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Postgraduate Certificate in Guest Experience Management in Hospitality and Tourism

Service Quality Management

Accessibility refers to the design of products, services, and environments that can be used by people of all
abilities. In the context of Service Quality Management, accessibility is crucial to ensure that all guests,
including those with disabilities, can fully participate in and enjoy the services provided. This concept is
closely related to Inclusive Tourism, which aims to provide equal opportunities for all individuals to
participate in tourism activities.

Accountability is the state of being responsible for one's actions and their consequences. In the hospitality
and tourism industry, Accountability is essential to ensure that service providers are responsible for the
quality of service they provide. This concept is related to Quality Control, which involves monitoring and
evaluating the quality of services to ensure that they meet the required standards.

Accreditation is the process of evaluating and recognizing the quality of services or products. In the context
of Service Quality Management, accreditation is used to ensure that service providers meet the required
standards. This concept is closely related to Certification, which involves issuing a certificate to service
providers who meet the required standards.

Action research is a methodology used to solve problems and improve practices. In the hospitality and
tourism industry, Action Research can be used to identify and address service quality issues. This concept is
related to Continuous Improvement, which involves ongoing efforts to improve services and processes.

Adaptability refers to the ability to adjust to changing circumstances. In the context of Service Quality
Management, adaptability is essential to ensure that service providers can respond to changing guest needs
and preferences. This concept is closely related to Flexibility, which involves being able to adjust to
changing situations.

Affective loyalty refers to the emotional attachment that guests have to a service provider. In the hospitality
and tourism industry, Affective Loyalty is essential to ensure that guests return to the service provider and
recommend it to others. This concept is related to Customer Retention, which involves efforts to retain
existing customers.

Benchmarking is the process of comparing one's performance with that of others. In the context of Service
Quality Management, benchmarking is used to identify best practices and improve performance. This
concept is closely related to Competitor Analysis, which involves analyzing the strengths and weaknesses of
competitors.

Brand image refers to the perception that guests have of a service provider's brand. In the hospitality and
tourism industry, Brand Image is essential to ensure that guests have a positive perception of the service

Read online: https://certificates.gsbf.co.uk/glossaries/5385517/service-
quality-management

Greenwich School of Business and Finance · 02 Aug 2026



G LO S S A RY

provider. This concept is related to Reputation Management, which involves efforts to maintain a positive
reputation.

Capacity management refers to the process of managing the availability of resources. In the context of
Service Quality Management, capacity management is essential to ensure that service providers have the
necessary resources to meet guest demand. This concept is closely related to Supply Chain Management,
which involves managing the flow of goods and services.

Certification is the process of issuing a certificate to service providers who meet the required standards. In
the context of Service Quality Management, certification is used to ensure that service providers meet the
required standards. This concept is related to Accreditation, which involves evaluating and recognizing the
quality of services or products.

Change management refers to the process of planning, implementing, and evaluating changes. In the
hospitality and tourism industry, Change Management is essential to ensure that service providers can
adapt to changing circumstances. This concept is closely related to Organizational Development, which
involves efforts to improve the overall performance of an organization.

Co-creation refers to the process of creating value with guests. In the context of Service Quality
Management, co-creation is essential to ensure that guests are involved in the service delivery process. This
concept is related to Guest Participation, which involves encouraging guests to participate in the service
delivery process.

Commercialization refers to the process of making a product or service available for sale. In the hospitality
and tourism industry, Commercialization is essential to ensure that new products or services are made
available to guests. This concept is closely related to Product Development, which involves creating new
products or services.

Complaint handling refers to the process of managing guest complaints. In the context of Service Quality
Management, complaint handling is essential to ensure that guest complaints are addressed in a timely and
effective manner. This concept is related to Guest Feedback, which involves collecting and analyzing guest
feedback to improve services.

Consumer behavior refers to the study of how guests make purchasing decisions. In the hospitality and
tourism industry, Consumer Behavior is essential to understand guest needs and preferences. This concept
is closely related to Market Research, which involves collecting and analyzing data about guest behavior.

Continuous improvement refers to the ongoing efforts to improve services and processes. In the context of
Service Quality Management, continuous improvement is essential to ensure that service providers can
adapt to changing circumstances.

