management strategies. Master Black Belts, Black Belts, Champions, and top
management members handle steps one through eleven, while Green Belts take on steps twelve
through eighteen of the Six Sigma DMAIC process. After step seventeen, the project team
implements changes using the CAP-Do (PDCA) cycle to continually improve the process. This
"Wheel within a Wheel" approach ensures daily control and improvement throughout each
DMAIC phase.

Steps Obijectives

1. Selection of High customer satisfaction, improving effectiveness and efficiency: Prioritize guest
theme satisfaction and operational efficiency as key themes for improvement.

2. Reason for Conduct gap analysis to identify areas of improvement. Identify critical processes
Selection impacting guest satisfaction and operational effectiveness and efficiency.

3. Study of Gather data on current processes, interview stakeholders, including guests, employees and
current status champions, to understand areas for improvement.

4.  Analysis Analyze feedback from champions and key stakeholders to gain insights into current
feedback from | practices and areas for improvement.
Champions

5. Planning of Develop a comprehensive master plan outlining specific actions and initiatives to enhance
measures operational performance and guest satisfaction

6. Implementation | Implement improvement initiatives outlined in the master plan, ensuring clear charters and
obtaining necessary approvals for execution.
7. Confirmation Confirm effectiveness of implemented measures through feedback from management,

of effect including Master Black Belts (MBBs), Black Belts (BBs), and champions.

8. Prevention/Stan | Implement Lean Six Sigma methodologies such as DMAIC to standardize improvement
dardization processes and drive continuous improvement.

9. Stability of Stabilize current processes to ensure consistency and predictability in operations, reducing
control variability and improving guest experiences.

10. Remaining Identify, analyze, and prioritize Opportunities for Improvement (OFIs) to address remaining
Problem issues impacting operational performance and guest satisfaction.

11. Future Policy Commit to continuous improvement, fostering a culture of learning and innovation to adapt
to evolving guest needs and industry trends.

12. Define Clearly define the purpose of improvement initiatives, setting targets aligned with
improving operational performance and guest satisfaction.

13. Measure Standardize measurement methods and KPIs to monitor operational performance and guest
satisfaction consistently across the organization.

14. Analyze Analyze cause-and-effect relationships and conduct root cause analysis to identify
underlying issues impacting operational performance and guest satisfaction.

15. Improve Implement improvements based on analysis findings, providing necessary training and
resources to ensure effective execution.

16. Control Implement control measures, utilizing the PDCA cycle to monitor progress, manage change
effectively, and sustain improvements over time.

17. Take action Confirm adherence to implementation plan, ensuring initiatives are executed as planned

with clear accountability and responsibility.
18. Check result of | Review results of improvement initiatives, assess whether organizational goals for
actions operational performance and guest satisfaction have been achieved.

10
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Figure 3.2: Integrated Six Sigma Policy Deployment Cycle

(Magadi, A., 2004)

Quality Strategy Implementation Plan & Six Sigma (DMIAC)

A quality strategy implementation plan involves utilizing methodologies like Six Sigma to
enhance processes, prioritizes the guest experience to enhance service quality (Ramphal &
Nicolaides, 2018b). Six Sigma, a disciplined approach, aims to improve quality, reduce costs,
and increase customer satisfaction (Wasif, 2020). Implementing Six Sigma requires a strategic
framework supported by SMART key performance indicators (KPIs) to measure effectiveness
and focus on organizational goals (Pinho et al., 2020). Additionally, the success of Six Sigma
is influenced by factors like managerial commitment, a customer-focused implementation
strategy, and investments in human resources, which are crucial for economic benefits and
sustainability (Gomaa et al., 2022). Furthermore, Lean Six Sigma (LSS) methodology can be
applied to improve processes, resulting in significant enhancements in ordering processes and
cost savings (Alcaraz et al., 2018). Service quality strategy implementation in hotels requires
a comprehensive approach to address quality gaps and resistance to change, emphasizing the
importance of effective models and data analysis (Milovanovi¢, 2014).

Therefore, a successful quality strategy implementation plan in Ritz-Carlton Hotel should
integrate Six Sigma principles, training strategies, TQM practices, and service quality models
to maintain its reputation for excellence and uphold its mission and vision, achieve excellence
in customer service and improvement in operational quality and efficiency. This plan outlines
a comprehensive approach to ensure the successful implementation of the quality strategy
across all locations globally, and MENA region, specifically UAE.
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Methodology

Step 1: Define the Quality Strategy Objectives

The initial step in the DMAIC process, the Define phase in Six Sigma sets the foundation for
the success of the project (Singh and Khanduja, 2012). This involves clearly outlining the
business problem, goal, potential resources, creating a project charter, defining project scope,
and setting a high-level project schedule, as well as activities like assessing customer
requirements and creating a high-level process flowchart. Skipping this phase can lead to
project hazards and threats (Singh & Khanduja, 2012). Through the Define phase, critical-to-
quality customer requirements are identified, guiding the project team in determining project
scope and objectives. This phase is pivotal in both academic and industrial contexts to ensure
project success (Singh & Khanduja, 2012).

