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Service Blueprint: Service Encounter Flowcharts in Managing Service Quality for

Hospitality Business
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Abstract

The hospitality business is identified as one of many businesses focusing on service quality
because of its specific characteristics. Providing an excellent service towards customers and hav-
ing service quality required knowledge and arts to deliver the effective service. Therefore, the study
and understanding of service encounter features between the service providers and the customers
are recognized as the essential context to service performance. As well, these lead to the success-
ful service delivery and generate the customer satisfaction. This academic article is aimed at pro-
posing the concept of service encounter. Then, the service blueprint which is vital tool to service

delivery design, brings about the service delivery process to be effective. Examples of service en-
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counter in hospitality business, based on the front/back stage and output/service cost are also pro-
posed. The consequence of this article indicates that the service blueprint is considered as the ex-
cellent tool in managing service quality since the exploration of bottleneck points in service process
and service quality improvement can be discovered herein.

Keywords: service encounter, service quality, service blueprint, hospitality business
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