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Introduction
The topic of this assignment work is to describe and give a proper explanation what are the best guest services practice in the hotel industry and also how they change regarding the market movements and how this reflects on the business.
Everyone that works in the hospitality industry knows that the customers are the most important for that sector and we are trying to provide to them all satisfaction and to cover their needs.
Recording to (Tse & Wilson, 1988) we can confirm that the customer satisfaction is an untraceable concept. Satisfaction is defined as “the consumers" reply to the evaluation of the perceived discrepancy between prior expectations and the actual performance of the product after its consumption.
When it`s about to the hotel business, client care is main segment to create a good impression on them. The meaning of right client support is to be friendly to the clients and to provide them help to their wish and desires. From places to eat to lodgings, client joy and fulfillment needs to be at the first important thing for your company as a distributor of hotel services. At this point of view, sector norms should be relinquished in preference for a unique approach to deal with every client. This doesn't mean quality can be undermined in any way; rather it involves giving every guest a positive and individual experience that they will recall. Efficient guest operations are what will set the difference from loyal customers or just regular stayers.
Client assistance is significant in the hotel business in light of the fact that every traveler make their plans and trips to take some relax and to create a nice and unforgettable memories. No matter if a lodge is located in the greatest locations or distribute the best facilities in the area, clients want to sense that they are most important for the hotel and they will receive best quality products and services. 
(Harold et al.,1997) says : “The level of satisfaction or dissatisfaction we waiting it`s related with how well the service performance meets our expectations. If it`s achieve better than expected, we are happy, if it falls short of our expectations we are not joyful.”
Regarding this our employee’s needs to provide always extra care are needful to ensure that guests are kept satisfied. The bad customer service can bring disgruntled guests who will generate verbal exchange that can low down a hotel’s reputation and after that could be hard to recreate again.
 According Ruby Newell-Legner It takes 12 positive experiences to make up for one unresolved negative experience. 
Also by statistics created by Michael LeBoeuf  68% of the customers can leave because of the attitude of indifference toward them by the owner, manager or some employee.
Operators in the accommodation business will also likely be challenging with an enormous number of competitors. The guest service that you provide can separate yourself from these contenders and keep your business attractive as opposed to being lost in the group. This huge number of contenders likewise implies that any establishment that doesn't give proficient client care will undoubtedly drive visitors to find an elective supplier that can satisfy their desires.
"Clients" needs and anticipation are always changing, and this will create situation where customers continue to setting ever higher standards, (Langerak et al.,1997)
Giving phenomenal client support is the thing that makes and reinforces client connections, which is an incredibly important resource for any inn or business. Repeat custom is what hotelier's aspire from their customers, so assembling affiliations and sustaining feedbacks critical with the level of client assistance got being essential.
 General Definition
Customer service is the help you offer to your clients — both when they purchase and utilize your products or services — that encourages them have a simple and pleasant involvement in you.
Offering unique client assistance is significant chance that you need in order to hold your clients and to develop your business.
Caroline Cooper wrote down her opinion in one of the major hotel related sites:
“It’s no longer enough just to deliver good or even great customer service; it needs to be something outstanding and something that will wow your guests if you want to talk about it and give them a reason to return.”
“The service you provide is an ideal opportunity to create a key differentiator for your hotel. Getting your customer service right can do far more for attracting and retaining your custom than any amount of marketing or refurbishing. But it won’t happen by magic!”

Mario Dolcezza admit in his book that it`s really relative to give a exact definition of the guest services:

“This is actually quite a tricky question. Customer service is the degree of assistance provided by the business in order to facilitate a purchase by the customer. More importantly the customers experience is directly related to the effort put into customer service and can be positive, indifferent or negative.”
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As a part of my assignment work I choose to create my report for “Hoteles Silken” and to explain about the hotel chain and their standards and guest services.
The incredible establishments and the architect taste of “Silken Hotels” build a high level to one of the most significant hotel chains inside the Spanish market. The chain has 33 hotels situated most in the principle Spanish urban areas and in Brussels, with a sum of 4,876 rooms in 23 different places. All the lodges are stand-out structures with their very own individual character - the design is their recognizing and unique signature.
The company work to comprised in refreshing the brand, giving every single one of its hotels a homogeneous character and unify together its communication and great guest services. Amazing design, comfort and ideal service are the qualities that inspired the upgrade of the umbrella brand, just as the design of the brand architecture and the corporate visual personality framework presented in its hotels. The new system and the management of its identity gave the business great outcomes.
As every big hotel chain we try to keep our standards on a high level that would make our customers happy and relaxed.

