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Danubius Hotels Group 
• Since 1972 
• 45 hotels in 5 European countries 
• Quality Management System since 2006 
• Including 12  elements 
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What is „Quality”? 
     Quality = Satisfaction of the 
                     Parties Concerned 

•  The Guests 
•  Our Employees 
•  Our Contracted Partners 

Who are the „Parties Concerned”? 
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The importance of Quality has increased! 

Reasons: 
• More competitors in most of the businesses 
• Quality has technical & human reserves 
• It is not definitely cost-related 
• AND: the Guest makes his/her decision by Price 

and Quality 
Management Systems    vs.   Best Practices 
      - Selecting the most useful experience  
      - Using simple and effective methods & tools 
 

and 
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Quality Management System 

1. Working out 
& launching 

2. Operating 

3. Development 
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Quality related 
Online Info System 

Mission & Vision 
Launching and 

Developing Operation 
& Service Standards 

Self Audits - based 
on the Standards 

Brands 
Brand Standards 

Quality Management 
Methods & Tools 

Guest Satisfaction 
online comments  

Quality Ambassadors 
Mystery Guest Visits 

& Test Calls 

Guest 
Questionnaires 

Paper & Online 

Quality Audits – 
short version 

Cross Audits – 
based on the 

Standards 

DH Group 
Quality  

Management 



Problem Solving 
1. Recognize the problems 
2. Analyse the problems 
3. Understand the reasons of the problems 
4. Limit the reasons of the problems 
5. Reduce the number of problems and 
6. Solve the problems with proper methods 

and tools 
7. Check and repeat the process 
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- Which areas to cover?  
- Specifications vs. GM’s decisions 

Operation & Service Standards  

Standards are checked with: 
1.  Hotel self-audits 
2.  Cross audits 
3.  Quality audits 
4.  Guest Questionnaires 
5.  Mystery Guest Visits & Test Calls 

- Why Standards? 
- Benefits of the Hotel Chains 
- Good old check lists... 



Effective tools 

• Measuring Guest satisfaction – only statistics? 
• Handling of complaints – facing the facts? 
• Paper and online handbooks for daily use 
• Trainings – significant elements of the process 

•  Mystery check – look into the mirror  
•  Quality Ambassadors – „right men in the 
    right place” 
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New Challenges – Online Reviews and 
Reputation Management 

•   Who can I trust?  
•   Do more reviews generate higher   

 guest satisfaction scores? 
•   Post-stay e-mails – consider the   

 experience shared 
  Do not forget about the GUEST! 
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Standardized/identical classification 
 in 13 European countries:  

Founders:  
Austria 

Czech Republic 
Germany 
Hungary 

Netherlands 
Switzerland 

Sweden 

Joined:  
Estonia 
Latvia 

Lithuania 
Luxembourg 

Malta 
Belgium 

International Support – Hotelstars Union 
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Methods & Tools 
• currently applied – TQM, PDCA, Quality 

Circles, Benchmarking 
• to be implemented – Lean, GAP, BPR, 

EFQM 
• to be considered – ISO, Six Sigma    
 

•  measuring the facts 

Awards & Motivations 
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Thank you for your 
Attention! 
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The Structure of the Standard 
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           Check Lists 
Advantages of the check lists: 
• Objective & straight forward 
• Work can be planned better 
• Audit is continuous 
• Less prejudice against this method 
• Retain the work process 
• Easy filing and information retrieval 
• Results are comparable, changes & trends are 

measurable 
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Mystery Guest Visits 
• Hotel Report 
• Spa Report 
• Digital Report 
• Invoice Report 

CHECK LIST 

CHECK LIST 

Mystery Test Calls 
• Individual Guest 
• Conference/Group Calls 

Mystery Check 
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Quality Ambassadors’ 
Team 2015 
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