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Abstract : While the needs of the traveling public are becoming more evolving due to the ever-changing tourism ecosphere;
there is a seeming inability to sustain competitive advantage through hospitality enterprise service quality differentials and
effective service delivery. Contending with these evolving needs demands a re-assessment of the notions that drive service
evolvement thoughts pattern and service delivery processes management in the hospitality enterprise. The intent of this study
was to explicate the trends of the evolving needs of the traveling public that are critical to hospitality enterprise service
management. The hypothetical study used customer satisfaction to dissect the strategic implication of perception, experience,
and  socio-cultural  engagements  in  customization  of  hospitality  enterprise  services.  The  study  found  out  that  customer
perception is cognitive and does not shape service customization. The study also elucidated that customer experience which
can be evaluated, is critical in service structure determination and delivery. Socio-cultural engagement is intrinsic in driving
service diversification. The study recommends tourists’ audit and cognitive insights as strategic actions for re-designing service
efficiency and delivery in hospitality enterprise service management.
Keywords : hospitality enterprise services, strategic management, quality service delivery, notions of criticality
Conference Title : ICHHI 2019 : International Conference on Hospitality and Hotel Industry
Conference Location : London, United Kingdom
Conference Dates : September 25-26, 2019

World Academy of Science, Engineering and Technology
International Journal of Social and Business Sciences

Vol:13, No:09, 2019

O
pe

n 
Sc

ie
nc

e 
In

de
x,

 S
oc

ia
l a

nd
 B

us
in

es
s 

Sc
ie

nc
es

 V
ol

:1
3,

 N
o:

09
, 2

01
9 

pu
bl

ic
at

io
ns

.w
as

et
.o

rg
/a

bs
tr

ac
ts

/1
10

04
5.

pd
f

ISNI:0000000091950263International Scholarly and Scientific Research & Innovation 13(09) 2019 1

https://publications.waset.org/abstracts/110045.pdf

