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Abstract. In the current fiercely competitive environment of the hotel industry, how to attract and retain 

customers through high-quality services has become a challenge. The construction and evaluation of a hotel 
service quality management system based on customer value creation is particularly important. This article 

will explore how to construct such a management system and how to evaluate it. Building a service quality 

management system centered on customer value requires hotels to have a deep understanding of customer 

needs and expectations. It not only includes providing basic accommodation services but also involves 
providing innovative and personalized service experiences for customers, such as customized travel plans, 

personalized room configurations, etc. Hotels need to continuously understand changes in customer needs 

through customer feedback, market research, and other methods in order to quickly adjust service content 

and ensure the timeliness and relevance of services. The construction of a hotel service quality management 
system also needs to focus on employee training and motivation. High-quality service comes from the 

professionalism and enthusiasm of every employee. Therefore, hotels need to regularly organize training on 

professional skills and service concepts while improving employees' service motivation through reasonable 

incentive mechanisms.  

1 Introduction 

In the modern hotel industry, facing the intensification 

of global competition and the diversification of 

customer demands, hotel service quality has become an 

important factor in attracting and retaining customers. 

Service quality not only directly affects customer 

satisfaction and loyalty but also is the key to the 

sustained growth and development of hotels. Therefore, 

building an effective hotel service quality management 

system has become a focus of attention in the industry. 

Especially the service quality management system based 

on customer value creation is the core strategy for 

enhancing hotel competitiveness at present.[1] 

Traditional service quality management often 

focuses on standardized service processes and 

standardized service outputs while neglecting the 

importance of personalized customer needs and 

subjective value experiences. However, with the 

changes in the market environment and the evolution of 

customer behavior, customers' expectations for hotel 

services have shifted from basic satisfaction to pursuing 

personalized and differentiated value experiences. 

Therefore, a service quality management system based 

on customer value creation requires hotels to deeply 

explore customer needs from their perspective, provide 

services that meet their expectations, and thereby 

enhance customer satisfaction and loyalty. 
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2 Construction of Hotel Service Quality 
Management System from the 
Perspective of Customer Value 
Creation 

2.1 Customer Value Identification and Needs 
Analysis 

2.1.1 Components of Customer Value 

When building a hotel service quality management 

system centered on customer value, the first step is to 

deeply understand the constituent elements of customer 

value. Customer value can be defined as the comparison 

between the benefits that customers expect from a 

product or service and the costs they need to bear. The 

benefits here include not only the functional benefits 

directly provided by the product or service, such as hotel 

accommodation conditions and geographical location 

but also indirect benefits, such as emotional benefits and 

social benefits. And the cost includes monetary cost, 

time cost, psychological cost, etc. [2] 

In order to accurately identify the constituent 

elements of customer value, hotels need to explore 

different dimensions. On the one hand, by analyzing the 

market and competitors, one can determine their 

positioning in the minds of customers. On the other hand, 

it is important to focus on customers' lifestyles, 
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consumption habits, and personalized needs in order to 

understand what truly valuable services are for them. 

Nowadays, many customers place greater emphasis on 

personalized and customized services, which requires 

hotels to not only meet their basic needs but also provide 

value beyond expectations in service design, such as 

innovative experiences and caring services. 

2.1.2 Customer Demand Research and Analysis 

Research and analysis of customer needs are key steps 

in identifying customer value. Through effective 

research methods such as questionnaire surveys, in-

depth interviews, social media analysis, etc., hotels can 

collect feedback and opinions from different customer 

groups. These data can not only help hotels understand 

customers' basic needs but also reveal their deep and 

untapped needs. In the process of customer demand 

research, hotels need to pay attention to the fact that 

customer needs are multi-level and dynamically 

changing. Therefore, research should not be a one-time 

activity but a continuous process. With the changes in 

the market environment and the evolution of customer 

preferences, hotels should conduct regular demand 

research to maintain timely and targeted services. As 

shown in Figure 1: 

 

 

 
Fig. 1. Hotel Growth Rate from 2020 to 2023 

 

After conducting research, it is crucial to conduct in-

depth data analysis. By analyzing the research results, 

hotels can discover the commonalities and differences 

in customer needs and identify the characteristics of 

different customer groups. These analysis results will 

provide strong guidance for hotels to design products 

and services that better meet customer expectations, 

thereby standing out in the fierce market competition.[3] 

2.2 Design of Service Quality Management 
System Framework 

2.2.1 Establishment of Service Quality Standards 

From the perspective of customer value creation, 

establishing service quality standards is a key step in 

establishing an effective service quality management 

system. [4] These standards should be based on in-depth 

customer needs analysis to ensure that they can meet 

customers' basic expectations while also exceeding 

them, thereby creating unique value. The service quality 

standards should include not only quantifiable indicators 

such as response time and service accuracy but also 

difficult-to-quantify indicators such as the attitude of 

service personnel and the comfort of the environment. 

