[bookmark: _GoBack]UNIVERSITY OF WALES TRINITY SAINT DAVID
                       Birmingham Campus





                                M4X01915 
   Hospitality and Guest Service Management 

Quality Management ( Continuous Improvement)
               at Athenee Palace Hilton Hotel

                                                    STUDENT 
                                        1815218 Florin Amos

  LECTOR
Dale Clarke
          
        Description
     Since the 1980’s on a European and global scale,the term and concept of quality has been imposed by which the external customer has the right to choose what is the best for his needs and expectations.
     The need for quality emerged for various reason:
· quality has become a decisive factor in the new European and global market 
· the internet technique is increasingly driving success on the market 
· new business models that highlight the resources of the hotel companies: the prestige of the hotel as well as the quality of products and services;customer relations;partenership with suppliers, etc.
Succes in business in recent years is due to:
· customer perceived quality 
· customer feedback reactions
· customer expectations 
· the influence of unsatisfied customers on the poor quality of products and services 
· keeping loyal customers alive
· attracting potencial customers 
· overcoming customer expectations. 

         Quality Management ( Continuous Improvement) at Athenee Palace Hilton Hotel 
     By adressing this theme,we are trying to bring innovations to all the factors that lead both of the satisfaction of the permanent clients,to the potencial clients,but also to the prestige in Athenee Palace Hilton not only locally,regional and international. 
     The message of total quality requires managers to put their concerns short and to look at them for a long time. In order to be ahead of the competition,we need to identify customer's requirements but also to find and discover the best way and the way to satisfy them. This competition should not only be done for the market, but also for hiring the most innovative and motivated people. 

                                                                 INTRODUCTION
     We often recognize quality only when we experience it and realize its importance only when we do not have it,when we missing it. Quality means doing all the good things and putting the client first;only then can we talk about implementing total quality management. 
     The main objectives of this topic are as fallows:
· the Hilton Hotel’s brief presentation and especially the Athenee Palace Hilton Hotel 
· quality analisis reflects through the offer of products and service 
· implementing the dictum „everithing for and in favor of the client”
· analyzing how the products and services are offered according to the customer’s budget but also for the cost-effectiveness of Athenee Palace Hilton Hotel
· implementation of ISO 9000:2000
· analyzing the general principles of quality management 
· application and analysis of Deming's PEVA concept 
· the Athenee Palace Hilton’s quality insights into the tourism 
· analysis of the quality of the Athenee Palace Hilton Hotel.



