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A Study of The Implementation of Impressive Service in Hotel
Industry
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Abstract

Taiwan has become a service-dominated society. According to the statistics from the Directorate-General
of Budget, Accounting and Statistics, Taiwan, in year 2003, 67.1% of total GDP came from service industry and
the workforce in service industry accounted for 57.5% of total population. Therefore, more and more companies
invest in service industry, which increase the competition dramatically. Under such unprecedented fierce
competition, how can a company survive and differentiate itself? When physical facilities look alike in every
company, people gradually turn to company’s service quality. Delightful interaction with service employee
enables customers to have unique consumption experience and thus to leave long vivid impression on customers’
minds. In order to understand the context of impressive service quality, the current study applies qualitative
research method to conduct several in-depth interviews with school’s professors and two esteem hotels —
Radium-Kagaya International Hotel and Grand Hyatt Taipei to learn from their experiences. The current study
discovers that providing impressive service has become the new industry standard. To successfully implement
impressive service, service personnel must show sincerity, always think for customers and provide service that
exceed customers’ expectation. To provide services beyond customers’ expectation, service employees must
observe and discover customers’ hidden emotions and needs, adjust and provide appropriate service according to
each individual customer’s situation, and have authentic and sincere interaction with customers. By doing so, an

enduring emotional bond between customers and the company is able to be built.
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