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Abstract

This study examines the commonly used service quality metrics and standards in hospitality
establishments. The significance of measuring service quality contributes to assessing guest
satisfaction levels, thus helping to meet their needs and desires. This, in turn, positively
impacts hotel performance and supports management objectives related to profitability,

reputation, and brand enhancement.

The study addresses the problem by analyzing several prevalent standards, defining them, and
highlighting their dimensions, advantages, and shortcomings, with a focus on three primary
models: Total Quality Management (TQM), SERVQUAL, and Six Sigma. The importance of
this research lies in identifying the strengths and weaknesses in the application of these
metrics as discussed by experts.

The study's objectives are centered on highlighting the role of these metrics, despite some
drawbacks in achieving conclusive results. Findings indicate that measuring service quality

significantly contributes to enhancing the efficiency of services provided.

Key recommendations from the researcher include the need to upgrade and enhance service
metrics to mitigate shortcomings, alongside emphasizing the importance of employee
engagement and motivation, both financially and morally, and enhancing their competencies

through training. This approach will contribute to improving service quality in hotels.

Keywords: Criteria, Service quality, Hotel, (TQM).
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