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INTRODUCTION 
Hospitality industry is growing continuously where there is large number of investors attracted towards this industry because of regular development in it. Define is an industry which provide services to its customers in the form hotels, accommodation, food and many more. In the present report the chosen organisation is continental hotel. It is a hotel which was founded in 1946 as a subsidiary of Pan American world airways, hotel serving international where it have 213 hotels which provide more than 72000 rooms in all over the present report there is discussion about different operations performed by the intercontinental hotel related present report there is discussion about different operations performed by the intercontinental hotel related to continuous development and the services offered by the organisation (Ivanov and Webster, 2017). There is also discussion about how the hotel adopting the changes within the organisation and implementing the changes to the services which fit offer to its guest. The report there is also identification of the impact of these services on the Service management related to the guest of the organisation.
[bookmark: _Toc43839453]Intercontinental hotel group provide international services to its customer where it provides more than 700000 rooms at 200 sides in a global world. Intercontinental hotel group is famous for its services where it provides different kind of services to the customer some of these services are discussed below.
Services offered by continental hotel
Room services: Continental hotel provide room services facility to its customer where it provides various kinds of rooms according to the budget of individuals and also provide the sweets which will help them in finding their accommodation.
Laundry, dry cleaning and pressing: continental hotel also provide the services related to laundry dry cleaning and pressing the clothes and accessory of customers who want to stay within the hotel. 
Underground parking garages:parking facilities important part of continental services which is provided to its customers where the customer can park their personal vehicles (Cetin and Walls, 2016). 
Business centre: Continental group also provide services to its customer as business centres where different kind of meetings can be done by different individuals and companies.
Catering and banquet services: It is important part of the services offered by the hotel to its customer where it provide food related services to its customer where they can satisfy their need by consuming the food while staying within the restaurant or for small period of time.
[bookmark: _Toc43839454]City tour: This is offered by the continental group to its customer where it provides the option for its customer who came to the hotel for visiting the place. At offer the city tour packages to its customer where they can tour the city by booking car or a bus named under the hotel (Chaturvedi, 2017).
Quality management in continental hotel
Quality management refers to management of the quality of the product and services offered by the organisation where it includes the four components which are quality planning quality assurance quality control and quality improvement. In context of continental hotel, always use a proper quality management within the organisation and ensure that there is continuous improvement within the quality of the services offered by the organisation to its customer for increasing the satisfaction and achieving the goals of the organisation in an appropriate time (Ko, 2017).
The process of continuous improvement which is followed by continental hotel in its services is mentioned below where it includes different factors related to continuous improvement in quality management within the functions of the organisation for increasing the satisfaction of customers and providing better quality services to them: 
Online services: there is continuous trend to word globalisation as well as increase of internet services within the economy to increase the business functions and their capability.it is important that intercontinental hotel should follow this trend where it reduce its limits to increase its services to different customers. For this hotel transformed it services within the online services where it can stay in touch with different customers on online platforms. This will have the hotel in increasing its customer by using online booking customer care and online car hire services which will improve the quality of services of the organisation as well as facilitates motivation working (Ivanov, Webster and Berezina, 2017).
Invite customer suggestion: For know what would serve the customer need best hotel can take suggestion from its customer by contacting them and maintaining a proper relationship. This edition should be listened with proper listening skills as well as attending the customer’s complaints against different departments within the organisation. Continental hotel group is following this process where it takes suggestions of the employees seriously as well as increase satisfaction of customers and improves the services of the organisation by fulfilling the needs of customer.
Effective customer care: There is no doubt that the customer are the main key of success for the organisation if they are not there then organisation will have to be shut down. It is important for the organisation to listen the problems related to different departments within the organisation to the customers of the firm. And for listen the complaints of the individual it is important for every organisation to formulate effective customer care services which will provide different answers to different feedbacks of customers in dated to each and every department and function of the organisation. In context of continental hotel group in UK, defective services to its customer where it have a separate customer care officers within different nations where the hotel is operating this will help the customer in increasing the satisfaction by reducing there negative effects (Kalargyrou, Barber and Kuo, 2018).
