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Introduction
In this work I will present Diamond Hotel Resort that meets the current consumers I will develop from the website hotel and with feedback from the guest. The management officers have to keep in mind that the client and this or her main focus of vital importance in their duties and obligations of customers satisfaction always. (https://www.instituteofcustomereservice.com).
The tourist attractions are the natural and /or cultural elements that exist in a destination and that awaken in the tourist the interest to visit it. For this to happen, it is essential to have tourism equipment and services, hotels, restaurants, travel agencies, entertainment services, that cater to local tourism.
For excellent there are a vital concern in satisfaction the consumer  it is important to create emotional triggers, it is important to create wonderful memories.
 It is a much more complex intriguing and fascinating human activity that can provide the visitor with a safe and comfortable stay. Hospitality & Guest Service should be striking in in the individual’s memory as a unique and joyfully experienced experience. The hospitality & Guest Service is to make the visitor feel at home, despite being far from it with the feeling and felling of satisfaction that is family.
(Kanaane, Gutierrez, 2016) who developed an exploratory study on the knowledge Management of two hotels and compare, together with the observation of how the intellectual capital of its employees is managed, through questionnaires on motivation… the authors seek to understand the motivation in the environments an especial factor of management based on structural capital.
The search carrier out in two hotel chains is Sao Paulo, sought to recognize the management of the intellectual capital of its professional, and evaluate if it was being used and recognized by employees. Of this in this study, it is possible to see the motivation and how intellectual capital is managed in the reception sector.
3
Products and services at Diamonds Hotel Resort 
The hotel offers our clients following guests’ services:
	Reception 24 hours a day
	Parking

	Wi-fi public areas
	Medical clinical and doctor available on request

	Clothing and accessories boutique
	Booking area for excursion and sport

	Beach Bar
	Honeymoon





Strategy:
Sitting standards, offering, and rewarding success are the key facets of building, and maintaining an effective customer service department. Service employees must be trained in conflict resolution and general service etiquette to achieve objectives. Rewards an incentive for measured accomplishments help motivate repeat performances. (Kokemuller Neil 26 September 2017)
[image: ] The Diamonds Hotel Resort are the part international hotels they are situated in several continents. ( mequfi@diamonds-resort.com)
Diamonds Hotel resort is located in Pemba Mozambique have 50 large rooms, 40 beautiful deluxe rooms and 10 suits spacious are set out in the beach bungalows and are spacious and bright, decorated in a contemporary style with local details and materials and materials, equipped with all the comforts and with a private terrace offering stunning ocean views.
A good strategy is the key element of success has to focus on a long-term direction it has to provide guidance for a good work. A work strategy is a complete term, a development of an orientation towards the development of perspective, (Wood and Brotherton, 2019).
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UPS (Unique Selling Point)
[bookmark: _Hlk13499481]To be in the field of business there are several aspects that we have to take into account in this case the competitor, do marketing professionals study in order to offer the same as being a unique product and a success “unique selling proposition” (USP).
Unless you can identify what makes the company unique in a world of homogenous competitors, it cannot drive successful sales efforts.
The factor or consideration presented by a seller as the reason that one product or service is different from and better than that of the competition. ( www.entrepreneureurope.com ).
The diamonds Resort Hotel has a unique and particular relationship with the inclusion of man, with natural reserves, bathed by the Indian ocean with white sand in this paradise can wake up with the son of the sea, take a dip and enjoy the beautiful corals is near the largest natural park of the country the gonrogosa park that can make a safari and enjoy the wildlife.
The Hotel offers uniquely safaris, horseback, coral reefs and sea turtles, gourmet picnic, romantic dinner with star, tour in the province, boutique, baby sitter, water sports (www.Booking.com/Diamonds )

5



Guest Service Management
It is must be taken into account that management with the customer is a fundamental strategy in all departments. The Diamonds Hotel Resort betting training and information skills to maintain a good quality and in a way that the customer always feels welcome. (Rai Alok)
Diamonds Hotel have excellent guest services it offers the 10 spacious beach suites what could be more idyllic than getting out of bed strolling straight onto the beach? Each suit has a bedroom and large separate living rooms with to large suit bathrooms plus two outside showers, Weddings, Honeymoon. All suits are tastefully decorated with a fusion of local and modern designs and fittings.
The study show that guest satisfaction is heavily influenced by services factors, the guest that is in a hotel likes to be attentive and cared for in fact the greatest satisfaction of client doing promptly when needing something is where one should focus first and foremost always satisfy and always.  (Cornell (Hospitality Research, 2012)).
  The manager is the great responsible for making the customer stay satisfactory every way. A good manager must exceed all expectations in a client’s stay, but for this in the first place a good relationship with his staff. the customer experience must be special for such and necessary all registration of what he like to do, spa, meals, diet. (https://. collinsdictionary.com)
Guest service Quality
Clients valuate and compare their perception of e current service with what they think it should be. This is usually done on a subconscious level these needs are usually defined by decision makes, employees, guest, clients.  is achieved the customers expectations are met or exceeded?
It is believed that service quality represents the most significant positioning tool, service providers and their offer in the contemporary services market. (Siddharth, worked at kochartech 2016-2018).
Quality can represent a source of competitive advantage the majority of companies are favoring the functional dimension of the majority of service companies.
for a hotel to take its clients to have high standards of well-being must meet the needs of customers by integrating the quality services. (Bagdan Paul 2012)
who represents the customer service has to know how the hotel works throughout so that consumers have a pleasant service, have to know all departments know what to do on the basic of complaint or satisfaction have to be able to listen to the customer and meet all he needs.
Creating a great first experience is crucial for excellent customer service. It’s the first impression that counts. It creates a momentum that ensures the customer take all services positively. If the first impression in the minds of customers is positive, they often complain less. There are a few things to take care to ensure a great impression is created at the time of the first meeting with the customer.
	Making Eye contact
	Having a positive body language