Contract management refers to the process of managing contracts with suppliers or partners. In the

Read online: https://certificates.gsbf.co.uk/glossaries/5385517/service-
quality-management

Greenwich School of Business and Finance · 02 Aug 2026



G LO S S A RY

hospitality and tourism industry, Contract Management is essential to ensure that service providers can
manage their relationships with suppliers or partners. This concept is closely related to Partnership
Management, which involves managing partnerships with other organizations.

Corporate social responsibility refers to the ethical obligations of service providers to society. In the context
of Service Quality Management, corporate social responsibility is essential to ensure that service providers
can contribute to the well-being of society. This concept is related to Sustainability, which involves efforts to
reduce the environmental impact of services.

Customer experience refers to the overall experience that guests have with a service provider. In the
hospitality and tourism industry, Customer Experience is essential to ensure that guests have a positive
experience with the service provider. This concept is closely related to Service Quality, which involves efforts
to improve the quality of services.

Customer feedback refers to the information that guests provide about their experiences with a service
provider. In the context of Service Quality Management, customer feedback is essential to ensure that
service providers can improve their services. This concept is related to Guest Satisfaction, which involves
efforts to improve guest satisfaction with services.

Customer journey mapping refers to the process of creating a visual representation of the guest experience.
In the hospitality and tourism industry, Customer Journey Mapping is essential to ensure that service
providers can understand the guest experience and identify areas for improvement. This concept is closely
related to Service Design, which involves designing services to meet guest needs.

Customer lifetime value refers to the total value that a guest provides to a service provider over their
lifetime. In the context of Service Quality Management, customer lifetime value is essential to ensure that
service providers can prioritize their efforts to retain high-value guests.

Customer relationship management refers to the process of managing relationships with guests. In the
hospitality and tourism industry, Customer Relationship Management is essential to ensure that service
providers can build strong relationships with guests. This concept is closely related to Loyalty Management,
which involves efforts to retain existing customers.

Customer retention refers to the efforts to retain existing customers. In the context of Service Quality
Management, customer retention is essential to ensure that service providers can maintain a loyal customer
base. This concept is related to Customer Loyalty, which involves efforts to build strong relationships with
guests.

Data analysis refers to the process of collecting and analyzing data to improve services. In the hospitality
and tourism industry, Data Analysis is essential to ensure that service providers can make informed
decisions about their services. This concept is closely related to Business Intelligence, which involves using
data to inform business decisions.

Read online: https://certificates.gsbf.co.uk/glossaries/5385517/service-
quality-management

Greenwich School of Business and Finance · 02 Aug 2026



G LO S S A RY

Demand management refers to the process of managing guest demand. In the context of Service Quality
Management, demand management is essential to ensure that service providers can manage their capacity
to meet guest demand. This concept is related to Capacity Planning, which involves planning for future
demand.

Digital marketing refers to the use of digital channels to promote services. In the hospitality and tourism
industry, Digital Marketing is essential to ensure that service providers can reach their target audience. This
concept is closely related to Social Media Marketing, which involves using social media to promote services.

Employee engagement refers to the state of being motivated and committed to one's work. In the context
of Service Quality Management, employee engagement is essential to ensure that service providers can
deliver high-quality services. This concept is related to Employee Satisfaction, which involves efforts to
improve employee satisfaction with their work.

Empowerment refers to the process of giving employees the authority to make decisions. In the hospitality
and tourism industry, Empowerment is essential to ensure that employees can respond to guest needs and
preferences. This concept is closely related to Employee Autonomy, which involves giving employees the
freedom to make decisions.

Environmental management refers to the process of managing the environmental impact of services. In the
context of Service Quality Management, environmental management is essential to ensure that service
providers can reduce their environmental impact.

Experience design refers to the process of designing experiences to meet guest needs. In the hospitality and
tourism industry, Experience Design is essential to ensure that service providers can create memorable
experiences for guests.

Feedback loop refers to the process of collecting and analyzing guest feedback to improve services. In the
context of Service Quality Management, feedback loop is essential to ensure that service providers can
continuously improve their services.

Flexibility refers to the ability to adjust to changing circumstances. In the context of Service Quality
Management, flexibility is essential to ensure that service providers can respond to changing guest needs
and preferences. This concept is closely related to Adaptability, which involves being able to adjust to
changing situations.

Gap analysis refers to the process of identifying gaps between current and desired performance. In the
hospitality and tourism industry, Gap Analysis is essential to ensure that service providers can identify areas
for improvement. This concept is related to SWOT Analysis, which involves identifying strengths,
weaknesses, opportunities, and threats.