Moreover, the Define phase is integral to Design for Six Sigma (DFSS), particularly in product
or process design. DFSS aims to align customer needs with product solutions, emphasizing the
importance of understanding customer requirements (Singh & Khanduja, 2012). Research by
Molaahmadi-Hassanabadi et al. (2023) illustrates the application of Define and Measure steps
in assessing process quality, highlighting areas for improvement. Additionally, findings from
Zimmermann et al. (2023) and Simiele et al. (2023) emphasize the importance of accurately
identifying problems in healthcare environments for driving improvement, demonstrating the
effectiveness of Lean Six Sigma methodologies.

In general, the Define stage of Six Sigma is crucial for discovering areas for enhancement,
establishing project goals, and acquiring a solid understanding of the process being assessed.
By accurately defining the problem, organizations can effectively implement Six Sigma
methodologies to drive continuous improvement and achieve operational excellence (Singh &
Khanduja, 2012).

Key Performance Indicators (KPIs)

Monitoring the progress of implementation in hotels involves tracking key performance
indicators (KPIs) that play a crucial role in managing quality strategies. These KPIs serve as
benchmarks for assessing performance and making informed decisions. Occupancy rate,
average daily rate (ADR), and guest satisfaction are commonly relied upon indicators in the
hospitality industry (How Do You Manage Hotel Quality During Peak and Oft-peak Seasons?
2024). Hotel benchmarking often includes metrics such as occupancy, ADR, and revenue per
available room (RevPAR) to gauge success and identify areas for improvement (The
Hospitality Industry’s Historical KPIs, 2024). Furthermore, metrics categorized into revenue,
profit, and operations provide unique insights into performance (Elphick, 2023).

Aligning KPIs with strategic goals is crucial for optimizing business performance and
enhancing quality management practices (30 Key Performance Indicators Examples for Better
Performance, n.d.). KPIs also play a vital role in calibrating waste strategies and monitoring
sustainability impacts, emphasizing the importance of aligning metrics with broader
organizational objectives (Voukkali et al., 2023). Additionally, health and safety KPIs are
essential for tracking performance and ensuring compliance with regulations (Smith, 2023).

As market dynamics evolve, hotel marketing KPIs must adapt to align with commercial
strategies (Smith, 2023). Leveraging relevant KPIs and data-driven insights enables hotels to
enhance quality strategies, improve guest experiences, and drive sustainable growth in the
competitive hospitality industry.
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The combination of Balanced Scorecard (BSC) and Six Sigma creates a powerful synergy for
organizations aiming for successful strategy implementation in the current business
environment. This fusion aligns strategic goals with performance measurements and enhances
operational efficiency, driving innovation. It combines strategy translation from BSC with Six
Sigma problem-solving methods, helping organizations achieve lasting competitive advantage
through continuous improvement and business excellence (Heavey & Murphy, 2012).

Examples:

Customer

o

=
=2
o
£
]
-

e

Strategic Objectives

Increase Revenue Growth

Enhance Guest Satisfaction

Improve Operanonal

Foster Continuous
Improvement

Measures

Year-over-vear percentage
increase in revenue

Average guest satisfaction
score

Average Time for Check-
inJout process

Number of implemented
Process improvements

13

Targets

Achieve 10% annual
revenue growth

Decrease Complamts by 2%

Reduce Average check-in‘out
tme by 20%

Impiement at least
10 process imoprovements
annually

Inibatives

1. Launch targeted
marketing camopaigns to
attract high-value
customers

Maintain an average
satisfaction score above
90%

Implement advanced
technology solutions for
streamiined check-inout

processes

Establish cross-functional
teams Lo identify
and address operational
bottienecks
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Goal: Increase Customer Satisfaction Level in Ritz-Carlton Hoten branches in UAE by 2% in 2024

Objectives

Strategies/initiatives

KPI

1. Improve customer
service skills through
staff training and
development

Create training sessions focusing on empathy,
communication, and problem-solving

Offer coaching and mentorship programs

Use role-play for realistic guest interaction scenarios

Decrease Customer complaint
rate by 20% after 3 months from
the training

2. Establish effective
feedback channels to
ensure continuous
improvement

Conduct post-stay surveys to assess guest satisfaction
at different points of interaction

Utilize sentiment analysis tools for online reviews to
gain more insight

Create a team dedicated to handling guest feedback,
suggestion and special requests.

Increase the speed of
responsiveness rate to customers
feedback by 50% in 6 months

3. Customize guest
experiences to exceed
expectations

Develop guest profiles including their preferences and
offer personalized welcome packages

Train employees to anticipate guest needs and provide
proactive assistance.

Increase of the repeat customer
rate by 20% in the next 9 months

Goal: Increase Improving Operational Efficiency in Ritz-Carlton Hoten branches in UAE by 30% in 2024

Objectives

Strategies/initiatives

KPI

4. Simplify Process &
Technologies

Review workflows to find areas for improvement

Implement cloud-based software solutions for
efficiency

Reduction in the error rate by 20%
in 3 months

5. Efficient Resource
Allocation

Improve the scheduling system based on real-time
occupancy data

Increase the rate of Employees
productivity by 25% within the
next 6 months.

