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Hotel Introduction
Raffles is committed to developing a world of beauty, inspiration, and wonder for its guests, community, and staff. The hotel was established by four Persian-Armenian brothers in 1887 in the Golden Age of Travel in Singapore. The Hotel was named after the father of modern Singapore, Sir Stamford Raffles. The hotel has extended to many geographical locations under Accor parentage. Raffles is embedded in culture, civilization, port, and emerald coves across continents in France, Maldives, Dubai, and Angkor Wat. The hotel is developing its icons in London, Istanbul, Jakarta, and Doha. The Hotel is loved by past, present, and future generations in Singapore (Raffles, 2024).
Main consumers
Raffles is considered to be an excellent destination for celebrations and meetings for great minds. The hotel atmosphere provides endless possibilities where imagination takes flight and inspiration rises. The Hotel provides meeting and celebration facilities according to customer requirements. The services provided are flexible and seamlessly adapt to the goals of occasions that remain memorable (Raffles, 2024 a). The main consumers approach Raffles for:
Wedding 
Raffles provides an experience of a dreamy wedding for couples. The hotel allows individuals to choose locations where they will make vows. The hotel is provided with magnificent landmarks ranging from city salons to tropical beaches and green gardens.
Meetings
The Raffles Hotel puts the business goals first for all business individuals. The hotel provides technological expertise and support, flexible menus, and spacious halls. The hotel also has open-air spaces that will enhance and inspire the thinking process.
Celebrations
The hotel also provides facilities for their guests to make amazing memories since 1887. The hotel has glamorous ballrooms and villas with fully adapted planning, exceptional services, and culinary artistry (Raffles, 2024 a).
Nature, scope, and role of guest services and facilities
Guest service is an important division of the hospitality sector. The nature of guest services is to provide a joyful experience in hotel spas, event venues, and sports facilities. The role of the guest service provider is to assist and greet guests, fulfill their requests, answer calls, issue keys, deal with payments, and provide recommendations. The scope of guest service is to ensure an excellent customer service experience and have easy access to guest's information. Guest service providers are typically available at the front desks of the hotels (Ali et al., 2021).
Raffles guest services start when the guests confirm their reservations as the hole welcomes its guests by email. When guests arrive hotel they are provided with a welcome drink and friendly staff greet the guests and help in the check-in process. The hotel provides clean, comfortable, and stylish rooms for guests that enhance their living experience (Tripadvisor, 2024). The hotel provides sophisticated, sumptuous, and individual suites for business and leisure travelers. The rooms are spacious with the capacity to hold 4 guests and are provided with a balcony with a breathtaking view. The charges for these rooms depend on per-night stays (Raffles, 2024 b).
Importance of Hospitality
Hospitality is an important aspect of service quality that makes a difference in customer experience. It is far more than just providing bedding or meals as it is also responsible for providing comfort and a joyful experience by welcoming guests. Hospitality also develops positive customer experiences that are not just fulfilling customer needs. It helps in valuing people and making them feel respected and appreciated that is the extra mile of welcoming guests. In a highly competitive hotel environment hospitality stands out hotel in the race of competition. It also helps in developing trust and creating loyal customers (Khan et al., 2015). Hospitality is also helpful in developing strong relations with customers and helps in developing community sense. When hotels have a welcoming environment they make revisit decisions and also recommend to others. Hospitality is a reflection of the hotel brand and helps in developing a positive brand image and reputation. By having exceptional hospitality services hotels can strengthen their brand and develop a positive image (Gursoy et al., 2019). Hospitality is also a skill or a set of soft skills, attitudes, and perceptions that are very important for the hotel industry. The professionals should have well-developed interpersonal skills to develop positive relations and effective interactions with guests from diverse backgrounds (Luka, 2015).
How do hotels meet/exceed guest expectations?
· The gastronomic journey of Raffles travels from good food to good company. They are providing foods from the chef’s table to Michelin-in-the-wild. It also includes food with the perfect blend of flavors, suitable for occasions and rituals. The hotel has culinary experts and mixologists who transfer their crafts to food. The hotel also provides cooking classes to their guests who are interested in learning new skills.
· Raffles considers guests' well-being as a way of life and develops new crafts that meet the needs of customers. The hotel provides luxurious halts with tailor-made experiences and fitness art. The hotel has also partnered with local brands to ensure the world-class wellness of their guests.
· Art and culture are the major aspects of Raffle where heritage meets in art, architecture, film, music, photography, adventurous exchange, and literature. Raffles provides the experience of a living gallery, a museum that preserves historical experiences, and a cultural catalyst where new ideas are generated (Raffles, 2024 c).
In 2023 Raffel ranked number 2 in best hotel brand and was awarded with Travel and Leisure World’s best award. In 2022 the hotel was awarded two awards for World’s Best award and Conde Nast Travelers (Raffles, 2024).
Conclusion
Raffles is committed to developing a world of beauty, inspiration, and wonder for its guests, community, and staff. It has been extended to different countries and continents around the world. Consumers approach Raffles for weddings, business meetings, and celebrations. The hotel is providing an excellent guest service experience to its guests and ensures their comfort and joy. The hotel provides a variety of meals, art, and culture and ensures the well-being of its guests through various experiences. The hotel has also been awarded with many awards in recent years.
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