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Global Certificate in Service Operations Management in Hospitality

Strategic Management for Service Operations in
Hospitality

Strategic management is a critical aspect of service operations in hospitality, as it enables organizations to
align their goals and objectives with their resources and capabilities to create a sustainable competitive
advantage. In the Global Certificate in Service Operations Management in Hospitality, there are several key
terms and vocabularies that are essential to understand. This explanation will focus on these key terms and
provide examples and practical applications to enhance understanding.

1. Mission statement: A mission statement is a brief statement that defines an organization's purpose,
values, and goals. It outlines the organization's reason for existence and what it hopes to achieve. For
example, a hospitality organization's mission statement might be "to provide exceptional guest experiences
that create lasting memories."
2. Vision statement: A vision statement is a long-term view of what an organization hopes to achieve. It is a
statement of the organization's aspirations and provides direction for decision-making and strategic
planning. For example, a hospitality organization's vision statement might be "to be the leading provider of
luxury hospitality experiences in the world."
3. Objectives: Objectives are specific, measurable, and time-bound goals that an organization aims to
achieve. They provide direction and focus for the organization's efforts and help to ensure that resources
are used effectively. For example, a hospitality organization's objective might be "to increase guest
satisfaction ratings by 10% over the next year."
4. Goals: Goals are broad, general statements of what an organization hopes to achieve. They provide a
sense of direction and purpose but are not as specific or measurable as objectives. For example, a
hospitality organization's goal might be "to provide excellent guest experiences."
5. Strategies: Strategies are the means by which an organization achieves its objectives. They are the actions
and plans that are put in place to achieve the organization's goals. For example, a hospitality organization's
strategy might be "to provide personalized guest experiences through the use of technology."
6. Tactics: Tactics are the specific actions that are taken to implement a strategy. They are the day-to-day
activities that are carried out to achieve the organization's objectives. For example, a hospitality
organization's tactic might be "to use a mobile app to provide guests with personalized recommendations
and special offers."
7. Core competencies: Core competencies are the unique capabilities and resources that an organization
possesses that allow it to create a sustainable competitive advantage. They are the things that the
organization does better than its competitors and that are difficult to replicate. For example, a hospitality
organization's core competency might be "exceptional customer service."
8. Value proposition: A value proposition is the unique benefit, advantage, or value that an organization
offers to its customers. It is the reason why customers choose to do business with the organization. For
example, a hospitality organization's value proposition might be "luxury accommodations and personalized
service at an affordable price."
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9. Competitive advantage: Competitive advantage is the ability of an organization to outperform its
competitors and achieve superior results. It is achieved by creating a unique value proposition and
leveraging the organization's core competencies. For example, a hospitality organization's competitive
advantage might be "exceptional customer service and a wide range of luxury amenities."
10. Balanced scorecard: A balanced scorecard is a strategic management tool that is used to measure an
organization's performance in four key areas: financial, customer, internal processes, and learning and
growth. It provides a balanced view of the organization's performance and helps to ensure that all aspects
of the organization are aligned with its strategic objectives. For example, a hospitality organization's
balanced scorecard might include measures such as guest satisfaction ratings, revenue growth, employee
turnover, and training and development programs.

In conclusion, strategic management is a critical aspect of service operations in hospitality, and
understanding key terms and vocabulary is essential to effective strategic planning and implementation. By
defining and understanding mission and vision statements, objectives and goals, strategies and tactics, core
competencies, value proposition, competitive advantage, and balanced scorecard, hospitality organizations
can create a sustainable competitive advantage and achieve superior results.

Challenges:

1. Developing a clear and concise mission and vision statement that aligns with the organization's goals and
objectives.
2. Identifying and measuring key performance indicators (KPIs) that accurately reflect the organization's
progress towards its strategic objectives.
3. Balancing short-term operational needs with long-term strategic goals.
4. Aligning the organization's culture and values with its strategic objectives.
5. Staying agile and adaptable in the face of changing market conditions and customer needs.

Examples:

1. A luxury hotel chain might have a mission statement of "to provide exceptional guest experiences that
create lasting memories" and a vision statement of "to be the leading provider of luxury hospitality
experiences in the world."
2. A budget hotel chain might have a value proposition of "affordable accommodations and friendly
service" and a competitive advantage of "low prices and convenient locations."
3. A restaurant chain might use a balanced scorecard to measure performance in four key areas: financial
(revenue growth, profitability), customer (guest satisfaction ratings, repeat business), internal processes
(food safety, employee turnover), and learning and growth (training and development programs, employee
engagement).

Practical Applications:

1. Conducting a SWOT analysis (strengths, weaknesses, opportunities, threats) to identify the organization's
core competencies and areas for improvement.
2. Developing specific, measurable, and time-bound objectives that align with the organization's mission
and vision.
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3. Creating a balanced scorecard to measure performance in key areas and identify areas for improvement.
4. Implementing tactics that align with the organization's strategies and objectives.
5. Regularly reviewing and adjusting the organization's strategies and tactics to ensure that they are aligned
with changing market conditions and customer needs.
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