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Why is this important?

-This is a Full Time University course and as such the University definitions of engagement and decorum apply as they would in a
physical classroom.

-Your Cameras must remain ‘On’ for the duration of the session in order to ensure equal engagement and for your lecturers to 
observe your full attendance of the session which is a condition for student loans/maintenance to be authorised. 

-You should be using a desktop or laptop device with a camera, speakers and a microphone so that you will be able to engage in the 
session on equal footing with your classmates. 

-You will be asked to share your screen and “present” your work, access documents, engage in writing activities use websites and
create presentations which are either difficult or impossible on a phone. 



Outcomes of the session

 Developing a 

Strategic Plan for 

Hospitality

 Organizations  

Implementing Change 

Strategies in Hotels





(Bryson, 2018, pp. 8–10)

















(Hussain et al., 2020)













Activity-1  (30- Minutes)
1. What is Total Quality Management (TQM) in the hotel industry, and how does it impact the 

overall guest experience and business performance?

2. How can a hotel effectively implement TQM principles to improve service quality and guest 
satisfaction while reducing operational costs?

3. What are some key performance indicators (KPIs) commonly used in the hotel industry to 
measure the success of TQM initiatives, and how do they contribute to continuous 
improvement?

4. Can you provide examples of successful TQM implementations in the hotel industry and how 
they have led to increased customer loyalty and positive online reviews?

5. What challenges and obstacles do hotels often face when trying to implement TQM, and what 
strategies can they employ to overcome these challenges and sustain a culture of quality 
improvement?





(Sawagvudcharee and 

Limpabandhu, 2019)







Activity-2   (45-Minutes)
Case Study: "The Riverside Inn: Navigating Resistance to 

Change in the Hospitality Industry

Introduction: 

The Riverside Inn is a charming, family-owned boutique 

hotel nestled on the banks of a picturesque river. For 

decades, it has been known for its rustic charm and 

personalized service. However, the hospitality industry is 

evolving rapidly, with changing guest preferences, 

technological advancements, and a growing focus on 

sustainability. The owners of The Riverside Inn are facing 

significant resistance to change from their long-standing 

staff, who are deeply attached to the hotel's traditional 

ways.



Case Study Questions for Students:

1.What are the primary external and internal factors driving change in the 

hospitality industry, and how do they apply to The Riverside Inn's situation?

2.Analyse the sources of resistance to change among the staff at The 

Riverside Inn. How do their emotional connections to the hotel's traditions 

affect their willingness to embrace change?

3.As a consultant, what strategies would you recommend to the owners of 

The Riverside Inn to overcome resistance to change and modernize the 

hotel without compromising its unique charm?

4.Discuss the role of effective leadership and communication in managing 

resistance to change in a hospitality setting like The Riverside Inn. What 

specific leadership traits and communication strategies would be most 

effective?

5.Explore the ethical considerations of change management in the 

hospitality industry. How can The Riverside Inn balance the preservation of 

its heritage with the need to adapt to contemporary industry standards 

while respecting the interests of its loyal staff and guests?
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I look forward to seeing you next 
week.

If you have any questions in the 
meantime, please send an email 
from your student account

j.de-silva@uwtsd.ac.uk


