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Abstract

This article first studies cases of successful service management in the hospitality and tourism industry
in Europe and North America with a view to identify prominent features and trends in customer and em-
ployee satisfaction. References are made to arguments of Richard Norman and Karl Albrecht, among oth-
ers, as useful appraisal tool. Thereupon, by analyzing the critical comments of experts versed in hotel
management both in North America and Japan, the article attempts to define the restrictive nature of the
current management practices of employee satisfaction at the majority of hotels in Japan, and to offer
some views on corrective measures.
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