Guest experience refers to the overall experience that guests have with a service provider. In the context of
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Service Quality Management, guest experience is essential to ensure that guests have a positive experience
with the service provider. This concept is closely related to Customer Experience, which involves efforts to
improve the overall experience of guests.

Guest feedback refers to the information that guests provide about their experiences with a service
provider. In the context of Service Quality Management, guest feedback is essential to ensure that service
providers can improve their services. This concept is related to Customer Feedback, which involves
collecting and analyzing guest feedback to improve services.

Guest loyalty refers to the state of being loyal to a service provider. In the hospitality and tourism industry,
Guest Loyalty is essential to ensure that service providers can retain existing customers. This concept is
closely related to Customer Retention, which involves efforts to retain existing customers.

Guest participation refers to the involvement of guests in the service delivery process. In the context of
Service Quality Management, guest participation is essential to ensure that guests are involved in the
service delivery process. This concept is related to Co-creation, which involves creating value with guests.

Guest satisfaction refers to the state of being satisfied with a service provider. In the hospitality and tourism
industry, Guest Satisfaction is essential to ensure that service providers can deliver high-quality services.
This concept is closely related to Customer Satisfaction, which involves efforts to improve guest satisfaction
with services.

Human resource management refers to the process of managing employees. In the context of Service
Quality Management, human resource management is essential to ensure that service providers can
manage their employees to deliver high-quality services. This concept is related to Employee Engagement,
which involves efforts to improve employee satisfaction with their work.

Inclusive tourism refers to the concept of providing equal opportunities for all individuals to participate in
tourism activities. In the hospitality and tourism industry, Inclusive Tourism is essential to ensure that service
providers can provide accessible services to all guests. This concept is closely related to Accessibility, which
involves designing services to meet the needs of all guests.

Information technology refers to the use of technology to manage and deliver services. In the context of
Service Quality Management, information technology is essential to ensure that service providers can use
technology to improve their services. This concept is related to Digital Transformation, which involves using
technology to transform services.

Innovation refers to the process of creating new and improved services. In the hospitality and tourism
industry, Innovation is essential to ensure that service providers can create new and improved services to
meet guest needs and preferences.

Internal marketing refers to the process of promoting services to employees. In the context of Service
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Quality Management, internal marketing is essential to ensure that employees are aware of the services
provided and can deliver high-quality services.

Key performance indicator refers to a measure of performance that is used to evaluate the success of a
service provider. In the hospitality and tourism industry, Key Performance Indicator is essential to ensure
that service providers can evaluate their performance and identify areas for improvement. This concept is
closely related to Performance Management, which involves managing and evaluating performance.

Leadership refers to the process of guiding and directing employees. In the context of Service Quality
Management, leadership is essential to ensure that service providers can guide and direct their employees
to deliver high-quality services. This concept is related to Management, which involves planning, organizing,
and controlling resources.

Loyalty management refers to the process of managing guest loyalty. In the hospitality and tourism
industry, Loyalty Management is essential to ensure that service providers can retain existing customers.

Market research refers to the process of collecting and analyzing data about guest behavior. In the context
of Service Quality Management, market research is essential to ensure that service providers can
understand guest needs and preferences. This concept is related to Consumer Behavior, which involves
studying how guests make purchasing decisions.

Marketing mix refers to the combination of elements used to promote services. In the hospitality and
tourism industry, Marketing Mix is essential to ensure that service providers can promote their services
effectively.

Motivation refers to the state of being motivated to deliver high-quality services. In the context of Service
Quality Management, motivation is essential to ensure that employees are motivated to deliver high-quality
services.

Networking refers to the process of building relationships with other service providers. In the hospitality
and tourism industry, Networking is essential to ensure that service providers can build relationships with
other service providers to improve their services.

Operations management refers to the process of managing the delivery of services. In the context of Service
Quality Management, operations management is essential to ensure that service providers can deliver high-
quality services. This concept is related to Supply Chain Management, which involves managing the flow of
goods and services.

Organizational culture refers to the values and beliefs that guide the behavior of employees. In the
hospitality and tourism industry, Organizational Culture is essential to ensure that service providers can
create a positive culture that supports the delivery of high-quality services. This concept is closely related to
Employee Engagement, which involves efforts to improve employee satisfaction with their work.
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Organizational development refers to the process of improving the overall performance of an organization.
In the context of Service Quality Management, organizational development is essential to ensure that
service providers can improve their services and processes.