     Athenee Palace Hilton was built in 1914 and was renovated and upgraded in 1995. The Athenee Palace Hilton Hotel also captures with its modern arhitecture,is located in the heart of Bucharest’s business and shoping center, a few hundred meters from the Capsa Hotel and Ramada Majestic Hotel,close to the centers of historical and cultural interest and a short distance from banks and guvernment office. The Athenee Palace Hilton Hotel is a true „city" at the feet of its clients.
     The Athenee Palace Hilton Hotel offers international and romanian cuisine,conference rooms,ideal for business and for unique events,relaxing massage, smile and well prepared staff,plenty of services. 
     The Hilton Hotels are an international network of hotels offering full service. The Hilton Hotel Network was built by Conrad Hilton. The first hotel was built in 1919.
     In 2008 therewere more than 533 Hilton hotels scattered arround the globe. In 2006 the Hilton Hotel Corporation was founded.
     The Athenee Palace Hilton Hotel is a unique hotel, is a unique combination of grandeur and elegance,between a gentleman and a lady specific refinement,and are a drect character. This hotel reminds you of the scenery of the interwar years.
     The Athenee Palace Hilton Hotel is a 5 stars hotel and offers its guests the falowing services:
· 275 rooms
· Iuxury apartments
· conference center with large and small halls
· specific restaurants and snack-bar
· an english bar
· spa center,fitness center and covered swimming pools
· shopping gallery 
· souvenir shop
· casino
· terrace.
     The main departments at Athenee Palace Hilton are:
· Front Office 
· Housekipping 
· Security Departament 
· Department of Human Resources
· Accounting Department 
· Financial Department 
· Marketing Department 
· The Banqueting Department 
· The Events Department 
· Department of Management 
· Department of Food 
· Reservation Department. 
     Within our hotel, our main policy is based on conceiving,realizing and selling products and services to customers that they regard as both perfect and affordable. Perfect to meet customer expectations in terms of performance and delivery expectations and affordable for products and services to be used by as many customers as possible. 
     The need for quality is determined by the complexity of products and services, the evolution of the hotel market in Romania and Bucharest, in particular, by the economic crisis that is going through. That is why it is imperative to respond to the following requirements:
· Adapt to the needs of the customer 
· Every employee of our hotel has a major duty to offer quality 
· Each employee must work in a team so that all teams offer the desired quality by the client but excced them.
     Athenee Palace Hilton's objectives in the field of quality policy are:
· The general interest of the hotel 
· Current laws and regulations 
· Human development 
· Satisfying customers 
· Performance of products and services 
· Achievement of economic indicators
· Employee satisfaction 
· Profitability.
Within our hotel, quality is based on three very important aspects:
1. Products and services of impeccable and highly diversified quality 
2. The price of these products and services is much lower than that of other hotels
3. The response to different request is made in a very short time.
        Athenee Palace Hilton Hotel through its quality policy has managed to achieve a level of excellent through the following:
· Zero scrap
· Zero fixes
· Zero delays
· Zero failures 
· Zero complaints
· Zero negatives ads
· Zero accidents
· Zero contempt.
      Total quality is a process of continous improvement of the performance of people and of our entire hotel. It is generally accepted that the basis of total quality ideas refers to the principle of continous improvement. In order to lead the process of continous improvement, it is necessary to apply a set of fundamental principles of total quality. There are different formulations of the basic principles of total quality. For example,R.J. Schonberger gives special attencion to the principles of continous improvement and process quality assurance.G. Merli highlights the following basic principles:customer satisfaction, quality first,continous improvement, engagement of all staff.Stora and Montaigne considerer that the basic principles of total quality are:leadership engagement, full staff involvement,rational quality improvement. 
     Haist and Fromm's opinion highlights the following principles:customer focus,zero defects,continous improvement, focus on prevention.Taking into account the different views expressed by the specialists,the basic principles of total quality can be considered as follows:
1. Guiding our hotel to customers.This principle consists in developing Athenee Palace Hilton’s capabilities to understand and meet the demands of its customers.First of all,it is necessary to identify external clients and internal clients.Determining customer's requirements, needs and expectations allows them to be translated into the specifications on which the products are made,with certain quality characteristics.
2. Ensure leadership.This principle consists in ensuring the personal commitment of the general manager and management structures to engage in the application of the integrated quality approach.For this purpose,hotel management will adopt total quality development plans,hotel management system,internal training system, etc.
3. Involving all staff in making decisions.This principle consists in developing the ability of everyone to act and decide personally to solve problems,to get involved in quality improvement projects.
4. Process-based approach.All the Athenee Palace Hilton Hotel activities must be approached as documented and controlled process to meet the demands of both internal and external customers.There must be established precise responsabilities for process management, and process interfaces with the organization's functions need to be identified.
5. Management approach as a system. Identifying, understanding and managing the quality management system, formed by interrelated processes for data objectives, improves the efficiency of Athenee Palace Hilton. All employees must know the mission and vision of the hotel, they must monitor the processes 
6. Continous performance improvement. This principles consists in involving all staff at all levels and in all entities in activities to improve the organisation's distinctive capabilities.
      At Athenee Palace Hilton Hotel, the policy dictum is „everything for and in favor of the customer” policy that has the starting point of vision and mission ideas developed by the general manager. The general manager has a clear picture of the future of hotel development and is based on intuition but also on a number of economic indices.Intuition is also correlated with a quality policy that addresses a number of specific issues;techniques are used as techniques, procedures and rules for continuous and constant improvement of the quality of products and services offered.
     The basic principles of quality policy that our hotel takes into account are following:
a) Continuous improvement and improvement of the quality services-especially the quality requirements  
b) Continuous improvement of the quality services-the expressed or implied needs of the clients and other interested parties are always satisfied.
c) Trust youre own management and other employees-it is intended to improve the continous quality 
d) Trust to customers and other interested parties-quality and quality requirements are satisfied. 
The main characteristics of the Athenee Palace Hotel's quality policy are:
a) Quality policy is clearly and precisely defined by managers
b) The top leadership is irreversibly engaged
c) All heads od departments are integrated.
Quality policy refers in particular to:
a) Quality, cost,deadlines
b) Satisfying and overcoming customer needs
c) Zero defects.
     The objectives of the quality policy are:
a) Introducing the quality improvement plan
b) The achievement of the hotel's objectives 
c) Integrating quality into all the hotel’s strategies and plans.
     The Athenee Palace Hotel's main preoccupation with the quality of the services offered to the client is the quality of the employees. They need to understand the need for continuous improvement to become an intrinsic part of each employee. Every employee in our hotel should be helped to identify problems but also find ways,techniques and tools to solve them. 
     Applying the „zero defects" strategy is done through consistent measures to prevent defects and establish their causes and eliminate them.An extremely important role in applying this method lies with the managers of each departament who need to become aware of each employee's consciouness in accepting and implementing quality. It is undersood that the prevention of defects is not done by sanctioning those who have not made mistakes,but by applying correct and effective measures for each operation to be executed perfectly.
     To implement the „zero defects" strategy, several conditions must be met:
a) Excellent service design
b) Use of adequate means of work
c) Effective working methods
d) Suitable qualified personnel
