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      “A perfect book for any Hospitality program, excellent instructor support, and a good resource for students.” 




  
          Denise A. Braley




              


    
      



 


 
      “The book is a great addition to both classroom instruction and scholarly literature of the hospitality and service field. It covers various management tactics on service responsibilities, problems, and approaches to solutions. It challenges readers to identify issues associated with the problem and think outside the box to solve problems in the workplace. This is one of the most needed and highest-quality books we have in the field.” 




  
          Wei Wang




              


    
      



 


 
      “This detail oriented book not only covers key concepts but utilizes real-life examples to make the content more convincing and validated. It is also a good book for in-class discussions and application practices.”




  
          Chih-Lun Yen




              


    
      



 


 
      “A wide-ranging comprehensive text, looking at key contemporary issues in hospitality.”




  
          Alistair Williams




              


    
      



 


 
      “We all know how important it is to turn customers into "Raving Fans"—but getting everyone in an organization on board takes thoughtful action. Managing Hospitality Organizations offers fourteen principles of service that prove when you serve your people well, they will pass that service on to your customers. Whether you are a student or a manager on the front lines, if you want to create “Raving Fans”, this book is for you!”




  
          Ken Blanchard




              


    
      



 


 
      “Although Bob credits me as the ‘Father of Guestology’, he and Mike have developed the concept of Guestology into an entire book that perfectly captures what it means to manage an organization from the guest's point of view. This is an excellent text to learn how to use the management philosophy I and my team pioneered to ensure that in every phase of the business, from the planning and design of new parks and attractions to their everyday operations, all Disney cast members are focused on satisfying and exceeding the Guest's wants, needs, and expectations."




  
          Bruce Laval




              


    
      



 


 
      "The second edition of Robert Ford and Michael C. Sturman's excellent text, Managing Hospitality Organizations, is a must read for students pursuing careers in the business of hospitality and the faculty who facilitate their learning.



  
          Michael D. Johnson, Ph.D., President
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