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Abstract

Service standardization in four and five star hotels is widely regarded as a foundation for
enhancing service quality, building guest trust, and achieving sustainable competitiveness. Yet
many hotels in Tehran continue to face considerable barriers in implementing established
standards. This study aims to explore these challenges in depth from the perspective of key
stakeholders and to provide a contextually grounded explanation for the persistent shortcomings
in standardization practices. A qualitative and exploratory design was employed, drawing on
fourteen semi structured interviews with senior hotel managers, academic experts and public
sector specialists. The data were analysed using qualitative content analysis supported by
MAXQDA software. To ensure data trustworthiness, the criteria of Lincoln and Guba, namely
credibility, transferability, dependability and confirmability, were applied through techniques
such as theoretical saturation, participant diversity and member checking. The findings indicate
that five core themes encapsulate the main barriers to effective standardization. These include
structural and organizational weaknesses within hotels, inadequate and insufficiently trained
human resources, misinterpretations and at times resistance toward the concept of standards,
gaps in the educational and research infrastructure of the hospitality sector, and economic as
well as technical constraints. The results suggest that standardization is not merely a technical
requirement; rather, its successful implementation demands substantial institutional, cultural
and managerial reform. By proposing a locally informed conceptual model grounded in
empirical stakeholder insights, this study offers a comprehensive account of the constraints
shaping standardization processes in Tehran’s hotel sector.
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