Goal: Increase Customer Satisfaction Level in Ritz-Carlton Hoten branches in UAE by 2% in 2024

Aspect

Details

Business Problem

Identify business problem or the need for improvement.

Example: frontline staff at The Ritz-Carlton Hotel branches in UAE are facing challenges with

maintaining high levels of customer satisfaction

Goal

Increase the Customer Satisfaction Level in Ritz-Carlton Hotel branches in UAE by 2% in

2024.

Potential Resources

» Human Resources: Staff for training sessions, coaching, and mentorship programs.
= Technology Resources: Sentiment analysis tools, survey software
= Financial Resources: Budget for training, technology investment, and staffing.

Project Charter

Project Title: Enhancing Customer Satisfaction at Ritz-Carlton Hotel Branches in UAE
= Identify Project Sponsor, Project Manager, Project Start Date, Project End Date.

= Budget

= Stakeholders: Ritz-Carlton Management, Staff, Customers

= Objectives: Improve customer service skills, establish effective feedback channels,

customize guest experiences.

Defining Project Scope

The project will focus on:

= Staff training and development to enhance customer service skills
= Establishing effective feedback channels for continuous improvement.

= Customizing guest experiences to exceed expectations.

High-Level Project
Schedule

Example:
Staff Training and Development:

Month 1: Develop training sessions focusing on empathy, communication, and problem-
solving. Month 2-3: Conduct training sessions and coaching programs. —
Month 4: Evaluate training effectiveness and adjust as necessary

Activities

= Assessing Customer Requirements: Conduct surveys and analyze feedback to understand

customer preferences and pain points

» Creating a High-Level Process Flowchart: Map out the process of staff training, feedback

collection, and guest experience customization.
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Step 2: Measure Current Performance

After defining the process and setting the goals based on quality strategy and customer
requirements (Hamdan et al., 2023). Subsequently, data collection and statistical analysis are
conducted to measure the current performance level and identify areas of improvement (Wang
& Sun, 2006). This involves estimating and actualizing costs, such as electricity consumption,
fixed and variable costs, and total costs, over a period of time (Ekergil & Gode, 2020).
Performance evaluation can be conducted at the level of rooms and customers per night to
analyze overall performance. Additionally, key performance indicators (KPIs) play a crucial
role in measuring the performance of facilities management services in hotel buildings.
Identifying relevant KPIs is essential for an effective performance measurement system
(Dasandara et al., 2022). Furthermore, the application of Six Sigma methodology can enhance
productivity and performance in the hotel industry (Ramadan et al., 2022) . A case study in the
UAE demonstrated how Six Sigma was used to reduce cycle time and improve process
performance in a hotel (Amirkhani et al., 2020). By following the DMAIC steps and utilizing
appropriate metrics, it provides valuable insights into the current performance of a hotel that assist in
making informed decisions to enhance efficiency and customer satisfaction.

Example:

Current measurement serves as a starting point for evaluating the success of enhancement
initiatives.

Goal: Increase Customer Satisfaction Level in Ritz-Carlton Hoten branches in UAE by 2% in 2024

Measure current

Objectives Strategies/initiatives KPI
performance

Measure the number of
customer complaints
received within 3 months
post-training compared to

i?rgggzzlfﬁlssomer Create training sessions Decrease Customer the baseline.

. . 0
through staff focusing on 'empathy, complaint rate by 20% Example: Current measure
raining and communication, and after 3 months from the before the training, the
problem-solving training . ’
development hotel receives an average of

50 complaints per month,
after the training, it
decreases to 40 complaints
per month.

Data Collection and Performance Measurement

Data collection methods are essential for monitoring and evaluating performance indicators
within the hotel industry, ensuring effective measurement and informed decision-making
processes. Clear objectives and key performance indicators (KPIs) must be established
beforehand to guide data collection efforts, aligning them with organizational goals (Trubac et
al., 2023).

Quantitative methods, such as surveys, questionnaires, and data from Customer Relationship
Management (CRM) systems, are vital for collecting numerical data crucial for statistical
analysis and performance evaluation (Fang et al., 2022). Surveys and questionnaires provide
insights into participant satisfaction and behavioral changes over time, facilitating comparative
analysis for improvement areas. CRM systems integrate diverse data dimensions, including
financial metrics and customer satisfaction, for holistic assessment.

15


http://www.iprjb.org/

IPRJB

INTERNATIONAL PEER REVIEWED
JOURNAL AND BOOK PUBLISHING

European Journal of Business and Strategic Management

ISSN 2518-265X (Online)
Vol.10, Issue 1, No.1. pp 1 - 34, 2025

www.iprjb.org

Financial data collected adheres to USALI standards, ensuring consistency and accuracy in
evaluation. Daily collection of financial data allows for timely assessment, while non-financial
indicators are reviewed monthly and annually, maintaining data relevance and currency
(Ivankovi¢ & Jerman, 2020).

Sophisticated techniques such as data envelopment analysis (DEA), artificial neural networks
(ANN), and data mining further enhance efficiency assessment, providing deeper insights into
performance trends and correlations (Sharma et al., 2020; Chen, 2021).

