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Tab.1 The determinants of success service innovation
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Tab.2 Descriptive information of interviewees
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Fig.1 Service innovation procedure in Hotel Plaza Athénée Paris
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Research on the Success Determinants of
Luxury Hospitality Service Innovation .
A Case Study on Hotel Plaza Athénée Paris

LU Xiao', Phan M C T?

(1. School of Management, Fudan University, Shanghai 200433, China;
2. Essec Business School, Paris 95021, France)

Abstract: With the continous innovation in top service, Hotel Plaza Athénée Paris is highly appreciated by both peers

and clients of luxury service industry. Based on service innovation theory, it studies the key characteristics of innova-

tion in luxury service industry through case study with a series of depth interviews to top manangement, employees,

suppliers and clients. The success of the innovation procedure stands on self-innovation of the entreprise, including five

factors

: innovation strategy deep in the service industry enterprise culture; highly executive and charismatic top man-

agement team; rational supporting system and organizational structure ; open and direct communication channels; high-

ly concerted employee family. Among the five factors, the last one plays a very important role in the success of service

innovation procedure which is a newly found factor beyond the traditional service innovation theory compared with exist-

ing literature on service innovation.

Keywords: luxury hospitality; service innovation; case study