e) Transmission of concrete and complete information from the manager to the employee and from the employee to the manager.
     Inside the Athenee Palace Hilton Hotel operates a quality management system because the services provided to external clients meets their expectations and their budget and on the other hand services are provided in a consistent, efficient and cost-effective way for our hotel. 
    In order to impose quality management, all employees must be aware of and educated from the highest hierarchical level of the hotel. Every employee has a very high responsability for quality. 
     Total quality management, in order to be successful,must take into account a number of stages:
· Appointing a representative with quality management 
· Total leadership engagement 
· The formation of a work team for designing the system from individuals has a culture in the field of quality 
· Setting policy and quality objectives 
· Defining responsabilities and how to communicate
· Establishing the activities that are being controlled
· Elaboration of the quality management system documentation
· Internal quality audit
· Certification of the quality management system 
· Continuous quality review 
· Management review
     Athenee Palace Hilton Hotel is a multi-staffed hotel,appointed as a quality management representative and has the quality of directors. It coordinztes all activities that have a direct or indirect link to quality, develops a well documented and efficient system. This person represents the company in all matters related to the quality management system and reports directly to the general manager about the activity that coordinates it.
     Its main tasks is:
· Coordinates of structures of the quality management system 
· Elaborates policies and sets the quality objectives that it proposes to the general manager 
· Review the hotel communications modes
· Monitor the implementation and efficiency of the system 
· Identify possible causes of quality deficiency
· Develop proposals for quality improvement. 
     Leadership is greatly involved because the system can not be implemented and colaborates with all employees. 
     For a good implementation of the quality management system, the ISO 9000:2000 familly quality standards have been adopted.
     Our hotel has adopted the eight principles of quality management:
1. Customer orientation
2. Leadership 
3. Staff involvement 
4. Procedural approach 
5. Systematic approach to management 
6. Continuous improvement 
7. The factual approach for making the decision
8. Mutually beneficial relationships with suppliers. 
     In quality management, a series of documents need to be developed that are not an end in them selves but give value to their work. This documentation communicates the intentions to all hotel staff and ensures consistency of the actions. The use of this documentation contributes to:
· To acieve compliance with customer requirements and to improve quality 
· Provide adequate traning of staff
· Provide objective evidence 
· Evaluate the effectiveness and appropriate continous implementation of quality management
     Within the Athenee Palace Hilton Hotel you can find the following documents:
a) The quality policy statement 
b) The quality manual 
c) Operational procedures 
d) Documents to ensure the planing,operation and control of processes 
e) Recordings.
     Through the quality manual-the main document- the following goals are achieved:
a) Communicates to employees and customers the policy and quality objectives 
b) Gains the trust of the external clients and continously improves the image of the hotel 
c) Establishes the organisational structure and responsabilities of each compartment
d) Trace the information circuit both horizontally and vertically in the field of quality 
e) Ensure the discipline and effectiveness of operations
f) Provide employee traning and awareness of the importance of their own activities to achieve quality objectives 
g) Represents the official documents for the implementation of quality management 
     The quality procedures specify:
· The scope and scope of an activity
· What needs to be done and by whom
· When,where and how to do an activity
· What materials,equipaments and documents should be used 
· How to control and record the activity
     Records are required to verify how the quality system works within our hotel.
     In order to improve the quality not only at high level but also at a departmental level,the Deming plan had to be implemented: Planning,Execution-achievement,Verification,Action.
     P-stage comprises 8 steps out of 11:
1. Definition of the mission
2. Establishing the activities 
3. Classification of priorities
4. Identification of internal and external clients 
5. Identifying customer needs
6. „Translating" customer needs into the language of department 
7. Establishing quality indicators
8. Establishing the quality plan.
     E-stage requires the realisation of the plan by putting the departament in motion.
     V-stage tracks daily the fulfillment of indicators that show how to respond to short-term customer requirements. 
     A-stage uses feedback to improve quality and reprocessing and has a tremendous importance of this stage.  This stages may reveal minor issues-are sporadic and can be solved quickly and easily-but also with problems major-to solve them are designated quality improvement teams.
     Unfortunately at Athenee Palace Hilton Hotel there are some problems in the implementation of total quality management. These issues are due to the following:
· The real requirements of external clients are not know in-depth
· Some departament managers have a refractory attitude
· The information runs with difficulty „from bottom to top",there being little syncope in reaching the management board
· The necessity and importance of total quality is not very well understood and perceived.
     Deming's  ‚14 points’ for organization management and implemented at Athenee Palace Hilton are following:
1. Creating the constant goal of improving products or services, with the objectives of becoming competitive,staying in business and providing jobs
2. Adopt the management philosophy
3. Dismissal of the 100% respection of the products. Full inspection,100%,should be replaced by statistical control methods
4. The materials will only be procured from suppliers with quality processes. Disclaimers with suppliers only based on low prices
5. Statistical methods will be used to trace the defective points and keep track of the continous improvement of the production system services to improve quality and productivity
6. Establish training of staff on the workplace
7. Establish leadership to help people and cars do a better job 
8. Removing fear;creating confidence and a climate for innovation
9. Remove barriers between departments 
10. Eliminate numerical targets for the workforce / eg. „Zero defects” or new levels of productivity
11. Analysis of labor standards at workshops level. Removing management by objectives 
12. Removing barriers that deprive people of being proud of their work and eliminating the annual assessment or merit system 
13. Establish an energetic training program for staff
14. Create a structure in the highest level management to disseminate the concepts associated with the 13 predecessor points.
     Essentially, Deming's „14points" can be considered in 3 broad categories:
· Constant purpose
· Continuous improvement 
· Cooperation between departments functions.
     Different companies,hotel chains that introduced total quality management programs raported different benefits,of which the most relevant are the following:
· Significant improvement in the quality of products or services 
· Increasing customer satisfaction, leading to additional sales
· Significant shrinkage of resources wastage
· Increasing productivity,as staff use time more efficiently
· Long-term increase in market share 
· Workforce has become more motivated because employees realize their full potential
· Focus on continous improvement.
     When applying the overall quality, a team approach is used that communicates the problem solving experience with their colleagues and,on the other hand, allows them to use their knowledge and experience during joint efforts.
     Total quality concepts have wide applicability,both for companies and for service providers.
     In terms of quality cost,the Athenee Palace Hilton Hotel meets 2 types:
a) Direct costs: 1) quantifiable
                        2) non quantifiable.
    b)  Indirect costs: 1) quantifiable 
                                    2) non quantifiable. 
     The direct quantifiable costs refer to:
a) The costs of resuming services not very well done
b) Price reductions for certain defective services
c) Costs arising from the return of products 
d) Costs arising from extinction of justified customer complaints.
     The indirect quantifiable costs include:
a) Maintaining higher stocks of raw materials 
b) Studying the activity of the competition
c) The cost of improving the hotel image. 
     Non quantifiable indirect costs are:
a) Some demarcated activities to prevent defects
b) Changes in planning and ordering some activities as a result of resumption of certain works. 
c) The negative effects or inappropriate quality 
d) Loss of customers due to non-quality. 