Evaluation methods include statistical techniques like regression analysis to identify trends and
compare actual performance against targets, assessing goal achievement and areas for
improvement. Regular monitoring and evaluation ensure data relevance and facilitate real-time
strategy adjustments, enabling organizations to adapt to challenges and maximize impact (Data
Collection Methods for Monitoring and Evaluation - EvalCommunity, 2023).

Therefore, data collection methods and evaluation techniques ensure a comprehensive
understanding of hotel performance, facilitating informed decision-making processes and
optimization strategies.

Identifying and Addressing Potential Risks in Implementing of Quality Policies and
Practices

Implementing quality policies and practices in the hotel industry entails various risks that can
impede the desired outcomes. One significant risk revolves around ethical dilemmas during
Lean Six Sigma implementation, exacerbated by factors such as uncommitted staff, faulty
equipment, and ineffective management (Ramphal & Nicolaides, 2018). These challenges can
hinder the attainment of service excellence, undermining the overarching quality goals.

Moreover, there's a risk of inconsistent service delivery, staff resistance, and high initial costs
associated with quality policy implementation, all of which can negatively impact overall
performance and customer satisfaction (Bagur-Femenias et al., 2019). Additionally, the
implementation of quality systems may result in increased fixed costs, potentially leading to
higher operational leverage and operational risk in the short term (Nicolau & Sellers, 2011).

Furthermore, inadequate resource allocation, resistance to change, and potential disruptions to
operations pose risks to the successful adoption of green and sustainable practices in hotels
(Prakash et al., 2022). Leadership styles, organizational commitment, and culture also play
significant roles, impacting employee performance and overall organizational success
(Alsheikh et al., 2018).

Mitigating these risks requires addressing issues such as inadequate training, lack of data
utilization, and ineffective communication, which can enhance customer satisfaction and
organizational efficiency (Peevski, 2022). Additionally, resistance from multicultural staff, lack
of adherence, and inconsistent application of quality policies may undermine service quality
and profitability in the hospitality industry (Yastrebova et al., 2022). Therefore, proactive risk
management strategies are essential for successful quality policy implementation in hotels and
an example of this is using FMEA (Failure Mode Effect Analysis) to identify potential risks
and reduce the RPN (Rish Priority Number).
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Data Analysis
Step 3: Analysis of Data

Data analysis is fundamental in performance improvement efforts, involving systematic
examination to pinpoint issues, causes, and improvement strategies. The complexity of this
process is often mitigated by tools like ProcessPAIR, streamlining analysis and yielding
superior outcomes (Raza & Faria, 2020). DMAIC, a structured approach, guides organizations
through defining problems, measuring baselines, analyzing causes, implementing
enhancements, and controlling processes. In service industries, Six Sigma assessment
methodologies, are employed to optimize operations (Elkmash et al., 2021). This entails
meticulous data scrutiny during Define, Measure, and Analyze phases to identify variances and
areas for streamlining processes. During Improve, analysis data analysis aids in evaluating
initiatives, while in Control phase, implementation of control mechanisms like statistical
process control ensure sustained outcomes (Audit Pattern Optimization in Service Industry
Using Six Sigma Methodology, 2020). Harnessing data analysis enables organizations to
anticipate future performance, confront challenges preemptively, and perpetuate a culture of
continual enhancement and customer satisfaction. An example of the tools that can be used for
data analysis includes, fishbone diagram, 5 Whys, process Map, Pareto chart and regression
analysis.

Example: Pareto Analysis:

It’s a chart that is used to rank quality problem from most to least based on their frequency of
occurrence. It helps to identify vital few causes (20%) that account for 80% of the problem
(Besterfield, 2001). By identifying the most important issues, it will help to decide where to
direct improvement efforts and prioritize resources that can lead to improvement in overall
performance.

Customers’ Complaint in Month of January 2024 in Ritz Carlton hotel main Branch at Dubai

Category No. of Complaints | Relative Frequency Cumulative
Frequency

Unclean Rooms 102 41.31% 41.31%
Slow Service 80 32.41% 73.72%
Noise 20 8.11% 81.83%
Incorrect or Overcharged Billing 15 6.1% 87.93%
Rude or Unhelpful Staff 9 3.64% 91.57%
Uncomfortable Beds 7 2.8% 94.37%
Temperature/AC 6 2.4% 96.77%
Long wait time Check-in/Check- 4 1.62% 98.39%
out
Food and Beverage Quality 3 1.21% 99.6%
Accessibility for Disabled Guests 1 0.4% 100%
Total 247 100%
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Complaints- Jan 2024
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Based from both the table and pareto chart, that the first two categories, accounting for more
that 70% of the errors that need improvement:

1. Use the cause-and-effect diagram to investigate the underlying causes of unclean rooms
and make process improvements to reduce or eliminate them.

2. Using a source-and-effect diagram, investigate the underlying reason of the
slow service and make necessary process improvements to reduce or eliminate them.

3. Once the vital few sources of problems are resolved then we can review other sources
for improvement.

Cause & Effect Analysis

@ =

] Inadequate ]
Absence of scheduling of Lack of training for
feedback cleaning shifts cleaning staff

N\ N )
y — /

A 4

Unclean Room |

Equipment
Peak tourist breakdown or Shortage of
season malfunction cleaning supplies

-
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Step 4: Improve

The improve phase in DMAIC six sigma team focuses on determining feasible solutions to
address the root causes identified during the first 3 phases of DMAIC and employing statistical
tools to select the optimal solution, and conducting cost-benefit analyses for continuous
improvement (Alcaraz et al., 2018).

