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Introduction:
In the competitive world of 
hospitality, delivering consistent 
and exceptional customer service is 
paramount. However, one leading 
resort in the Middle East faced a 
significant challenge – the massive 
variability in customer service. 
Although renowned for their good 
service, many customers often 
expressed disappointment with 
their experiences, comparing them 
unfavorably to past visits. The root 
cause of this issue was the absence 
of a structured customer service 
policy and a lack of communication 
regarding such a policy. This case 
study delves into how a collaborative 
effort between management, staff, 
and key stakeholders transformed the 
resort's customer service landscape.

The Challenge:
The resort's staff worked diligently 
to ensure customer satisfaction but 
lacked a standardized framework. 
In their eagerness to exceed 
expectations, employees often 
overcompensated, leading to 
inconsistencies in the level of service 
provided. This inconsistency became 
a point of contention and comparison 
among customers, affecting their 
overall experience.

The Solution:
Recognizing the need for change, the 
resort's management, in partnership 
with Fhyzics Business Consultants, 
embarked on a journey to develop and 
implement a comprehensive customer 
service policy. 

The process involved:
1. Stakeholder Collaboration: 
Management held extensive 
discussions with staff and other 
key stakeholders to understand 
the challenges and gather input on 
potential solutions. This collaborative 
approach ensured that everyone had 
a voice in shaping the new customer 
service policy.

2. Policy Development: With input 
from all quarters, a customer 
service policy was created. This 
policy outlined clear standards for 
service delivery, including guidelines 
on employee conduct, service 
expectations, and communication 
protocols.

3. Employee Training: To ensure 
that the new policy was effectively 
implemented, Fhyzics provided 
comprehensive training to all 
employees. This training focused on 
equipping staff with the necessary 
skills and knowledge to meet and 
exceed customer expectations 
while adhering to the established 
guidelines.

Results:
Within six months of implementing 
the customer service policy 
and training programs, the 
resort experienced a significant 
transformation in its customer 
service landscape:

1. Complaint Reduction: Customer 
complaints related to service 
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variability and dissatisfaction 
plummeted to rock bottom. The clear 
policy and training had successfully 
addressed the issue of inconsistency.

2. Increased Customer Satisfaction: 
Guests reported a noticeable 
improvement in their overall 
experience, resulting in increased 
customer satisfaction scores.

3. Employee Empowerment: Staff 
members felt more confident in 
their roles, knowing they had 
clear guidelines to follow. This 
empowerment translated into better 
service delivery.

Conclusion:
By recognizing the need for 
change, involving all stakeholders 
in the process, and implementing 
a comprehensive customer service 
policy along with rigorous employee 
training, the Middle-Eastern resort 
successfully overcame the challenge 
of service variability. The case study 
serves as a testament to the power 
of collaboration, structured policies, 
and employee empowerment in 
achieving consistent and exceptional 
customer service in the hospitality 
industry.