Partnership management refers to the process of managing partnerships with other organizations. In the
hospitality and tourism industry, Partnership Management is essential to ensure that service providers can
build strong relationships with other organizations to improve their services. This concept is closely related
to Contract Management, which involves managing contracts with suppliers or partners.

Performance management refers to the process of managing and evaluating performance. In the context of
Service Quality Management, performance management is essential to ensure that service providers can
evaluate their performance and identify areas for improvement. This concept is related to Key Performance
Indicator, which involves using measures of performance to evaluate success.

Product development refers to the process of creating new products or services. In the hospitality and
tourism industry, Product Development is essential to ensure that service providers can create new and
improved services to meet guest needs and preferences. This concept is closely related to Innovation, which
involves creating new and improved services.

Quality control refers to the process of monitoring and evaluating the quality of services. In the context of
Service Quality Management, quality control is essential to ensure that service providers can deliver high-
quality services.

Quality management refers to the process of managing the quality of services. In the hospitality and
tourism industry, Quality Management is essential to ensure that service providers can deliver high-quality
services.

Reputation management refers to the process of managing the reputation of a service provider. In the
context of Service Quality Management, reputation management is essential to ensure that service
providers can maintain a positive reputation. This concept is related to Brand Image, which involves
managing the perception of a service provider's brand.

Return on investment refers to the return that a service provider receives on their investment. In the
hospitality and tourism industry, Return on Investment is essential to ensure that service providers can
evaluate the effectiveness of their investments. This concept is closely related to Financial Management,
which involves managing the financial resources of an organization.

Risk management refers to the process of managing risks that may affect the delivery of services. In the
context of Service Quality Management, risk management is essential to ensure that service providers can
identify and mitigate risks that may affect the delivery of services. This concept is related to Crisis
Management, which involves managing crises that may affect the delivery of services.
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Service design refers to the process of designing services to meet guest needs. In the hospitality and
tourism industry, Service Design is essential to ensure that service providers can create services that meet
guest needs and preferences. This concept is closely related to Experience Design, which involves designing
experiences to meet guest needs.

Service quality refers to the quality of services provided by a service provider. In the context of Service
Quality Management, service quality is essential to ensure that service providers can deliver high-quality
services.

Social media marketing refers to the use of social media to promote services. In the hospitality and tourism
industry, Social Media Marketing is essential to ensure that service providers can reach their target
audience. This concept is closely related to Digital Marketing, which involves using digital channels to
promote services.

Stakeholder management refers to the process of managing relationships with stakeholders. In the context
of Service Quality Management, stakeholder management is essential to ensure that service providers can
manage their relationships with stakeholders to improve their services. This concept is related to Partnership
Management, which involves managing partnerships with other organizations.

Strategic management refers to the process of developing and implementing strategies to achieve goals. In
the hospitality and tourism industry, Strategic Management is essential to ensure that service providers can
develop and implement strategies to achieve their goals. This concept is closely related to Business
Planning, which involves developing plans to achieve business goals.

Sustainability refers to the efforts to reduce the environmental impact of services. In the context of Service
Quality Management, sustainability is essential to ensure that service providers can reduce their
environmental impact. This concept is related to Environmental Management, which involves managing the
environmental impact of services.

Supply chain management refers to the process of managing the flow of goods and services. In the
hospitality and tourism industry, Supply Chain Management is essential to ensure that service providers can
manage their supply chain to deliver high-quality services. This concept is closely related to Operations
Management, which involves managing the delivery of services.

Total quality management refers to the process of managing the quality of services. In the context of Service
Quality Management, total quality management is essential to ensure that service providers can deliver
high-quality services. This concept is related to Quality Management, which involves managing the quality
of services.

Training and development refers to the process of providing training and development opportunities to
employees. In the hospitality and tourism industry, Training and Development is essential to ensure that
service providers can provide training and development opportunities to their employees.
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Value chain refers to the series of activities that create value for guests. In the context of Service Quality
Management, value chain is essential to ensure that service providers can create value for their guests. This
concept is related to Service Design, which involves designing services to meet guest needs.

Word of mouth refers to the process of guests recommending a service provider to others. In the hospitality
and tourism industry, Word of Mouth is essential to ensure that service providers can encourage guests to
recommend their services to others. This concept is closely related to Guest Loyalty, which involves efforts
to retain existing customers.
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