Since Six Sigma teams armed with the data analysis completed in the Analysis Phase of
DMAIC can now make informed decisions to develop a solution. Also, best practices include
running a pilot to ensure success and validate the conclusions.

Solutions undergo rigorous testing to ensure effectiveness. Tools like brainstorming, affinity
diagrams, and Lean methodologies aid in solution identification. Once solutions are proposed,
tools like FMEA and cost-benefit analysis help in finalizing the best option. Pilot testing allows
for practical evaluation, and feedback mechanisms ensure stakeholder engagement.
Implementation plans encompass various aspects like resource allocation and risk assessment.
Ultimately, the goal is to eliminate root causes and achieve sustainable improvements (Hessing
& Pv, 2024).

For example: Since Six Sigma teams are now armed with the data analysis completed in the
Analysis phase (pareto and fishbone diagram), that will help them to get more insight and make
informed decisions to determine solutions for the root causes of uncleaned room and slow
service and make process improvements to reduce problem or eliminate it:

Proposed solutions:

Causes Improvement plan

Lack of training for cleaning Implement comprehensive training programs for housekeeping staff

staff

Shortage of cleaning supplies Improve inventory management system to track cleaning supplies and
prevent shortages.

Peak tourist season Adjust schedules, resources based on changing occupancy levels for
efficiency.

FMEA for risk management for process will help to identify which step will have potential
failure and choose the proper solution and implementation plan to reduce the RPN:
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1. Insufficient Incomplete Regular inventory checks
. . . 7 4 168 .
Gathering Supplies cleaning and restocking
Clean@ng Misplaced Delays in 5 3 105 Implement organized
Supplies Supplies cleaning storage system
Missed Areas Guest . 9 3 135 Impl.erpent checklist and
2. Room complaints retraining
Inspection | Damaged Guest Inspect items before and
. . 8 2 96 .
Items dissatisfaction after cleaning
Ineffective Unsatisfied Provide standardized
) 10| 4 160 . L
3. Cleaning Cleaning guests training and supervision
Process Chemical Provide proper training on
Mishandling Health hazards | 9 2 8 144 chemical handling
Failure to Continuation 7 13 5 105 Implement clear reporting
4. Report Issues | of problems procedures
Reporting " Miscommuni | Confusion and Improve communication
. 6 |3 6 108
cation delays channels
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Step 5: Control

The Control phase in the DMAIC methodology serves as the final checkpoint in ensuring
sustained improvements and the institutionalization of process enhancements. Following the
Improve phase, where changes are implemented, the Control phase takes charge of maintaining
and monitoring the new process to prevent regression to old practices (Hessing & Pv, 2023).

Key objectives of the Control phase include developing a robust control plan, validating the
efficacy of implemented solutions, and establishing mechanisms for continuous process
monitoring and control. This phase typically spans 2 to 3 weeks, during which standard works
or work instructions are created or updated, and financial resources are quantified and verified
(Hessing & Pv, 2023).

The implementation of Statistical Process Control (SPC) tools such as control charts and check
sheet which enable real-time monitoring of process performance and early detection of
deviations. Rational subgrouping ensures data accuracy, while attribute and variable control
charts cater to different types of processes and data characteristics.

Moreover, the Control phase emphasizes the importance of maintaining controls through
comparisons before and after implementation, standardization, and documentation. This
includes developing comprehensive control plans, sustaining improvements through clear
documentation and training, and documenting lessons learned for future reference.

Flowcharts should be created to assist staff in understanding the new process and revised
procedures should be readily accessible for the staff at the bench

Ultimately, the Control phase culminates in project closure, with deliverables including process
monitoring tools, control plans, SOP, financial savings documentation, and a celebration to
recognize the team's efforts in achieving success. Through meticulous attention to detail and
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adherence to established procedures, the Control phase ensures the longevity of process
improvements and sets the stage for ongoing excellence.

Example of SOP (Standard Operational Process) and Check list:

Subject Standard Operating Procedure (SOP) for Making Beds
SOP Number HK-01

Department Housekeeping

Date Issued [Date of Document Creation/Update]

Step Procedure

1. Preparation

- Gather necessary materials including clean blankets, fitted sheets, top sheets, pillow
covers, duvet covers, and pillows
- Check the availability of the required cleaning materials.

2. Removal of Used
Linens

- Remove used blankets, fitted sheets, top sheets, pillow covers, and duvet covers
- Place these in the designated laundry bin.

3. Preparation of Bed

- Pull the mattress away from the headboard slightly.

4. Placement of Fitted
Sheet

- Take a clean fitted sheet and place it on the mattress

- Remove and spread out fitted sheet evenly on mattress
- ensuring corners align and are tucked for security

- Flatten with no creases

5. Placement of Top Sheet

- Lay a clean top sheet on the center of the mattress, ensuring the tag is at the foot of the
mattress and the hem is at the top

- Fold the excess fabric under the bed and form triangular shapes at the edges.