                                                        CONCLUSION


     Being one of the largest and most important hotels in Bucharest, the Athenee Palace Hilton Hotel is leading an important policy to implement quality management in absolutely all its departments. 
     Our hotel tries to create a very pleasant and quiet atmosphere among its employees, especially among employees and customers, so that they can come back with pleasure but also promote our hotel name.
     Athenee Palace Hilton’s employees basic qualities are besides hospitality and warmth,the warm smile,the services provided at a very high level. 
     Our hotel capitalizes on its entire material base by creating a cult of quality among its employees from both the  general manager and the latest staff.
     Unfortunately, however,in our hotel we are struggling with some minor dysfunctions such as:
· Small syncopes of communications between different departments 
· Little escapes in staff training 
· Self-control is not acieved at the highest standards 
· Lack of questionnaires to see customers opinions about the quality of our hotel services 
· An advertising of our hotel at the desired level.
     At this stage, it is still too mature to try to impose total quality management because:
· Quality must be found in absolutely any activity of our hotel 
· Quality requires the participation of all employee 
· Quality req3the dismantling of „bonndaries" between some departments 
· Employees to work in a team without taking into account hierarchical status
· We need to attract for partenership the best companies that have already implemented the total quality management 
· To persevere with all the forces to introduce total quality management. 
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