When formulating service quality standards, hotels need 

to consider the diverse needs and expectations of 

customers from their perspective. It requires hotels to 

collaborate across departments and integrate standards 

for front desk services, room services, catering services, 

and other aspects into a unified framework. At the same 

time, these standards should have a certain degree of 

flexibility to make timely adjustments based on market 

changes and customer feedback, ensuring that services 

always revolve around creating customer value. As 

shown in Table 1: 

 
Table 1. Data Sheet Related to Service Quality Standards 

Category of Service Specific indicators Quantification/ non- Responsible Flexibility Explanation 
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Quality Standards quantification department 

Response time Average response time Quantification Customer Service 
Department 

Adjust in a timely manner based 
on customer feedback and 

market conditions 

Service accuracy Order processing 

accuracy 

Quantification Reception Service 

Department 

Regularly evaluate and optimize 

processes to improve accuracy 

Attitude of service 

personnel 

Customer satisfaction 

rating 

Non-quantification Human Resources 

Department 

Strengthen employee training 

and enhance service attitude 

Environmental 

comfort level 

Environmental 

cleanliness rating 

Non-quantification Room Service 

Department 

Regularly maintain the guest 

room environment to enhance 

customer experience 

Quality of catering 

services 

Taste rating of dishes Non-quantification Food Service 

Department 

Adjust the menu according to 

customer taste preferences 

Personalized service Customer personalized 

demand satisfaction rate 

Quantification Collaboration 

among departments 

Establish customer profiles and 

provide customized services 

Complaint Handling Complaint resolution 

rate 

Quantification Customer Service 

Department 

Optimize the complaint-

handling process and improve 

resolution efficiency 

2.2.2 Service Quality Monitoring and Evaluation 
System 

Building an effective service quality monitoring and 

evaluation system is necessary to ensure continuous 

improvement of hotel service quality. The system 

should include multiple aspects, such as regular service 

quality inspections, customer satisfaction surveys, and 

employee performance evaluations. Through these 

methods, hotels can promptly identify issues in their 

services, evaluate the implementation of service 

standards, and adjust service strategies based on 

feedback. The design of the service quality monitoring 

and evaluation system should revolve around customer 

experience, focusing on the feelings of customers at 

various touchpoints in the hotel. For example, obtaining 

customer feedback directly through online surveys, on-

site feedback, and other methods and indirectly 

understanding customer evaluations through tools such 

as social media monitoring. In addition, regular training 

and evaluation of employees are also important 

components of the evaluation system, encouraging them 

to improve service quality and create more customer 

value. Ultimately, service quality monitoring and 

evaluation aims to form a closed-loop management 

mechanism that drives hotel services towards higher 

quality goals through continuous information feedback 

and process adjustments. It helps improve customer 

satisfaction and loyalty and enhances the hotel's 

competitiveness in the market.[5] 

2.3 Optimization of Service Process Based on 
Customer Value 

2.3.1 Customer Involvement in Service Design 

From the perspective of customer value creation, 

directly incorporating customers into the service design 

process is an effective strategy for achieving service 

optimization. Customer participation in service design 

can not only make customers feel valued and respected 

but also enable hotels to more accurately understand 

their needs and expectations, thereby designing service 

products that better meet their expectations. The design 

approach can be carried out through workshops, 

customer research groups, or online communities to 

encourage customers to share their experiences and 

suggestions, making them collaborative creators in the 

service innovation process.[6] 

Through customer engagement in service design, 

hotels can capture new trends and customers' unmet 

needs, thereby standing out in the market. For example, 

customers may propose accommodation options with 

higher demands for environmental protection and 

sustainability or request more flexible check-out times. 

Hotels can design new service offerings based on the 

feedback, such as launching "green accommodation" 

packages or providing customized check-out services, in 

order to enhance customer satisfaction and loyalty. 