- Fold the top of the sheet and adjust to remove any creases.

6. Replacement of Duvet
Cover and Blankets

- Replace the duvet cover and place the duvet on the bed, aligning its top with the hem of the
top sheet
- Fold blankets to cover the bottom third of the duvet, smoothing out any creases.

7. Placement of Pillows

- Replace pillow covers and place pillows at the top of the bed to fill the gap between the top
sheet, duvet, and the mattress's top edge.

8. Final Checks

- Push the mattress back against the headboard
- Perform final checks around the bed, ensuring all materials are smooth and properly tucked
away.

Source: Professional (2023)
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Guest Room Cleaning Checklist
Date Housekeeper/inspected By Room #

INTERNATIONAL PEER REVIEWED

Guest Room Checklist

Door lock works proper

] —
O Matiress femn O tumed reguiarty

Door cpons easdy & quetly

Badspreads free of nps & stains

Light switches work property

Uphotstery clean & in good condition

Wirsows open & close property Furntture scratched o stained
Wincow glass clean Walls cioan & free of cobrwebs
Window glsss free of cracks Watis scradched or nicked

Drapes straght & working property

LUGGage 13Cks in GOOS condition

Controls {or ar condtoning/heat work property

Pictures and mirrors straight

Alr conditioning fiters clean Furniture ceawers siide easty

Lamps work Telophone working

Wall ights work Clean ashtrays & matches

Lamp shades clean & straght Matiress pads clean & free of Bans
Beds corecty mace Light bulbs with proper wattage
Bedspeeads straight Miremum of 8 hangers (3 suil, 3 dress)

FrtfedEven pliows

Drapes pamally closed

Lamgs & shades
Dreaser Tops Rim of baseboard Light bufbs
Table Tops AR Cranvers Window cormce
Heactoards Clcsot shehves Window frame
Chairs Closet rods. Corners
Picture Fracmes Telephone Window sifs

Underside of lavatory clean Pop up stopper clean Broken Tie
Shawer rod In good Water spots on tie Tolet soat fem
condecn

Commode chean under rim Tub grouting missing Fixtures firm
Cammode Nushes peoperty Tub grouting ciean Chrome sparking
Bathroom free of odours Supply of towels

Source: (Mutiara, 2022)
Discussion

The project outlined focuses on enhancing quality management practices at Ritz-Carlton Hotel
branches in the UAE. The drivers behind this project include the need to increase customer
satisfaction and operational efficiency (Singh & Khanduja, 2012). By defining quality strategy
objectives through the DMAIC process, the project aims to address key areas such as customer
service skills, feedback channels, and personalized guest experiences. Additionally, aligning
key performance indicators (KPIs) with strategic goals ensures effective measurement of
progress and success (30 Key Performance Indicators Examples for Better Performance, n.d.).

Anticipated advantages of this project consist of higher levels of customer satisfaction, more
repeat business, and improved operational efficiency. Through the use of quality strategies and
data-driven insights, the project seeks to enhance guest experiences and promote sustainable
growth in the competitive hospitality sector (Singh & Khanduja, 2012).

However, several risks must be addressed in implementing quality policies and practices. These
include ethical dilemmas, inconsistent service delivery, staff resistance, high initial costs, and
inadequate resource allocation (Ramphal & Nicolaides, 2018). Proactive risk management
strategies, such as FMEA analysis and addressing cultural barriers, are essential for successful
implementation.
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Through rigorous data analysis, including tools like Pareto analysis and fishbone diagrams, the
project identifies root causes and proposes feasible solutions to improve customer service and
operational efficiency (Besterfield, 2001). Pilot testing and continuous monitoring ensure the
effectiveness and sustainability of implemented solutions.

Finally, the Control phase ensures sustained improvements through the development of robust
control plans, implementation of Statistical Process Control tools, and documentation of
revised procedures (Hessing & Pv, 2023). By maintaining controls and monitoring processes,
the project aims to achieve long-term success and excellence in quality management practices
at Ritz-Carlton Hotel branches in the UAE.

Strengths of the project lie in its comprehensive approach aligned with Six Sigma principles.
By diligently following the DMAIC process, the project ensures a structured methodology for
problem-solving and continuous improvement (Singh & Khanduja, 2012). The emphasis on
defining project scope and goals, backed by robust data collection methods and performance
measurement techniques, provides a solid foundation for decision-making (Hamdan et al.,
2023; Truba¢ et al., 2023). Furthermore, by integrating Lean Six Sigma approaches and
utilizing tools like Pareto Analysis and FMEA, it improves the project's capability to pinpoint
underlying issues and implement successful resolutions (Ramadan et al., 2022).

Additionally, by aligning strategic goals with important performance indicators (KPIs), the
project shows flexibility in overcoming industry-specific challenges, such as those found in the
hotel sector (30 Examples of Key Performance Indicators for Improved Performance, n.d.).
Moreover, the integration of customer-centric initiatives and operational efficiency
enhancements reflects a holistic approach to achieving organizational objectives (Heavey &
Murphy, 2012).

