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The silver medal is not enough 
 
Carsten K. Rath strives for the market leadership with each hotel of the Arabella 
Starwood group. Therefore, the CEO of the Arabella Hotel Holding introduces a 
customized quality management system together with the consultancy Walter Junger 
& Friends, Ltd. By means of this system Rath wants to achieve the profit leadership 
within three years sustainably. 
 
Walter Junger is not able to deny that he has been working for The Ritz-Carlton for 
many years. No matter if it is about the credo to swear the employees to the 
organizational culture or about the principles of the quality management system that 
is the basis of everything: Wherever Walter Junger is doing a speech, consultancy 
project or training – every time the central aspect is the well-being of the employees 
for the benefit of the competitive advantage. No matter if it is a big company or a 
family business, if it is Audi or the Lufthansa, the credo of Walter Junger is always: 
Market leadership through customer relationship created by enthusiastic employees. 
A market leadership which is made by customers which are not only satisfied but 
even wowed.  
 
Carsten K. Rath has also been working for The Ritz-Carlton and has brought a lot of 
ideas from there. The employees of ArabellaStarwood are called “hoteliers” now and 
a credo card has been developed showing a compass. (…) Carsten K. Rath wants to 
create a system that delights the employees and motivates them, a system that has 
positive effects on the guests. Rath is convinced that a customer relationship can 
only be created over the employees and for that reason the employees are the 
central factor in the hospitality industry. 
 
Therefore, Carsten K. Rath asked his former companion Walter Junger to help him 
creating such a customized system for the 31 hotels of his group. They worked 
intensively over nine months and the result is a system that promotes and motivates 
the employees and increases their loyalty to the company. This system is called 
“Passion, People, Performance (PPP)”. 
 
“The aim is to change the brand (top down)”, says Walter Junger. Not only the brand 
of the product but also the service, the input that belongs to the product. Therefore, it 
has to be a sustainable and overall system. So PPP touches the processes, the 
management and the leadership at the same time and does not only focus on one of 
these aspects. Nowadays, a good product is not enough since other hotel groups 
have a good quality as well. On account of that the system was created the way that 
it increases and ensures the quality in each of the 31 hotels systematically and 
lasting.  
 
The rollout started in May 2007. At the end of June, Rath and Junger had visited 
every hotel worldwide to support the hotels’ general managers and to reach every 
employee emotional to show the importance of this new system. An important aspect 
is communication. Rath admits that in the past there has not been enough 
communication. And he knows that this communication and knowledge of the 
employees is essential if he wants them all to get up in the morning with the will to 
achieve the gold medal. 
 



However, before the 3000 Ladies and Gentlemen of ArabellaStarwood can get on the 
podium, they have to work for the quality leadership. And both Carsten K. Rath and 
Walter Junger know that this aim takes a lot of time. So Rath points out that the room 
rate can only be raised if the performance is increased as well. And the results from 
2006 show that this is possible: The company had improved his average room rate 
by 13 percent without losing occupation.  
 
And even the critics, saying that this system is nothing really new, do not touch 
Carsten K. Rath. He knows that all these things have been done before – but only 
few companies do it in such a consequent way.  