2.3.2 Personalized Service Strategy 

Personalized service strategy is an important aspect of 

optimizing service processes from the perspective of 

customer value creation. Personalized service refers to 

providing tailored service experiences based on each 

customer's specific preferences, needs, and behavioral 

history. Through data analysis techniques such as big 

data and artificial intelligence, hotels can mine customer 

data to identify the characteristics and preferences of 

different customer groups. The information can be used 

for personalized service design, such as providing 

customized room layouts according to customer 

preferences, special welcome packages, customized 

travel guides, etc. [7] 

The key to personalized service lies in accurate 

customer data and powerful data analysis capabilities. 

Hotels need to continuously improve their customer 

information database and invest in data analysis tools to 

ensure accurate understanding and prediction of 

customer needs. In addition, the successful 

implementation of personalized service strategies also 

requires the support and cooperation of frontline hotel 

employees. Employees need to receive relevant training 

to improve their sensitivity to customer personalized 

needs and their ability to meet these needs. 

By implementing customer engagement in service 

design and personalized service strategies, hotels can 
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better reflect customer value in the service process, 

thereby improving service quality and enhancing 

customer satisfaction and loyalty. 

3 Evaluation of Hotel Service Quality 
Management System 

3.1 Construction of Evaluation Index System 

3.1.1 Customer Satisfaction Evaluation 

Customer satisfaction is one of the important indicators 

for measuring the effectiveness of a hotel service quality 

management system, reflecting customers' overall 

evaluation and feelings towards hotel services. The 

construction of evaluation indicators for customer 

satisfaction needs to revolve around customer 

expectations and actual experiences. It can specifically 

include service response speed, attitude of service 

personnel, comfort level of accommodation, quality of 

catering, and overall cost-effectiveness. Through 

regular customer satisfaction surveys, such as online 

questionnaires, face-to-face interviews, or feedback 

collection through social media platforms, hotels can 

timely understand customer satisfaction levels and 

collect important customer feedback information. 

Customer satisfaction evaluation not only helps hotels 

identify shortcomings in their services but also serves as 

the foundation for continuously improving services and 

enhancing customer experience. Hotels should take 

customer satisfaction as the core indicator for measuring 

service quality, regularly analyze trend changes, and 

develop improvement measures based on specific 

customer feedback. 

3.1.2 Service Quality Performance Evaluation 

Service quality performance evaluation is another key 

aspect of hotel service quality management system 

evaluation, aimed at quantifying the output results of 

service quality management. It includes but is not 

limited to service delivery speed, service accuracy, 

employee professional competence, and problem-

solving ability. By setting specific and measurable 

performance goals, hotels can monitor and evaluate their 

service processes in detail. 

When implementing service quality performance 

evaluation, hotels can use tools such as balanced 

scorecards or service quality rating tables to quantify 

key performance indicators (KPIs) in the service process 

and conduct regular evaluations. In addition, by 

comparing the service performance of other hotels in the 

same industry, hotels can also understand their position 

in the market, identify competitive advantages, and 

enhance potential. As shown in Table 2: 

 
Table 2. Data related to service quality performance evaluation 

Evaluation 

indicators 

Specific content Quantitative 

approach 

Evaluation 

frequency 

Target 

value/benchmark 

data sources 

Service 

delivery speed 

The time from 

customer request to 

service completion 

Average time 

(minutes) 

Daily/Weekly <=5 minutes 

(example) 

System 

records/customer 

feedback 

Service 

accuracy 

The proportion of no 

errors or omissions 

during the service 

process 

Accuracy (%) Daily/Weekly >= 98% System Records/Internal 

Audit 

Employee 

professional 

competence 

Employees' mastery 

of job knowledge and 

skills 

Assessment 

score (out of 10 

points) 

Quarterly >=8 points Employee training 

assessment/internal 

evaluation 

Problem-

solving ability 

The proportion of 

employees who 

quickly and 

effectively solve 

customer problems 

Resolution rate 

(%) 

Daily/Weekly >= 95% Customer 

feedback/internal 

records 

Customer 

satisfaction 

Overall customer 

satisfaction with 

hotel services 

Satisfaction 

rating (out of 

10 points) 

Monthly/Quarterly >=9 points Customer survey 

questionnaire/online 

review 

Duplicate 

booking rate 

The proportion of 

customers who 

choose the hotel 

again after their first 

stay and 

the repeat 

booking rate 

(%) 