However, potential weaknesses may include the risk of inadequate resource allocation and
resistance to change, which could hinder the successful implementation of quality policies and
practices (Bagur-Femenias et al., 2019). Moreover, ensuring sustained improvements and
adherence to new processes during the Control phase may require ongoing support and training
for staff members (Hessing & Pv, 2023).

Possible Areas for Improvement

However, numerous regions for development may be identified. Firstly, in the Measure phase,
while data collection methods are outlined, there is a need for more emphasis on ensuring data
quality and relevance to the defined KPIs (Trubac et al., 2023). Secondly, in terms of process
improvement, the project could use Pareto analysis cascade Level 2 to identify root causes of
issues like unclean rooms and slow service, enabling targeted solutions (Besterfield, 2001).
Thirdly, in the control phase, while the project outlines SOPs and checklists for maintaining
control in the Control phase, there could be a stronger emphasis and clear procedures on
policies of monitoring to ensure sustained improvements (Hessing & Pv, 2023). Regular
reviews and adjustments based on performance data can further enhance operational excellence
and customer satisfaction.

Comprehensive Analysis

At the Ritz-Carlton Hotel, a comprehensive quality implementation approach focuses on
enhancing operational efficiency and customer satisfaction. This strategic objective aligns with
the hotel's vision using Six Sigma techniques. Tools like Pareto Analysis and Statistical Process
Control aid in comprehending performance trends and identifying areas for enhancement.
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Utilizing data to make decisions helps prioritize improvement projects and assess quality
strategies' impact on guest satisfaction and operational performance.

The table 1 below displays an example of key performance indicators such as occupancy rate,
ADR, and guest satisfaction that Ritz-Carlton Hotel utilizes to evaluate performance and
improve quality strategy implementation:

KPI Description

Occupancy Rate Percentage of rooms occupied at any given time

Average Daily Rate (ADR) Average revenue earned per occupied room per day

Guest Satisfaction Measures guest satisfaction through surveys and feedback mechanisms
(Table 1)
RESULTS

To evaluate the implementation of the quality strategy, we measure the current performance
against the established goals for each Key Performance Indicator (KPI). Table 2 demonstrates
the comparison findings, emphasizing successful areas and areas needing more focus.

KPI Target Current Performance Variance
Occupancy Rate 80% 85% +5%
Average Daily Rate (ADR) $300 $320 +$20
Guest Satisfaction 85% 80% -5%
(Table 2)
Interpretation:

e Occupancy Rate: The hotel exceeded the target occupancy rate by 5%, indicating strong
demand and effective marketing strategies. Exceeding the goal for occupancy rate is
consistent with previous research indicating the significance of successful marketing tactics
and demand control for upholding high levels of occupancy (The Historical KPIs of the
Hospitality Industry, 2024). This outcome adds to our understanding by demonstrating how
these strategies can be applied in a real-life situation, highlighting their importance in
improving hotel performance.

e Average Daily Rate (ADR): While the ADR exceeded the target by $20, additional
examination is necessary to identify the factors that led to this enhancement. Pricing
modifications or the introduction of additional services might increase ADR and
profitability. The observed increase in ADR compared to the target echoes insights from
literature emphasizing the role of pricing strategies and value-added services in driving
revenue growth (How Do You Manage Hotel Quality During Peak and Off-peak Seasons?,
2024). By demonstrating the positive impact of these factors on ADR, this research
underscores their importance and provides practical implications for hotel management
seeking to enhance financial performance.

o Guest Satisfaction: While the guest satisfaction rate fell short of the target by 5%, the high
guest satisfaction rate corroborates findings emphasizing the link between service quality
and guest loyalty (Milovanovi¢, 2014). This outcome highlights the continued significance
of making guest satisfaction a top priority in the hospitality sector. Moreover, this research
enhances our knowledge of successful methods for maintaining and enhancing guest
satisfaction levels by pinpointing areas that need improvement, such as tackling the
underlying reasons for dissatisfaction.

-Below is the answer of the research questions in relation to the findings:
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How does the integration of Lean Six Sigma methodologies, particularly emphasizing Key
Performance Indicators (KPIs), influence operational performance and guest satisfaction
within the Ritz-Carlton Hotel?

Implementing Lean Six Sigma methods on KPIs greatly improves operational efficiency and
customer satisfaction at the Ritz-Carlton Hotel. Through the DMAIC process, the hotel can
tackle important areas like customer service skills, feedback channels, and personalized guest
experiences by setting quality strategy objectives. Through thorough data analysis with tools
like Pareto analysis and Statistical Process Control, SOP, check sheet, FMEA, etc., the hotel
can pinpoint underlying causes of problems and apply efficient solutions. Furthermore,
ensuring that strategic goals are in line with key performance indicators enables accurate
evaluation of achievements and progress. The outcomes of the integrated approach show
enhancements in key areas such as occupancy rate, average daily rate (ADR), and guest
satisfaction, suggesting elevated customer satisfaction and operational effectiveness.

