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Preface

This book been produced by the academic team at the University of 
Derby, with contributions from Angela Anthonitsz from the University of 
Northampton, and Gaurav Chawla from University of South Wales.  The 
book is long overdue and is driven both by the demand from the industry 
for graduate level employees, and from the increasing number of uni-
versities and colleges that are offering undergraduate and postgraduate 
degrees within spa and wellness related studies.  It is further proof of the 
development of spa and wellness as a legitimate academic subject area for 
study, and fills the gap in the academic literature for a management text. 

The chapters use current situational analysis of the industry, validated 
by research undertaken by the industry and the academic team. The 
approach is to test each of the current paradigms that form the basis for 
management in spas, and that in turn has exposed new areas for further 
research and identified and/or confirmed many of the challenges that are 
facing the industry. We look at the characteristics of the business to create 
typologies, rather than the traditional method of identifying type of facility 
and treatment. By defining the characteristics we are then able to explore 
each area (e.g. finance, marketing, HRM) in relation to the spa business 
and not in generic service sector terms.

The industry is experiencing sustained exponential growth, fueled by 
continuous product development, re-branding and training of a workforce 
for the future. To sustain growth and maximize profits spas need to be 
learning organisations that demonstrate how training and development 
improve organisational performance and support business decision 
making, and put to an end the unacceptable levels of staff turnover. We 
introduce the employee experience journey, which through the use of 
HRM strategy can mitigate the negative impacts of those high turnover 
figures. As wellness can be a hedonistic indulgence, as well as a therapeu-
tic endeavour, we explore the customer service journey from both sides of 
the service encounter. We conclude that the industry needs to continually 
focus on the individual emotional responses to the spa/wellness journey. 
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The book is by necessity a snapshot of the industry, but we conclude 
that competition has led to a forward thinking, innovative industry which 
continuously drives customer satisfaction levels upwards and unlike many 
other service sector industries it never stands still.

Sarah Rawlinson 
Tim Heap
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