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Executive Summary
Problem - Upon evaluation, the key areas that we need to focus on include, improving our check-in and check-out system process and a general increased focus on customer satisfaction. We are in a fast-paced and technologically inclined age, and this has increased expectations from our business customers to improve the efficiency of our check-in and check-out process through automation.
Purpose -Hotel Escargo is committed to meeting the needs of the business travelers and pleasure customers in today’s highly competitive environment in the hospitality industry. Customers are demanding higher quality services as more industry players come up, and recognizing their specific needs is key to maintaining a competitive edge
Results. - We aim to claim the top position in the hospitality industry and the quality of our service directly relates to the rate of our customers’ satisfaction.
Conclusion - The management at Hotel Escargo recognizes the importance of maintaining flexibility and being highly responsive to customer’s needs. In the spirit of ensuring continuous improvement, we will encourage our customers to give feedback
[bookmark: _GoBack]Recommendation - The new process, spearheaded by the Room Division Department, will include a balance between the technological and human aspect of service to ensure that customers have the option to select how they would like to check in and out of the hotel. 
Quality management is essential in retaining our customers and attracting new ones. The Total Quality Management approach will be adopted to ensure continuous improvement in our processes and products. With the aim of exceeding customer expectations, each process will be mapped out to identify the flows, arising problems that are the potential areas for improvement.




