
The role and importance of quality service, 
hospitality, and guest services within the 

Conrad Hotel and Resort

Module title and code: Hospitality and Guest 
Service (BMIH4003)

Student Name: Khalilur Rahman
Student ID: 2211971

Lecturer Name: Luciana Suardi
Date: 23/05/2023



Contents

Introduction

Target Audience - Business Travelers

Target Audience - Leisure Travelers

Nature of Guest Services and Facilities

Scope of Guest Services - Business Travelers

Importance of Guest Services - Enhancing Guest Experience

Importance of Hospitality

Conclusion

References



Introduction of Hilton Conrad Hotel and Resorts
➢ Brand Name: Hilton Conrad Hotels and Resorts

➢ Luxury Hospitality: Conrad is a luxury hotel brand within the 

Hilton portfolio, offering an exceptional hospitality experience.

➢ Global Presence: Conrad hotels can be found in sought-after 

destinations worldwide, providing guests with memorable 

experiences.

➢ Contemporary Elegance: Each Conrad property is meticulously 

designed to create a sophisticated and stylish environment.



Target Audience -
Business Travelers

• Business Travellers: Display images of 
businesspeople in a variety of contexts 
(meetings, working in hotel rooms, using hotel 
amenities, etc.).

• Characteristics: Describe the essential 
characteristics of business travellers, such as 
their sensitivity to time, desire for convenience, 
and need for efficient services.

• Conrad Unique Selling Proposition: Emphasise 
how the Conrad Hotel accommodates business 
travellers by providing free Wi-Fi, 24-hour 
business centres, conference rooms, and on-site 
dining options (Leung et al., 2013).

Target Audience - Leisure 
Travelers

• Leisure Travels: Display pictures of families, 
couples, and people engaging in leisure activities 
(such as swimming, sightseeing, and relaxing in 
hotel rooms) for leisure travellers.

• Characteristics: Describe leisure travellers as 
those want to unwind, explore, and have 
memorable experiences.

• Value Proposition of Conrad Hotel and Resort  
Highlight the brand's relaxing lodgings, leisure 
amenities, convenient position near tourist 
hotspots, and specialised Luxurious leisure 
traveller services (Leung et al., 2013).



Nature of Guest Services and Facilities

DISPLAY SYMBOLS FOR VARIOUS GUEST SERVICES, 
INCLUDING ROOM SERVICE, CONCIERGE SERVICES, 

AND FRONT DESK SUPPORT AVAILABLE AROUND-THE-
CLOCK.

SHOWCASE PICTURES OF THE HOTEL'S AMENITIES, 
SUCH AS THE COSY SUITES, THE SWIMMING POOLS, 

THE ON-SITE RESTAURANTS, AND THE BUSINESS 
CENTRES.

HIGHLIGHT HOW HILTON CONRAD HOTEL AND 
RESORTS OFFERS A VARIETY OF GUEST SERVICES AND 

AMENITIES TO PROVIDE A CONVENIENT AND 
COMFORTABLE STAY FOR ALL VISITORS.



Scope of Guest Services -

Icons for services geared towards business 
travellers should be drawn, such as conference 
spaces, audiovisual equipment, business centre 
amenities, and expedited check-in/out.

Stress the convenience and productivity that 
Hilton Conrad Hotel and Resorts wants to 
provide business travellers, enabling them to 
work effectively while on the road.

Highlight the availability of devoted staff to 
help with business-related demands and 
requests by emphasising this service.



Importance of Guest Services - Enhancing 
Guest Experience

Guest Satisfaction: Display 
an image of a contented 
visitor to represent the 
ultimate objective of guest 
services, which is to ensure 
guest satisfaction.

1

Emphasise how guest 
services provide 
personalised attention by 
anticipating and meeting 
individual guests' 
requirements and 
preferences.

2

Positive Reviews and 
Loyalty: Illustrate how 
exemplary visitor services 
result in positive reviews, 
increased guest loyalty, and 
repeat business.

3



Importance of 
Hospitality

Hospitality is the art of creating a warm, 
welcoming, and personalised experience for 
guests.

Guest Satisfaction: Emphasise the importance of 
hospitality to guest satisfaction and overall guest 
experience.

Competitive Advantage: Highlight how 
remarkable hospitality distinguishes hotels from 
rivals and influences guest loyalty and positive 
reviews.



Conclusion

With a focus on Conrad Hotel and Resorts brand, we have examined the 
crucial roles of quality service, hospitality, and guest services in the 
hospitality business. We have talked about how these components help 
to develop memorable experiences for visitors, to increase visitor 
satisfaction, and to encourage visitor loyalty. The Hilton Conrad Hotel and 
Resorts is still committed to providing outstanding service, going above 
and beyond for guests, and upholding the finest standards of hospitality. 
We strive to leave a lasting impact on our valued customers and forge 
enduring connections by consistently prioritising exceptional service and 
customer satisfaction. We appreciate your time and interest and hope to 
see you soon at the Hilton Conrad Hotel and Resorts.
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