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Seminar paper from the year 2003 in the subject Business economics - Business Management, Corporate
Governance, University of Phoenix, 20 entriesin the bibliography, language: English, abstract: In today’s
society, consumers are often seen more as numbers than actual people. Customer serviceis talked about
frequently, but rarely delivered upon. Customer’ s requests or needs that go beyond what employees typically
experience often fall upon the deaf ears of apathetic employees. Complaints are often handled equally as
careless. One company, however, has a reputation for being different — Ritz-Carlton Hotels. The
corporation’s commitment to customer satisfaction and guest servicesis apparent in every facet of their
business. It is an employee’ s duty to go above and beyond the call of duty with each and every customer they
service. Thistwo-time winner of the prestigious Malcolm Baldridge Quality Award has truly taken customer
service to alevel head and shoulders above their competition.

This superior level of service did not simply happen by chance, however. The Ritz-Carlton organization has
molded their employees into superior service providers with avariety of intensive trainings, merit-based
appraisal systems, and continuous reinforcement of the company’s commitment to these * Gold Standards'.
This commitment by both the organization and each and every team member has allowed Ritz-Carlton to
take the theory that ‘the customer is awaysright' and evolve it into the ultimate customer service experience
that is the cornerstone of their success. In addition, by using Total Quality Management (TQM), Ritz-Carlton
Hotel Company has not only been able to maintain superior customer service, but drive significant and
sustainable change. This adaptability, while still maintaining the highest levels of quality, has propelled Ritz-
Carlton to the forefront of itsindustry.
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From reader reviews:

William Bar nett:

As people who livein typically the modest era should be update about what going on or data even
knowledge to make these individuals keep up with the era and that is always change and progress. Some of
you maybe will update themselves by reading through books. It is a good choice for yourself but the
problems coming to anyoneis you don't know which one you should start with. This Total Quality
Management - A Case Study of a Quality Award Winning Organization is our recommendation to help you
keep up with the world. Why, because book serves what you want and want in this era.

Larry Boggs.

The ability that you get from Total Quality Management - A Case Study of a Quality Award Winning
Organization is the more deep you looking the information that hide inside the words the more you get
considering reading it. It does not mean that this book is hard to comprehend but Total Quality Management
- A Case Study of a Quality Award Winning Organization giving you joy feeling of reading. The article
writer conveys their point in specific way that can be understood through anyone who read it because the
author of this e-book iswell-known enough. This kind of book also makes your own personal vocabulary
increase well. It is therefore easy to understand then can go together with you, both in printed or e-book style
are available. We suggest you for having this kind of Total Quality Management - A Case Study of a Quality
Award Winning Organization instantly.

Marie Brenneman:

Playing with family inside a park, coming to see the water world or hanging out with palsis thing that
usually you have done when you have spare time, then why you don't try matter that really opposite from
that. One activity that make you not experiencing tired but still relaxing, trilling like on roller coaster you
aready been ride on and with addition of knowledge. Even you love Total Quality Management - A Case
Study of a Quality Award Winning Organization, you could enjoy both. It is great combination right, you
still desire to missit? What kind of hang type isit? Oh can occur its mind hangout guys. What? Still don't get
it, oh come on its known as reading friends.

Desiree Herdon:

This Total Quality Management - A Case Study of a Quality Award Winning Organization is great guide for
you because the content that is certainly full of information for you who have always deal with world and
still have to make decision every minute. This kind of book reveal it data accurately using great manage
word or we can claim no rambling sentences included. So if you are read it hurriedly you can have whole
datainit. Doesn't mean it only provides you with straight forward sentences but difficult core information
with attractive delivering sentences. Having Total Quality Management - A Case Study of a Quality Award
Winning Organization in your hand like getting the world in your arm, datain it is not ridiculous asingle.



We can say that no e-book that offer you world throughout ten or fifteen moment right but this guide already
do that. So, this can be good reading book. Hello Mr. and Mrs. hectic do you still doubt this?
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