ion, being over 2000 k_m ‘
¢ of 'social activities and
lection and the promos -
up with financial incen~""
e, ‘less than 50 per cent
t of emiployment’ (Sims;
t. ARRC revealed a per-
ff and a ‘very unsiable .
as 23 years. Threcho’s. .
34.6 years and a lower
ation has a local I‘ab‘gur.
ity for the high seasons,

bour turnover if resorts -

to three isolated wi _t_er
Creek an¢ Mt Bulter and
ulture that could be se
1 if it would helpto overs
specifically he examined ;
nent and climate, escape
less formal working con-
fiers and thereby reduce
e variables only working
lationship with intentto
iployee. *The younger:the
intarily terminate his/her.
staff were found to be the
gests that older and corg;
| ifestyle opportunities.of
s a transient step it th
ic implicaticns being that
staff as separate la
=fore emphasize different

ortance of humarn:irél
“experience of the'Ri
Ip to win the Maico
2 and has now won it
d is nice, to paraphra

Human relations practices

transformation to the normal way of doing business. ‘A focus cn cus-
tomer satisfaction must be built into the management processes of the

Shakespeare, the process is the thing’ according to Partlow {1993: 16),
so that is what will be examined here.

The Ritz-Carlton Hote Company is a management company offering a
traditional luxury hotel experience that has European roots. It has
embraced-the Malcolm Baldrige commitment to TGM as a way to get to
the top and stay at the top of the luxury hotel and resort sector. Tt has used
the categories and certification criteria of the Baldrige Award scheme as
its road map for quality improvement, not just to compete for the award
and prestige it brings but also to improve its business and to keep ahead of
the competition. Now it is no longer just a hotel or resort business, it is in |
the development business by adding ‘the residences at the Ritz-Cariton’ |
(private residential units) as well as ‘The Ritz-Carlton Ciub” {fractional |
ownership residences). But given the human relatiens emphasis of this |
chapter we will focus on those aspects of is success with TQM.

The Ritz-Carlton Hotel Company operated 36 hotels (25 city hotels
and 11 resorts) worldwide in 1999 when it won its second award, a fig-
ure that has Increased to 58 operations worldwide with its own enlarge-
ment and partnership with Bulgari Hotels. It has over 27 0CO employees
and 85 per cent of its staff are front-line employees. This diverse com-
pany is able to deliver customer satisfaction to guests and staff alike, as
indicated by the following reported highlights;

In an independent survey, 99 per cent of guests said they were satis-
fied with their overall experience; more than 80 per cent were
extremely satisfied’.

{Mene, 1999: 2)

Since this improvement effort has begun we reduced our employee
turnover from 80 percentage points to the middle 2Cs, and that’s in
an industry that runs at around 100 per cent, '

(Schulze quoted by Green, 2000: 2)

How it has achieved such mifestones is examined heldw. .

Leadership

TAM required leadership commitment from senior executives, general
managers and middle management to succead because it involves a

organization and supported through an integrated system of information
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