Monthly/Quarterly >= 60% Booking system data 

Complaint 

handling 

efficiency 

The time from 

receiving to 

processing a 

complaint 

Average 

processing time 

(hours) 

Daily/Weekly <=2 hours Complaint Management 

System 
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3.1.3 Customer Loyalty Evaluation 

Customer loyalty is an important indicator for 

measuring customers' long-term commitment to the 

hotel and willingness to consume again, directly related 

to the hotel's sustained business development and 

market share. When building a customer loyalty 

evaluation system, hotels can consider key indicators 

such as repeat visit rate, Net Promoter Score (NPS), and 

customer retention rate. Evaluating customer loyalty 

requires not only quantitative data analysis but also 

qualitative research, such as in-depth interviews, to 

understand the motivations behind customer loyalty. By 

comprehensively evaluating customer loyalty, hotels 

can identify the most valuable customer groups, provide 

more personalized and high-value services to these 

customers, further strengthen their loyalty, and attract 

new customers. 

3.2 Validity Verification and Improvement of 
Evaluation System 

3.2.1 Trial Operation of Evaluation System and 
Feedback Collection 

Trial operation is a crucial step in ensuring the 

effectiveness of the newly constructed evaluation 

system. At this stage, hotels should select a typical time 

period or a representative service scenario to conduct 

on-site testing of the evaluation system. During the trial 

operation process, all service points involved should be 

covered while ensuring the accuracy and practicality of 

evaluation tools and methods. Through real-time 

monitoring, hotel management can observe the 

performance of the evaluation system in actual 

operation and identify any possible problems or 

omissions. The trial operation phase should also include 

collecting feedback from customers, employees, and 

management. Customer feedback can be collected 

through survey questionnaires, face-to-face interviews, 

or digital platforms, with a focus on their views and 

experiences on service quality evaluation. The feedback 

from employees and management focuses more on 

evaluating the operability, practicality, and 

effectiveness of the evaluation system in improving 

service quality. The collected feedback information will 

be an important foundation for improving the evaluation 

system, helping hotels identify key areas for optimizing 

the evaluation system. 

3.2.2 Adjustment and Optimization of Evaluation 

System 

Adjusting and optimizing the evaluation system based 

on feedback and data collected during the trial operation 

phase is a necessary step to achieve its long-term 

effectiveness. The process should include a 

reexamination and revision of evaluation indicators and 

methods to ensure that they accurately reflect service 

quality and promote the improvement of customer 

satisfaction and loyalty. For example, if the data shows 

a low correlation between certain evaluation indicators 

and customer satisfaction, it may be necessary to adjust 

or replace these indicators. 

The optimization process also includes adjustments 

to evaluation tools, such as updating survey 

questionnaire designs and introducing new 

technological tools to improve the efficiency of data 

collection and analysis. At the same time, the adjustment 

of the evaluation system should also consider improving 

internal communication and training mechanisms to 

ensure that all employees can understand the purpose 

and operation of the evaluation system so as to 

participate more actively. The adjustment and 

optimization of the evaluation system is a continuous 

process that should be carried out regularly to adapt to 

market changes, evolving customer needs, and updated 

business strategies. Through continuous iteration and 

improvement, hotels can ensure that their service quality 

management system remains efficient and effective and 

promotes sustained business growth. 

4 Conclusions 

In the highly competitive hotel industry, where customer 

expectations are constantly evolving, establishing a 

customer value-centered service quality management 

system (SQMS) has become crucial. The system begins 

by identifying and understanding the core values that 

drive customer satisfaction. Subsequently, a structured 

SQMS framework is designed, incorporating 

monitoring and evaluation mechanisms to ensure 

consistent service delivery. Personalization plays a 

pivotal role in the process, as hotels leverage data and 

technology to tailor services to individual preferences. 

By optimizing service processes and leveraging 

technology, hotels can enhance the overall customer 

experience. Furthermore, constructing an effective 

evaluation system is essential for continuous 

improvement. By regularly collecting and analyzing 

customer feedback, hotels can identify areas for 

enhancement and make necessary adjustments. 

Ultimately, the comprehensive approach not only boosts 

the hotel's competitiveness but also fosters customer 

satisfaction and loyalty, driving long-term success in the 

industry.
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