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Figure 1-1
% Agree: 

“I am generally satisfied with the overall experience                                                       
I have with the providers I visit/use”

(Top three box rating on a 10-point scale)*
n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 1-2

Source: American Customer Satisfaction Index.
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Figure 1-3

Source: American Customer Satisfaction Index.



Figure 1-4
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Figure 1-7
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Figure 2-1
% Agree: 

“Importance of knowing how much I have to pay  
for the service before I receive it”

(Top three box rating on a 10-point scale)*
n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 2-2
% Agree: 

“The invoice/bill I receive is consistent with my expectations”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 2-4
Weighted Average Hours Spent Searching For Select Services Online

n = 1200



Figure 2-5
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Figure 3-1
% Agree: 

“The provider knows my preferences”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 4-1

Courtesy of Inn at the Market, Seattle.
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Figure 4-2
% Agree: 

“The arrival environment is welcoming”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.



Figure 4-3

The Ray Hotel Lobby, Delray Beach, FL. Courtesy of Skyline Art.



Figure 4-4

Lobby of the Torrance Medical Center. Courtesy of Torrance Medical Center.



Figure 4-5

The Lobby of Hospitality Hall, University of Nevada, Las Vegas. Courtesy 
of University of Nevada, Las Vegas. 



Figure 4-6

The Color Psychology Guide. Courtesy of Simexa,



Figure 4-7

Nancy Fried Pritzker Psychiatry Building, University of California, San Francisco



Figure 4-8

Nancy Fried Pritzker Psychiatry Building, University of California, San Francisco



Figure 4-9



Figure 4-10
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Figure 5-1
% Agree: 

“The check in process Is easy”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 5-2
% Agree: 

“The people I interact with make me feel welcomed”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 5-3
% Agree: 

“I ask questions about things I don’t understand”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 6-1
% Agree: 

“I review comments on social media about providers 
I am planning to visit/use”

(Top three box rating on a 10-point scale)*
n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 6-2 
% Agree: 

“The provider asks for feedback about my experience after I leave”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 6-3 
% Agree: 

“It’s easy to resolve disputes I have about the                                                       
value of the service I received”

(Top three box rating on a 10-point scale)*
n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.



Figure 6-4

Early Warning Signals. Courtesy of Medallia, Inc.



Figure 6-5



Figure 6-6
Problem Impact Tree Evaluation Metrics

(Mean Rating On 10-Point Scale)
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Figure 6-7
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Figure 6-8
% Agree: 

“I tell friends and family about my experiences                                   
with the providers I visit/use”

(Top three box rating on a 10-point scale)*
n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 6-9
% Agree: 

“I share my opinions about the providers I visit/use on social media”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 7-1
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Figure 7-2
% Agree: 

“I am loyal to the providers I visit/use”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 7-3
% Agree: 

“The provider tries to make me feel satisfied with the service I received”
(Top three box rating on a 10-point scale)*

n = 1200

*Red bar denotes a statistically significant difference from “Hotel/Motel/Resort” rating @95%.
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Figure 7-4
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Table 8-2



Figure 9-1
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