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Seminar paper from the year 2003 in the subject Business economics - Business Management, Corporate
Governance, University of Phoenix, 20 entries in the bibliography, language: English, abstract: In today’s
society, consumers are often seen more as numbers than actual people. Customer service is 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 services is 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. This two-time winner of the prestigious Malcolm Baldridge Quality Award has truly taken customer
service to a level 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 a variety 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 always right’ 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 its industry.
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From reader reviews:

Arlen Bullock:

What do you think about book? It is just for students because they're still students or this for all people in the
world, the particular best subject for that? Merely you can be answered for that problem above. Every person
has various personality and hobby per other. Don't to be pushed someone or something that they don't need
do that. You must know how great and also important the book Total Quality Management - A Case Study of
a Quality Award Winning Organization. All type of book is it possible to see on many methods. You can
look for the internet resources or other social media.

Maria Smith:

Here thing why this kind of Total Quality Management - A Case Study of a Quality Award Winning
Organization are different and trusted to be yours. First of all examining a book is good but it depends in the
content from it which is the content is as tasty as food or not. Total Quality Management - A Case Study of a
Quality Award Winning Organization giving you information deeper including different ways, you can find
any e-book out there but there is no reserve that similar with Total Quality Management - A Case Study of a
Quality Award Winning Organization. It gives you thrill reading journey, its open up your own eyes about
the thing in which happened in the world which is might be can be happened around you. You can easily
bring everywhere like in recreation area, café, or even in your approach home by train. When you are having
difficulties in bringing the printed book maybe the form of Total Quality Management - A Case Study of a
Quality Award Winning Organization in e-book can be your alternative.

Ethel Swafford:

People live in this new morning of lifestyle always attempt to and must have the extra time or they will get
large amount of stress from both everyday life and work. So , once we ask do people have time, we will say
absolutely yes. People is human not only a robot. Then we consult again, what kind of activity do you have
when the spare time coming to a person of course your answer will probably unlimited right. Then do you try
this one, reading books. It can be your alternative inside spending your spare time, the actual book you have
read will be Total Quality Management - A Case Study of a Quality Award Winning Organization.

Danilo Ernest:

You will get this Total Quality Management - A Case Study of a Quality Award Winning Organization by
browse the bookstore or Mall. Just simply viewing or reviewing it can to be your solve problem if you get
difficulties to your knowledge. Kinds of this e-book are various. Not only through written or printed but also
can you enjoy this book simply by e-book. In the modern era similar to now, you just looking by your mobile
phone and searching what your problem. Right now, choose your own personal ways to get more
information about your book. It is most important to arrange you to ultimately make your knowledge are still
change. Let's try to choose appropriate ways for you.
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