Establishment of effective communication channel: It is important for every hospitality industry communication because it will help in management of different departments as well as their work. Communication channel will always ensure the success of the organisation because fulfilment of objectives introduction and conflicts between the staff and departments of the organisation. In context of continental hotel, it is using appropriate services where it provide up effective communication channel to its employees they can't communicate easily as well as maintained communication between departments for increasing the satisfaction of customers and decreasing the chances of conflicts between the employees (Ivanov and Webster, 2017).
Carrying out internal audit: Internal audit is method which is use for continuous improvement within the organisation as well as management of the quality by use of audit system. In context of continental hotel, the organisation which use a proper auditing system within the firm where it can identify the performance of the individual as well as the feedback from the customer by which it can evaluate the performance of overall department and manage them according to their performance. Internal audit also help the organisation in managing the success as well as getting the work in an appropriate manner (Christou, Avloniti and Farmaki, 2019).
Establishment of regulations: it is important for the organisation to establish a proper regulation within the form for improving the quality of work as well as services which is offered by to the customer. This also undergo with the process of continuous improvement as setting some regulations will help the organisation in managing the work of different workers were working in different departments. Regulation will ensure that the work will flow within the ethical framework of the organisation within the hotel promises and help the customers in satisfying their needs.in continental hotel this is also followed where the worker conduct their work toward the hotel by following different regulation related to assets customers management and their fellow workers within the organisation. 
[bookmark: _Toc43839455]Training and development: training and development is important part of continuous improvement within the organisation where the hotel have to mention that it must use of  properly trained and developed staff within the organisation for different functions. Ensure quality work within the organisation and satisfied customer needs by providing them attitude resources which they needed.
Impact of evolution in Guest services in continental hotel:It can be seen that continuous improvement process and quality management will directly impact on the positivity within the continental hotel and increase different kind of benefits within the hotel related to quality Service management as well as improvement in organisation. Some of these are stated below: 
Increase productivity: continuous development process directly impact on the productivity within the organisation as it help the employees training and development as well as different factors related to quality management within the firm which develop a theory of continuous improvement. This theory help in increasing productivity of different departments because they are now working at efficient level where they started reducing the wastage of resources as well as improving their functions to utilise their best within the organisation (Bharwani and Mathews, 2016).
Improve quality: continental group is famous for its services where it provide different kind of services to the customer. But after implementing the quality management within the organisation as well as proper Service management it can be seen that there is continuous improvement within the quality of the services offered by the organisation to its customers. It can be analysed that it is offering more quality services to its customers because of proper management of different resources as well as continuous improvement within the employees function and different rules and regulations within the organisation.
Decreasing delivery time: before implementation of quality management as well as continuous improvement within the organisation intercontinental hotel is suffering from lower speed of delivering or services offered. This is because employees are not trained according to the quality Service management and it also impacting on the satisfaction of customers. But after implementation of this it can be seen that it the productivity and the delivery time is continuously decreasing within the organisation where the productive time is increasing in the firm which impacted positively on the profitability (Tung and Au, 2018).
Improve employee satisfaction: it can be seen that continuous improvement also helping in satisfying the employees within the organisation because they are working in in the environment where there is low motivated factors but because of continuous improvement they can increase their skills and ability to perform on different task which are assigned them on their respective jobs.by the help of continuous improvement their skills and abilities target sharpen which make it easier to perform their trust as well as help them to increase the job satisfaction.
[bookmark: _Toc43839456]So, from the above it can be seen that continuous improvement and evolution process help the continental hotel to increase the different qualities as well as get the benefit of maximum productivity within the organisation. This implies that it is benefited for the organisation as well as for the future of the firm within the competitive market which will help it in eliminating the competition and increasing the satisfaction.
CONCLUSION 
It can be concluded from the above information that there are various kinds of services which are offered by the hospitality industry for providing the satisfaction to eat grass these include the room services laundry services parking services business centres catering services and city tour services. It is important for the organisation to manage quality within the firm for the process of continuous improvement where it can increase the satisfaction of the customer as well as provide them the better quality. Analyse the that there are various kind of services like online services initiative related to customer suggestions as well as establishment of proper communication channel will help the organisation in following the continuous improvement process and developing its services in an appropriate manner for quality services. In the end it can be concluded that this will help the organisation in increasing the productivity quality and improving the employee satisfaction for retaining them for longer period of time.
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