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Ritz-Carlton Case Study

The Ritz-Carlton can use statistical measurement of process work flows to monitor success and they can also measure cycle times. By evaluating processes like room service delivery, guest reservations, registration, message delivery, breakfast service, valet parking, and housekeeping, they can develop performance benchmarks to measure themselves against. A company like Ritz-Carlton that intends quality to be more than a buzz-word will develop and implement a total quality management (TQM) program that stresses a commitment to have a continuing companywide drive toward excellence. 
The Ritz-Carlton set its standards high, applied and won the Baldridge Award for excellence, which is an example of their commitment to quality. It is less expensive to do things right the first time because the costs of fixing a mistake are enormous. By providing a service that is inadequate or unsatisfactory, you lose a customer. If you must make amends for mistakes made, the cost of fixing the problem is much more expensive than the product itself. As quoted by Philip Crosby, “Giving quality service is free”. 
Some of the ways Ritz-Carlton can evaluate problems in their hotels include using cause-and-effect diagrams. By creating the diagram, you can pinpoint all possible sources of error that need correction. Pareto charts are also useful for organizing problems so you can focus your problem-solving efforts where they would provide the most impact. 
The non-financial measures of customer satisfaction that the Ritz-Carlton can use have to do with evaluating the experience that you get from the hotel. Doorman greetings, desk clerks using the guest’s name, and waiters making eye contact are things that can be measured and development of these skills can be attained by offering training to employees and empowering them to be the best that they can be.  
