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Quality Assurance programs developed for the hospitality industry in the 1990s surpassed the earlier prototypes created previously by fine-tuning the existing fundamentals- i.e.; commitment and full implementation of a solid program with a vision and a plan.  By ensuring that the program became standard operating procedure for employees and management on every level, steps toward improvement in all areas could then be considered in the proper sequence.


In order for commitment to be apparent, it must be practiced on all management levels.  Participation should include time spent with employees/associates observing and interacting with them through their job descriptions.  This familiarization and further cross training of associates reaps the rewards of loyalty when approached with the attitude that the associate is valuable and deserving of the opportunity to advance through the proper channels of acquired proficiency and training.  Part of the success of any good Quality Assurance plan depends on the abilities of senior management to communicate clearly the ‘now and future’ rewards for service, merit and achievement.  The motivated employee who is eager to succeed will, of course benefit.  

However, not all employees are equally ambitious.  It is management’s responsibility to show that all associates have the same opportunities to succeed.  Traditionally, the most capable staff members will often be able to lead by a good example, sometimes introducing a spirit of competition.  This subordinate conjunction requires management supervision, as the unmotivated employee who is asked to report for cross training will thwart all positive efforts on behalf of Quality Assurance.  

Consequently, management needs to maintain constant reinforcement and provide stimulation and incentive to employees.  Accomplishments should be rewarded in a timely manner and while they needn’t always be monetary they can include praise (like champagne- should be served while it is still bubbling), compensatory time, recognition in the form of awards/merit programs and promotions.


A strong Quality Assurance plan stipulates that consistent adherence to procedure and continued commitment to improvement is paramount to success and long-term net profits alike.  When less time is spent on resolving issues, quality rises and both employee and guest satisfaction become more evident.  Quality can and should be measured to show the progress of the results being met utilizing tools available to the industry.  The services of a reputable Mystery Shopping / Quality Assurance / Audit firm can provide accurate detail through written and narrative reports and can be useful as a tool to develop management and staff and correct or prevent problems on many levels.  Reports can otherwise reinforce positive behavior while establishing a perception of control with the staff.  Results are available on line for quick turnaround and easy assimilation of results.


In-house tests (using property personnel) can confirm awareness of operational procedures, but are questioningly successful as few infractions are observed. They do allow for review of published policies and rules and are worthwhile exercises. However, a solid Quality Assurance Inspection program by an independent 3rd party allows for the unbiased perspective of an anonymous evaluator / inspector offering objective reporting.  An outside reviewer can provide insight to issues including integrity; service (desk staff, housekeeping, food services, salesmanship, etc.); training opportunities; facility maintenance and possible liability and security issues- all of which have enforceable policy and procedural rules which should be adhered to according to the Quality Assurance plan in order for it to be fully effective.


Quality assurance and improvement is a never-ending journey.  Realistic goals however, are not out of reach.  Over the course of a year, improvements of 24% would be feasible to achieve.  By accruing improvements and maintaining them at the rate of .1% a day of work over 240 days would yield that 24% increase in improvements.  With the good understanding of the basics of implementing a grounded plan, one with vision and clarity, there is certainty of acquiring goals and success through Quality Assurance.

