Cycle of Success
(Collins, 2019)
[bookmark: _GoBack]






Collins, M.D. (2019). Delivering the Guest Experience: Successful Hotel, Lodging, and Resort Management; Kendall Hunt Publishing; Dubuque, Iowa

Mutually profitable, memorable and personalized experiences


Customer selection


Employee training


Clear expectations  & accountability


Psychological empowerment


Process, support & system design


Employee selection


Employee rewards & recognition


Virtuous feedback loop


