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Causes and Solutions of Service Quality Paradox
in Chinas Star Hotels Industry:

Taking Hunan Huatian Hotel Group as an Example

WU Lei XIE Rubing TANG Yuxi
( School of Tourism Hunan Normal University Changsha 410081 China)

Abstract: Since 1880s quality management research has become the focus of academic research. Different from previous
scholars”focus on its connotation and characteristics evaluation and measurement countermeasures and influences this paper
is aimed at the “reverse” phenomenon of the decline of service quality in China$ hotel industry in recent years and proposes the
theory of service quality paradox. Through face-toface structure interviews and NVIVO analysis software the paper seeks the
causes from four aspects: the person-erganization fit and job perceptions of hotel staff the consumption demands and psycho—
logical contracts of consumer groups the essential attributes and industry changes of the hotel industry the organizational
learning and the organizational atmosphere of the management team. On this basis the paper puts forward constructive solu—
tions such as workplace social support organizational learning value co-ereation and cross-border integration which have cer—
tain practical value for improving the service quality of hotel industry in China and improving customer satisfaction.

Key words: hotel industry; service quality; hotel staff; management team; consumer group