What are the critical determinants for the successful implementation and utilization of
KPIs within Lean Six Sigma frameworks to achieve continuous improvement and
operational excellence in hotels?

e Clear Definition of Quality Strategy Objectives: Establishing clear goals and objectives
through the Define phase of DMAIC sets the foundation for successful implementation.
This entails establishing the scope of the project, aligning strategic objectives with key
metrics, and recognizing essential client needs.

e Efficient data collection and analysis: are possible with the use of quantitative
techniques like surveys, questionnaires, and data collected from CRM systems.
Sophisticated techniques like data mining and DEA enhance efficiency assessment and
provide a deeper understanding of performance trends.

e Recognizing and dealing with possible risks using proactive strategies: such as Failure
Mode Effect Analysis (FMEA) lowers the chances of obstacles and streamlines the
process of implementation.

e Continuous monitoring and control: can be achieved by utilizing Statistical Process
Control (SPC) tools and creating thorough control plans. This enables real-time
monitoring of process performance, guarantees continuous improvements and high
quality in functions.

From the above we can conclude that the integration of Lean Six Sigma methodologies,
particularly emphasizing KPIs, empowers hotels like the Ritz-Carlton to drive continuous
improvement, enhance operational efficiency, and elevate guest satisfaction levels. By adhering
to structured methodologies like DMAIC, hotels can identify areas for enhancement,
implement targeted solutions, and establish mechanisms for sustained success in the
competitive hospitality industry.

Relevance to the MENA Region

The study is aligned with economic goals for the importance of enhancing both customer
satisfaction and operational efficiency in the hospitality sector across the UAE and the MENA
region. As a significant center for tourism and hospitality, the UAE encounters specific
challenges in maintaining exceptional service standards in its hotel sector and the goal is to
increase customer satisfaction and boost operational efficiency, specifically at Ritz-Carlton
Hotel branches in the UAE. The study aims to fulfill these particular requirements of the local
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hospitality industry by aligning goals strategically and implementing quality management
strategies like Six Sigma methodologies. This involves setting quality strategy goals,
evaluating progress, and executing enhancement efforts with performance metrics customized
for the local environment. In general, the aim of the project is to improve the standard of the
hospitality sector in the UAE and the broader MENA region.

CONCLUSION AND RECOMMENDATIONS

The study focuses on formulating a comprehensive quality strategy and implementation plan
for Ritz-Carlton Hotel branches in the UAE incorporating Six Sigma methodology to examine
the effect of implementation on quality and productivity. The project aims to quality strategy
to enhance customer satisfaction and operational efficiency at the Ritz Carlton hotel and the
main key findings underscore the importance of aligning key performance indicators (KPIs)
with strategic goals, implementing effective feedback channels, and mitigating risks associated
with quality policy implementation to enhance the quality and productivity in the hospitality
industry (Pinho et al., 2020). Integrating DMIAC into the plan and implementation process and
using quality tools in Data analysis such as Pareto analysis and regression analysis provide
insights into current performance and improvement opportunities (Besterfield, 2001). In
addition, the study emphasizes the importance of proactive risk management strategies and
offers recommendations for process optimization and continuous improvement (Prakash et al.,
2022). Through using this holistic approach in integrating best practices from the literature and
Six Sigma methodology, the research project seeks to ensure sustained excellence in service
quality, and productivity and uphold the hotel's reputation for luxury and hospitality.

The implications and recommendations from other case studies for improving the quality
strategy at Ritz-Carlton Hotel can include other various aspects for management, policymakers,
and government entities. Management should prioritize effective waste management strategies
(Diaz-Farina et al., 2023) and consider integrating green infrastructure solutions like
bioretention areas to enhance environmental sustainability (Strategies for Climate Change
Adaptation | US EPA, 2023). Investing in projects such as ICT integration and quality
management systems for digital transformation can enhance operational efficiency and
environmental performance (Martinez-Pelaez et al., 2023). It is important for policymakers and
government officials to concentrate on creating rules and standards for short-term rentals like
Airbnb to guarantee adherence to quality and sustainable practices (Airbnb, 2023). For optimal
results, managers, stakeholders, and policymakers need to work together on creating and
implementing rules and regulations. By following this, Ritz-Carlton Hotel could improve its
sustainability initiatives and enhance customer satisfaction by following these
recommendations while also staying compliant with regulations.

The case study on quality strategy implementation at the Ritz-Carlton Hotel may encounter
several limitations that warrant acknowledgment. Firstly, the study's scope is limited to specific
aspects of quality management, such as customer service training or feedback mechanisms,
without encompassing the entirety of the hotel's operations. Moreover, the case study may not
account for external factors that could impact quality strategy implementation, such as changes
in market dynamics, regulatory requirements, or cultural shifts. Ignoring these external
influences could limit the study's applicability and relevance in real-world contexts. This
limitation could potentially overlook other crucial factors influencing overall service quality
and operational efficiency.
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To address these limitations future research could include investigating the impact and the role
of emerging digital transformation technologies in achieving sustainability through quality
management practices in the hospitality industry (Martinez-Peldez et al., 2023), this could
involve exploring emerging trends, technological innovations, or cultural influences on service
quality (Yastrebova et al., 2022). Another aspect is to explore broader aspects of quality
management rather than specific areas like customer service training or feedback mechanisms,
encompassing the entirety of hotel operations and other external factors; to provide a
comprehensive understanding of the effect of Six Sigma methodology on the quality.
Productivity and profitability.
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