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The hospitality industry has a wide range of products and services and encompasses broad categories of fields. These services and products include lodging, food, beverages, luxury accommodations and other amenities. The industry of hotel and hospitality aims to provide customers with enjoyable and customised comfortable experiences during their stay in that certain Hotel. This happens regardless of their purpose of staying in the hotel, maybe it is cause of leisure or maybe due to business or other needs. Although, these experiences include good meals, comfortable accommodations and luxury amenities. The following report will crucially delve into the discussion of the main consumers of the Hotel industry with their nature, scope and facilities of guest services, in the context of Hotel Indigo. The report will also indulge in discussing the importance of hospitality industries in meeting customer needs which will help to create a better understanding of different aspects of Hospitality.
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[bookmark: _Toc150447456][bookmark: _Toc150462935]Business Description of Hotel Indigo
Hotel Indigo is also known as the fastest-growing lifestyle hotel brand, it is a chain of small, and individually owned boutique hotels. In the context of the year 2021. Hotel Indigo has more than 130 hotels with 16,343 rooms available in the worldwide context. Thai Hotel is part of IHG hotel brands or InterContinental Hotel Group which is the fastest-growing lifestyle hotel and resort brand ever (ihg, 2023). InterContinental Hotels and Resorts was founded in the year of 1946 by Pan Am founder Juan Trippe. Their individual properties are inspired by the local neighbourhood. The Intercontinental Hotel group's revenue according to 2022 is $3.892 billion which is 33% higher than the year 2021 (zoominfo, 2023). While Hotel Indigo generates a revenue of $222.5 Million. The organisation was founded in 2004 and headquartered in San Diego, and it runs under the leadership of the CEO of IHG Hotels and Resorts. The CEO of IHG followed by Hotel Indigo is Eli Maalouf. The CEO joined the organisation in 2015 and under his leadership, the company has achieved growth of approximately more than 4,350 hotels. The organisation has crucial services including 24-hour room service, Dry cleaning, exclusive food and beverages, paid railway transfers, business services and luxury amenities (ihgplc, 2023).
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The hospitality industry mainly serves different ages and people from different backgrounds. Their customer includes Tourists, Travellers, Families, Business travellers, luxury comfort-seeking people, and people travelling for different needs. These companies mainly aim to target their customers based on their services and facilities. In the context of Hotel Indigo, the organisation's target market serves the demographics between 25 to 55 years old. However, they also serve people with families. The company Slogun serves the curious which indicates their preference towards socially engaged and curious individuals with open-mindedness (ihgplc, 2023). The organisation also focuses on cultural and leisure travel. They target couples with their romantic and beautiful accommodation and atmosphere. Although also targets customers who are travelling for business needs with its effective business-friendly accommodations. The organisation aims to reflect their target market as those who seek, authentic, styling and inspiring travel experiences to connect the guests with the community making their experience better.
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Guest services in the Hospitality industry play a crucial role in shaping business operations. The hospitality industry aims to create an efficient guest experience with its products and services. The organisation aims to create efficient services to make its reputation strong in the market. Guest service is important in larger means which may include: 
More revenue: Happy and satisfied customers may increase their repetition of visits to the organisation which will help the organisation to gain more revenue. Repetition of guest visits can also increase word-of-mouth recommendations. While increasing organisational reputation in the industry (Yudistira et al., 2022). 
Attracting and retaining customers: Effective and prominent guest services can help an individual organisation provide their customers with increased experience and satisfaction. While better experience will help the organisation to gain customer repetitive visits and attract more customers (Qubein, 2023).
Security measures: It is important for the hospitality industry to create effective services for measuring the security concerns of the Hotel. The customers' data and information are sensitive information which is needed to be preserved and saved from unauthorised access. However, organisations can utilise customer insights to improve their employee retention while decreasing turnover rates.
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[bookmark: _Toc150447459][bookmark: _Toc150462938]The Nature, Role, and Scope of Guest Services at Hotel Indigo
Guest services in the Hospitality industry is the assistance, care and support provided to the customers or guest by the organisations. These supports are provided to the guests at the time of their reservation, and product buying in their hotel. An organisation’s reputation is crucially dependent upon that enterprise’s nature and role of services.