· Await for every client needs ; 
· Always try to make their stay easy and comfortable;
· Special attention to every guest so they can feel appreciated ;
· Be knowledgeable of the provided services and be prepared for any kind of enquires ;
· Always be polite and courteous to the guest ; 
· Think first for the guest before think of yourself ; 

Every customer not only in our chain has some expectations regarding his stay at the hotel and definitely we are trying to give them a maximum joy with a warm welcome. We will be always 24/7 open to listen to them and to understand what their concerns are about.  
Lemon et al. (2002) protect the idea that guest gratification can be affected by external factors and by bad past expectations and experiences but also by one’s future expectation of benefits and anticipated regret.
We understand the importance of customer feedback and we are trying to get high score by giving them what they need.
All of our establishments have a huge number of facilities that the clients can enjoy and to make their holiday more pleasant.
That includes: 
Restaurants and bars – where we serve traditional Spanish and European dishes with huge selections of wine for every taste and occasion;  
 Daily cleaning services and laundry – we keep high standard about the cleanliness in all of our hotels because we know that it is important for the guests.
Different types of rooms – depending if you coming on a business trip alone or you want to enjoy your holiday with your family we can offer you a variety of rooms that most suites to you ; 
Pool, SPA and GYM – for your relax and comfort most of our places can provide to you use of inner or outdoor swimming pool and also solarium and different spa procedures;
Meeting / Conference hall – We are glad to organize your private company conference in our meeting hall and also can be used for other private events such as weddings or family reunions and celebrations; 
All the rooms have their basic facilities as towels, air conditioning, TV and toiletries.
We also have a facilities for people with reduce mobility so they can be able to enjoy the stay in “Silken Hotels”.
As an extras we provide – airport shuttle transfer, rent a bikes, private beach and etc.
One of our most remarkable and unique ideas is to create the balance between the modern architecture world with buildings that have some history behind.
 For example the “Hotel Silken Puerta América” in Madrid, Spain is a creative venture that included numerous artists, architects and designers cooperating in creating something unseen previously. Each level is separated and its plan is marked by incredibly famous names.
The official statement from the company and the hotel is that the building can be described as a “place where people can dream - a mind blow experience that was neverbeen tasted before. The project has been created together by nineteen of the most famous and incredible design and architecture studios worldwide with participants from thirteen different countries.
Style, luxury, novation and full freedom describe this hotel as a place that awakens its guests’ senses. Each of the floors presents a distinct concept in hotel rooms. All use different materials, colors and forms to create place that bring together the innovation in avant-garde design and construction, where creativity and the freedom to evolve each of the spaces has been the hallmark.
We can see that the hotel industry is changing on a daily basis with different trends that the business and the customers create. As a big and international hotel chain we are trying to follow these movements on the market in order to be more competitive. We develop and rebuild a new strategies that could help us to satisfied more clients and to receive a positive feedback which is part of our advertisement plan.
In the hospitality and hotel industry you need to be prepared and flexible for the upcoming changes. Occasionally researches on the market can provide the data and information required to be aware of the new patterns.

Consumers needs and preferences will always get changed depending of the level of satisfaction and expectations. As they are the main source of income for the business we need and try to provide them the current trends.
There is a lot of factors that we can`t change or transform even if we want because we are moving to a quickly growing technological world where most of the services will be replaced from robots or different types of machines.
Some customers accept that and agree that this kind of innovations make them feel more comfortable and free but for the hospitality industry this means less working force and more expenses to cover. All this modern changes will cost a lot to the business and the profit will go down.
For example now there are applications for mobile check-in before to arrive in the hotel. Also now in many rooms there is a smart device that can control everything in the room from TV to lights. This of course is a exception from the business so we can satisfy our guests and make their stay easier and comfortable.
Not every hotel can cover the wishes of their guests for reasons like location, capacity, inner policies, budget and etc. The main problem is that people are different and every one of them has different preferences that like I mentioned the hotel is not able to ensure.
Conclusion
Understanding clients changing desires and inclinations is basic for an organization success execution and goals accomplishment in the present exceptionally competitive business condition.
It is clear that high consumer loyalty prompts the fortifying of the connection between a client and a hotel and this profound relation of coordinated effort has been seen as gainful.
There are various difficulties that may influence the satisfaction of the client but if we take a appropriately handle and right care off  that , an hotel industry can even become a leader of providing guest services and to achieve more targets on the competitive market.
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