	A welcoming smile can do wonders
	The right selection of words

	Active listening
	Right decor


And so on. There are many ways to create the first expression. This is crucial. (Forbes Magazine) And so on. There are many ways to create the first expression. This is crucial.
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Service setting
One of the rules of the Diamonds Hotel Resort is a constant maintenance of the spaces, lays of people to constantly oversee the cleaning for the satisfaction of the guest.
Treatments
In the Diamonds Hotel Resort have option to make facial treatments in your own room or next to the beach also has places to receive your massage to the sound of the sea.
The Diamonds Hotel Resorts use massage new techniques for full body, scalps, back, neck, shoulders, and food massage they will make one the true meaning of relaxation and rejuvenation! The employer to do everything for you feel especial and unique.
	African techniques Rain Food Massage
	Healing Ceremony

	Relaxed Oriental massage 
	Traditional Thai Massage

	Especial Mvua Holistic Massage
	De-stress Massage


The Diamonds Hotel Resort using for all facials therapy especial and natural ingredients, new and exclusive techniques in harmony with effective movement and ingredients to achieve the balance.

Service provision and quality management
The feedbacks about Diamonds Hotel Resort are as fantastic, unforgettable, unique. The hotel has all staff are well trained upon of the Enovation, same with a change of the needs and expectations of the guest. customer is every time demanding everything perfect, we are in a world of consumption that customer and their needs. (Solomon, 2014) the managers need to be able to identify customers and their needs to exceed expectation.
All consumers want quality in all services, so it is necessary to invest in a management and functional team, it is necessary to plan the future for what will be in 5 or 10 years hence must be at the forefront of the events. Quality should not be lacking at any time; all employees should be involved in all decision-making and adverted companies for the best management of it. (Deming 1986).
To improve the business nothing better than to take care exclusively of the clients if they do, so will be able to understand and anticipating the needs and exceed the expectations. The guest is the main reason for everything else, so nothing better than to make he feel loved to came back and have a good feedback with friend and family. (Bagdan Paul 2012)
Diamonds Hotel resorts can have the warn cookie during check- in, the favorite coconut welcome drink, items in the menu or drinks in the mini-bar. Consistency is the key to customer loyalty.
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Conclusion
This work intends to approach theme hospitality & guest service citing some notes and theoretical-practical. In this contextual environment, it aims to study hospitality & guest service as a strategic tool in the hotel management process. When one observes the tourist activity and the hotel market, one imagines the necessity of proposing new projects, actions and changes so that this human practice is truly sustainable, and the hotel developments survive a market that is highly competitive.  Hospitality & Guest Service is not only to receive, feed and give landing to the visitor.
The equipment and services offered by the hotel define its image and are a competitive factor since it will serve to mark as preferences of its clients.
The Diamonds Resort Hotel Beach to their responsible for a 60% media consumption rate which is a success of a successful machine in the hotel industry.
Its clients are of different nationalities, Portuguese’s, Spanish, English, Germans.
In this paradise of the Indico ocean is still possible to appreciate the extraordinary variety of fish, fauna, savannah, corals. Mozambique has a unique and extraordinary beauty, who visits always want to return.
[bookmark: _GoBack]The Mozambicans are a very affectionate and hospitable people.  

8
References
Bagdan Paul (2012)
www.booking.com
Cornell (Hospitality Research   2012)
https://www.collinsdicionary.com
Deming (1986)
www.entrepreneurope.com
Forbes magazine
Kokemuller Neil (26 set 2017)
Kanaane, Gutierrez
Maqufi@diamonds-resort.com
Rai Alok
Siddharth (2016/2018)
Salomon (2014)
https://www.instituteofcustomerservice.com













9


















image3.png
ﬁ»»ﬁﬁ«m

632 S

kﬁkm S R
e S S SR
R R O
I

3¢ 33K

ki
*
%
%
%





image4.png
PLANHOTEL




image5.png




image6.png




image1.png




image2.png