Nature of services: Hotel Indigo is a famous and one of the growing brands in the Hotel industry. The organisation provides different types of services to their customers. These services include Modern and stylish design, complimentary 24-hour Wi-Fi service, fitness sector, design inspired by neighbourhood nuances, sustainability efforts to their daily practices and Bespoke touches from local creators. Their services are dedicated to those people who seek, creative and innovative experiences with community engagement.
Role of services: Hotel Indigo encompasses the different roles of customer services in their organisations. These roles include Front desk, Guest services, Hosting, Spa, dining and golf availability. The role of these services is to mainly create customer satisfaction while ensuring exclusive customer experience in the organisational context. The organisation has 24-hour customer service which ensures customer security and maximises efficiency in their operations services to maintain effective customer services. These services also ensure to creation of customised and comfortable amenities for the customers with their exclusive accommodation options (DewiI et al., 2023).
Scope of services: The organisation Hotel Indigo runs under the biggest hotel chain of all time IHG or InterContinental Hotel Groups. The organisation has a huge opportunity in the market. The business was introduced in the year 2004 and yet throughout time, the organisation has crucially gained a reputation in the organisational context. Although, the country already has more than 130 hotels with 16,343 rooms all over the world. Yet the organisation have the opportunity to grow their business in more globalised locations. The hotel and hospitality industry followed by the tourism industry has an opportunity to grow in larger means. This creates a unique opportunity for Hotel Indigo to grow while thriving in the competitive market.
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[bookmark: _Toc150447460][bookmark: _Toc150462939]Role and Functions of Guest Service
The aim of creating effective guest service is to provide the customers and guests with effective and enjoyable experiences while their staying. These services are aimed at serving exclusive travel experiences for the customers while they travel. However, this travel can be for many reasons such as business travel, leisure travel, health-related travel or for any other specific reasons. The role of these services has been discussed below: 
[bookmark: _Toc150447461]Handling complaints and improving: The guest services are for providing crucial exclusive experiences to the guests while this is also crucial for other measures. The customer service providers are responsible for handling guest complaints, resolving conflicts and mitigating service-related issues. For example, disruption in Wi-Fi service can create customer dissatisfaction, which comes under the responsibility of customer service (Ali et al., 2021). The providers are also responsible for taking complaints while ensuring safety measures for the guests. Taking feedback is necessary to make further improvements. It is important for the provider organisation to ensure the prevention and protection of customer-sensitive data from getting breached or accessed by any unauthorised authority (Zhu et al., 2019).
[bookmark: _Toc150447462]Better customer experience: The customer service executives and the organisation are responsible for creating effective customer service in the organisational context. However, while working they need to ensure every guest-related service such as room allocation, assisting towards the room, welcome process or any other services provided. The effectiveness of these services can ensure customer retention with increased opportunities for the organisation to gain repetitive visits from customers. The management also aims to resolve any customer-related problems which can create a better experience as a hospitality organisation towards the customers (Kim and Han, 2022).
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The hospitality and hotel industry has crucial services and products which are meant to create an exclusive customer experience among the customers in an organisational context. People travel for many reasons that need to be fulfilled and while travelling pole seek for a comfortable place to stay. The presentation has indicated that the Hotel Indigo aims to target curious people who seek exclusive services with community engagement. The organisation ensures to provide services which serve authentic and creative travel experiences. The company is responsible towards their responsibility to create effective customer satisfaction. Although, the organisation has effectively managed their role and nature of services in order to create effective operational efficiency. On the other hand, the organisation has crucially delved into growing its business. As the hospitality industry is growing the company gains effective opportunity to grow their business to larger means.
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Introduction

The hospitality industry has a wide range of products and
services and encompasses broad categories of fields.

The industry of hotel and hospitality aims to provide
customers with enjoyable and customised comfortable
experiences during their stay in that certain Hotel.

The report will also indulge in discussing the importance of
hospitality industries in meeting customer needs which will
help to create a better understanding of different aspects of
Hospitality.





