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Abstract 
Although many studies have investigated the role of customer orientation and 

learning orientation on a firm’s performance in small, medium, and large enterprises, 

the literature provides little empirical evidence about the role of customer orientation 

and learning orientation within the hotel industry. This current work investigates the 

influence of these variables on new service development and their subsequent effect 

on performance (financial and perceptual). Also, the impact of participating 

managers’ positive attitude toward change on new service development has been 

examined. Using data from hotel managers and owners located in Switzerland, 

several hypotheses have been formulated and tested. The findings not only verify 

aspects of prior research but also provide a new insight by exploring customer 

orientation, learning orientation, and new service development simultaneously, 

revealing how these factors affect the performance of the Swiss hotel industry. 

Although support for some hypotheses was found, these results need to be evaluated 

in light of the limitations, which moderate the contribution and also provide areas 

for further research. 
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Summary: 

The study addresses the impact of New Service Development (NSD) on performance 

and the key antecedents to NSD in a comprehensive, empirically verified model. We 

thereby fill a significant gap in the understanding of new service development in the 
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hotel industry, the nature of relationships between NSD and the key variables that 

drive it, and the effect of NSD on hotel performance. The results provide an initial 

benchmark for organizational strategy attributes apparent in conjunction with certain 

contingencies in a hotel’s operating environment. Several contributions to various 

research streams are noteworthy. 
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