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Introduction 
The Merlin Hotel is located at Blackpool in the United Kingdom. However, the customers like the bar of this hotel and they enjoyed a lot at this bar. Moreover, Bar is the main attraction for the customers. The best features of this hotel are that it offers free Wi-Fi services to its customers (Kandampully, Zhang and Bilgihan, 2015). The amenities which are included in this hotel are TV and free Wi-Fi. Besides this, free toiletries, electric kettles and TVs are included in each room. The services which are offered by this hotel are luggage storage. The main purpose of this assignment is to draw the attention of readers towards quality management. This project will describe the number of services which are provided by The Merlin Hotel. Guest services are considered as one of the important parts of any hospitality industry. These types of services are essential for fulfilling the needs and expectations of customers. The main components of good guest services include proactivity, convenience, competency, clear and good communication skills, patience and personalization. It is important for The Merlin Hotel is to give much preference to the guest services.
Critical Analysis: 
Service provision or quality management of “The Merlin Hotel” Service provision refers to as a term that is utilized to described numerous activities and all these activities are made for satisfying the customers. Besides this, the services which are provided by this hotel include security, food services such as restaurants and bar, room service and reception guests (Bharwani, S. and Jauhari, V., 2017). In addition to this, the hotel also offer some personalised services to its customers including concierge services (organised tours and taxi reservations), Luggage storage ( the customers leave their suitcases and luggage at this hotel by without giving any charge), Air- Conditioning, Flat-screen Television, Elevator/ Lift, Laundry Service, Satellite television, Safety box, Free Wi-Fi and Fax. Well qualified employees are regularly performing their duties on The Merlin Hotel for offering good services to its guests which proves that the company give much preference to service provision. 
Quality is an essential factor in the development and growth of the hospitality industries, particularly TQM (Total Quality Management). nowadays most of the hotels are now involved in Total Quality Management related practices (Ionel, M., 2016). In addition to this, The Merlin Hotel is following the concept of TQM for accomplishing business goals as well as the hotel is also concentrating on meeting consumer requirements. Moreover, quality refers to as a consistent and effective delivery of guest services to meet the standards of customers. After the emergence of quality management, The Merlin Hotel is also offering good guest services to its customers. Most of the guests are not only expecting good quality services from this hotel and if the customers get excellent quality services from The Merlin Hotel then in return the guests reward the company with referrals and loyalty. Besides this, the quality management not only improves the guest satisfaction of this hotel but it also acquires the competitive advantage or assure repeat patronage. like other hospitality industries such as Hilton Hotels and Resorts, The Merlin Hotel has to give good quality services to its customers because if they offered good quality services to the customers then in result the hotel will become a good quality service provider one day. For instance, Hilton Hotels and Resorts has earned numerous awards and certification for its environment and quality management. Apart from this, The Merlin Hotel have to give more focus on implementing the system of quality management in some specific areas including equipment, services, training, people and facilities. The organization should give effective services to its guests and consumers. For maintaining quality management within the company and for meeting the customer needs, the HRM team have to give focus on some areas including quality food or services, competitive workforce, competitive brands cape and effective customer or guests’ services.
Good relations among the workforce and top management leadership prove that the company is giving importance to the quality management system.
The Merlin Hotel adapts to changing customer preference: 
In this digital world, many business researches or invest extensively for producing a diverse or different selection of services or goods for consumers to select from. Besides this, the wants and needs of customers are changing day by day (Radojevic, Stanisic and Stanic, 2015). Some ways are there through which The Merlin Hotel can amplify sales by adapting to changing consumer preferences:
Some essential sales strategies: 
Revenue management strategy, guest rewards strategy, cross-promotional based sales, destination marketing, direct bookings and groups are some effective hotel sales strategies through which the hotel can increase sales.
Use of room selling methods or techniques: 
Local partnerships, remarketing, promotions, packages, cross-selling and upselling are some of the room selling methods by which The Merlin Hotel can dramatically amplify its hotel sales.
Things which can assist in driving hotel sales: 
Unique selling goods, value-rich offer, user-generated contents, celebrated feedback, well- crafted copies, amazing videos advertisement and videos are some effective things through which The Merlin Hotel can increase its sales (Huang et al., 2016). 
 Due to changing customers preferences, The Hotel Merlin is focusing on enhancing its service quality. Additionally, for improving service quality the company have to keep a focus on some tips:  
· The company have to tie the actions of staff to the overall performance of the hotel and by doing this the company can offer an effective quality service to the customers.
· The hotel has to update its technology toolbox and they have to keep the focus on adopting management software such as PMS (Property Management Software) to streamline both checks- out and check-in processes, generate some financial reports, automate day to day tasks and manage staff. If this hotel use PMS then very easily they will be able to save time and improve the customer experiences.
· It will be better for the company if they offer personalized consumer service (Ali and Raza, 2017). 
· The company must treat every customer like the VIP because if The Merlin Hotel gives importance to its guests then in return the customer will reward this company with their loyalty and patronage.
