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(A concise, easy?to?read guide)

1. What Is Quality Management (QM)?

Element Definition Why It Matters in Tourism

Identifying standards, processes, and .
) ) _ _ Sets clear expectations for hotels,
Quality Planning resources needed to deliver a desired level
airlines, tour operators, etc.

of service.
_ Ongoing activities that ensure processes _ _
Quality . Prevents service failures before
are performed correctly (e.g., audits, SOP
Assurance (QA) . they reach the customer.
compliance).

) o ) Guarantees that each guest
Quality Control Monitoring outputs (products/services) and i _
experience meets the promised

(QC) correcting deviations.
standard.
Conti Systematic effort to enhance processes, Keeps the offering competitive
ontinuous
often using PDCA (Plan?Do?Check?Act) and responsive to changing
Improvement

or Six Sigma. traveler expectations.

2. Core Principles Applied to Tourism

1. Customer Focus — Travelers are the ultimate judges of quality.

2. Leadership & Vision — Management must define a clear quality policy and model it.

3. Employee Involvement — Front?line staff (receptionists, guides, cabin crew) are critical to
delivering quality.

4. Process Approach — Map every guest?touchpoint (booking ? arrival ? service ? departure).

5. Evidence?Based Decision Making — Use data (surveys, KPIs, incident reports) to guide
actions.

6. Relationship Management — Build long?term partnerships with suppliers, local
communities, and travel agencies.
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3. Key Quali_ﬁy Standards & Frameworks
ourism and Travel Industry

Standard / Framework Scope in Tourism Typical Certification / Use

General quality management Certified QMS; demonstrates
ISO 9001 system (QMS) for any systematic approach to
organization. service quality.

. . Shows commitment to
ISO 20121 (Event Sustainability Large events, conferences, _ _ _
_ sustainable, high?quality
Management) festivals. .
event delivery.

Environmental management Helps manage waste, energy,

ISO 14001 _ _

(relevant for eco?tourism). and carbon footprints.

Food safety (restaurants, Guarantees safe, high?quality
ISO 22000 _ . - :

cruise ships, resorts). dining experiences.

) _ Ensures compliance with
IATA Safety and Quality Audits
(ISQA)

Airlines and travel agencies. safety, service, and
operational standards.

Hotel & Restaurant Rating ) o
_ o ) Provides a market?visible
Systems (e.g., AAA Diamond, Hospitality properties. _ _
, , ) benchmark of service quality.
Michelin, Star Ratings)

4. Quality Management Process — Step?by?Step

1. Define Customer Expectations

o Collect data: online reviews, surveys, social media listening, focus groups.
o Translate expectations into measurable service standards (e.g., “check?in time ? 5?
min”).

2. Map the Service Delivery Chain

o ldentify every touchpoint: website ? reservation system ? transport ? accommodation ?
post?trip follow?up.
o Document SOPs, responsible parties, and required resources.
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3. Set Performapce Indicators (KPIs

Surism and Travel Industry

o Operational KPIs: on?time departure, room turnover time, complaint resolution time.

o Experience KPIs: Net Promoter Score (NPS), Guest Satisfaction Index (GSI), repeat?
booking rate.

o Financial KPIs: revenue per available room (RevPAR), cost
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