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ABSTRACT

The past decades have seen the development of numerous quality awards and
excellence frameworks such as ISO, Deming Prize, Malcolm Baldrige National
Quality Award (MBNQA), and European Foundation Quality Management (EFQM).
More than 80 countries have successfully applied these frameworks in various sectors
to achieve excellence in their businesses. Most of the Asian countries follow the
MBNQA with little modification. However, the business sector in Bangladesh
displayed limited efforts in following a framework for measuring performance
excellence in a structured and systematic manner. This study filled the void by
developing a framework that enables ranking of the criteria and sub-criteria for
achieving business excellence in the hotel industry of Bangladesh.

The specific objectives of the study are to: (1) identify the most frequently
used business excellence models that can be used as theories for developing a
performance excellence measurement framework for the hotel industry of Bangladesh,
(2) identify the necessary criteria and sub-criteria to develop a new framework for the
hotel industry, (3) prioritise the criteria and sub-criteria in the course of developing the
new performance excellence measurement framework, and (4) operationalise the new
framework and evaluate the performance level of some selected hotels in Bangladesh.
This study adapted the sequential mix method process by combining qualitative and
quantitative approaches. Semi structured interviews with 24 participants were initially
conducted to identify the criteria and sub-criteria. Subsequently, a questionnaire
survey was carried out on 40 respondents to prioritise the identified criteria and sub-
criteria, and 32 respondents were further surveyed to evaluate a selected number of
hotels. Data for all three stages were accumulated from internal and external
stakeholders of Bangladesh’s hotel industry ranging from policy makers, quality
management experts, experienced hotel guests, and top and middle-level hotel
executives.

Thematic analysis was used during the qualitative stage and eight criteria were
uncovered namely: Top Management Commitment and Leadership, Strategic
Planning, Service Process Management, Employee Focus, Customer/Guest Focus,
Quality Management, Communication, and Business Results together with their
corresponding sub-criteria. Subsequently, the relative measurement of Analytic
Hierarchy Process (AHP) was applied to prioritise these identified criteria and sub-
criteria. Quality Management emerged as the most crucial criterion, and Health and
Safety-Security Measures was the most important sub-criterion in addressing this
criterion. Additionally, using the absolute measurement of AHP, Hotel Radisson Blu
of Chittagong was identified as the best performing hotel among the selected hotels.

The performance excellence measurement framework developed for hotel
industry is a unique one which can be used by practitioners to evaluate performance of
hotels. Though the framework has been developed in the context of Bangladesh,
however, the framework can be applied to measure performance of hotels in other
countries as well with minor modifications.
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CHAPTER ONE
INTRODUCTION

1.1 BACKGROUND OF THE STUDY

Service sector plays a crucial role in most economies. The sector comprises numerous
industries such as tourism, banking, insurance, transportation, hospitality etc. The
service industry is distinct from the manufacturing industry. Many service
organisations are treated as profit earning business enterprises, among which the hotel
industry features prominently (Yang et al., 2011) and is related to the hospitality
industry. The hotel industry is, at present, treated as the largest and most rapidly
growing industry in the service sector (Mace, 1995). Huge amounts of capital are
invested to improve the quality of services in this industry (Fernandez & Bedia, 2005).

Due to increased choice, greater value for money and augmented level of
services, hotels face challenges of growing competition. Additionally, there are little
differences between one hotel’s products and services with that of another. Thus,
gaining competitive advantage has become overbearing for the hotel industry. To
secure some advantage, the most commonly used strategies followed by hotel
authorities are low cost leadership through discounting price and developing customer
loyalty by delivering unique services to customers. Hotels that attempt to increase
their market share by reducing prices ultimately face the serious risk of negative
impact on the medium and long term profitability. Hence, rather than price, quality of
service has become the key indicator to a hotel’s ability to differentiate itself from its
competitors (Pereira-Moliner et al., 2016; Kandampully & Suhartanto, 2000).

Hotel service providers face a manifold of challenges such as high customer

demand on quality, and increasing competition for high customer satisfaction and the



demand for full services while ensuring service quality (Ikiz & Masoudi, 2008).
Quality is the means by which a company can achieve competitive advantage. It
reflects the ability to meet the needs and expectations of customers and all other
stakeholders along with community in which a company operates (Tan et al., 2015).
Accordingly, quality consciousness is a vital issue to governments and companies.
Companies are looking for effective guidance to implement quality programmes.
Nations and hotel operators must search for strategic applications to improve the
quality of their services.

Considering this, measuring performance is a growing priority for many
organisations. To this end, many national and international performance measurement
frameworks have been launched. For example, there are more than 95 quality
performance awards and excellence frameworks at the international level, with
additional national quality awards in 82 countries (www.coer.org.nz.). Most countries
established their frameworks for national quality award programmes based on the
Deming Prize (DM), International Organisation for Standardisation (ISO), Malcolm
Baldrige National Quality Award (MBNQA) and European Quality Award (EQA) as

their success is remarkable in the industries of their respective countries.

1.2 NEED FOR BUSINESS EXCELLENCE

A Dbusiness excellence model is a performance measurement framework used to
improve the quality of products or services, and increase customer satisfaction and
national competitiveness. It helps countries secure a sound position in the competitive
market and improve the internal and external environment of the enterprise (Vercic &

Zerfass, 2016).