 Apart from this, due to changing consumer preferences, the company have to enhance its guest satisfaction. First of all, The Merlin Hotel have to increase the presence of social media. Secondly, it is significant for their advantage that they also listen to the negative reviews of the customers. At the same time, the company needs to collect guest feedback as soon as possible even if they have to listen to the wrong’s things in the feedback (Wang et al. 2015). At last, the booking process should be as simple as possible. Thus, it can be said that guest satisfaction and effective service quality and changing customer preferences is essential for increasing the growth of the company.
Use of SERVQUAL- Model for improving guest improving service quality in The Merlin Hotel
SERVQUAL Model is often called RATER Model. However, it stands for 5 services factors as well as this model measures Responsiveness, Assurance, Empathy, Reliability and Tangibles. SERVQUAL Model used for measuring service quality. Importantly, RATER MODEL is a type of market research which splits services into 5 specific components and areas. In addition to this, SERVQUAL Model could offer unique characteristics to The Merlin Hotel including heterogeneity and intangibility which in result can easily influence the perception of the customer of the organization's service quality (Saeedpoor et al. 2015).  
Five dimensions of SERVQUAL Model includes: 
· Reliability: It is defined as the ability of the organization to perform all type of promised service dependably and accurately. The Merlin Hotel must perform promise service for offering good quality services to its guests.
· Tangibles: Tangibles is the appearance of communication materials, personnel, equipment and physical facilities. For maintaining service quality, the company should give importance to personnel, communication materials, physical facilities and equipment (Gutierrez-Gutierrez, Barrales-Molina. and Kaynak, 2018). 
· Empathy: It is referred to as the individualized and caring attention that needs to be paid to customers. Accordingly, The Merlin hotel should give full care and attention to the customer.
· Responsiveness: It is the willingness of a firm to aid consumers and offer prompt service. According to these dimensions, the company should give prompt services to its customers.
· Assurance: Assurance refers to as the courtesy and knowledge of workers and their capability to inspire confidence and trust. Besides this, the employees need to maintain trust and belief throughout The Merlin Hotel.
Consumer satisfaction is recognized as one of the key performance indicators in the hospitality industry. Nowadays consumer satisfaction is the basic need for most of the hotel services or amplifying profits, therefore measuring and maintaining consumer satisfaction is the important aspect of quality enhancement. The SERVQUAL model should be applied in The Merlin Hotel to measure service providers' and consumers' perceptions and expectations. Besides this, for uncovering wide areas of the company's service quality weaknesses and strengths, the top can use the SERVQUAL method (Sikorska, Kocziszky and Pererva, 2017). 
Therefore, the Merlin Hotel needs to prioritize these five major dimensions. This is the only way through which not only they can improve service quality rather they can comfortably achieve success in this modern world.
Impact of changing consumer preference on guest/ customer service management
Changing Consumer preferences is positively influencing the guest service management of a hospitality organization because consumers are the major determining factors which help in becoming a company successful. In addition to this, the customer preferences also aid in increasing the sales and profits of the hospitality industries. For improving guest service management, the company should give priority to customer preference. Besides this, The Merlin Hotel should think about its customers' likes and dislikes. However, adapting to consumer preference is about to meet the needs and desires of the customer (Yang et al. 2016). It has been seen many times that many hospitality industries have to move ahead due to customer preference. So, it can be said that customer preference is beneficial for The Merlin Hotel. Before providing any services to the customer, it is significant for this company to understand the concept of customer preferences. In addition to this, consumer preference can be measured through the satisfaction level of customers. Understanding customer preference will provide this company with an indication of customer demand. Apart from this, understanding consumers' needs and preference is important for ensuring consumer loyalty and satisfaction.
Guest service management is important for The Merlin Hotel because it ensures that every type of functions is carried out effectively and smoothly. This company can't implement guest service management system without understanding the needs of customer preferences and guest service managers. With the help of consumer preferences, the company understand how to achieve customer loyalty and satisfaction. Due to consumer preference, the company is trying to make a positive environment so that the guests can have a good experience at the hotel. For this reason, they have a opened the hotel once which shows that they give priority to the customer preference. Guest services managers will not be able to perform their duties without knowing about customer preferences (Kruja et al. 2016). If the Merlin Hotel wanted to be successful, then it is necessary to give priority to customer preference first. Consumer preferences have contributed well to guest service management. 
 
Conclusion 
Based on this project, it could be understood that well qualified employees are regularly performing their duties on the Merlin Hotel for offering good services to its guests which proves that the company give much preference to service provision. Good relations among the workforce and top management leadership prove that the company is giving importance to the quality management system. In some way, the Merlin Hotel adapts to changing customer preferences. In addition to this, the SERVQUAL Model is useful for analysing service quality in the Merlin Hotel. Customer preferences have put a positive impact on guest service management. With the help of changing customer preference, the company can easily increase its productivity.
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