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                                            Introduction 


        Before we can focus on the information about the hotel, we should highlight that the main point of all of this is understanding what hospitality and guest service means. When people are talking about hospitality, they refer to all the services such as cuisine, relaxation, settlement, excursions, and produces offered with personal services in association with the above industries. If hospitality is about the services offered, customer service is about how produces and services are offered to the guests as part of adaptability, conveniences, comfort. One of the big questions is: what defines a good guest service? Well, a good customer service is asking the correct question, paying attention to our guests, making sure that they feel like they’re in the spotlight, by constantly adapting your quality and by treating customers in the best way.
But what is the most important factor for an excellent customer service? Well, first of all, we should consider minimizing the guest’s effort. No one wants to pay a decent amount of money on food and comfort, just to end up with a headache after visiting the bathroom. In order to achieve the first factor, we should consider the second one, which is how to instil a sense of growth and responsibility in the crew. They must deliver an excellent service in this domain. The third component is that the guest must feel that the staff knows something about them and about what they want, which requires a connection between both parties. 
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     The purpose of this assignment is to evaluate the SLATE resort and reach a conclusion to what services it is offering, how high their quality is, how the resort adapts to ever-changing consumer preferences and, finally, realize the impact of these changes upon the customer service management. 


                                    Resort “THE SLATE” Thailand 





   This wonderful resort it is situated in Thailand, close to Nai Yang Beach. The location is blessed with some extraordinary views, as it is located near some interesting places to visit. Plus, the Andaman Sea it has a beautiful natural background so that is definitely a bonus. When this resort was built, it wore a different name: Indigo Pearl but, in 2013 they changed the name to The Slate, as to mark a new beginning after being reconstructed. Now, this resort is known as being the most exclusive and expensive place in Thailand. Mother Nature was very generous with this slice of heaven, proof being the ever-growing gardens located in the resort, which resemble a tropical getaway. Being enveloped in an air of mystery, this resort is a reinvention of the rich history of Phuket, representing a fusion between old traditions and new inspirations. When you walk into this resort, you can feel like you've stepped into another world, where all the bird’s glow with bright colours and rainforests are marvellous.
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                                            Produces and Services



     The SLATE is situated at a 5 minutes’ drive from Phuket International Airport and 10 minutes’ drive from the Blue Canyon Golf Course and Mission Hills Golf Club. Besides the dashing location, the resort also offers a lot of products and services such as a swimming pool, an outdoor pool, cab rides at your disposition from the airport, a spa and a wellbeing center. For people with disabilities, the resort has facilities as to help them spend some good and comfortable time there. Every room has a balcony with view, air conditioning, bath, television, hairdryer, refrigerator, patio, and some of the rooms even have a private pool. The WIFI and the private parking are both free. For food and drinks, they offer on-suite coffee, chocolate or cookies, fruits, bottles of water, wine, champagne and even kids’ meals. In order to satisfy everyone, they even have special diet menus for customers who ask for them, as well as a snack bar in the room. The Spa room offers private treatments, like getting suspended mid-air like a bird nest. For customers who like yoga, Pilates, or Muay Thai classes they can test them for free and decide later if they want to continue or not. For the families with kids that want to spend some time alone, the resort has hired a babysitter and offer child services for a small additional charge. If they want to hang outside, they can perform activities such as going to the tennis court, fitness center and golf course, bike tours, movie nights, hiking and bingo. If the guests would like to visit the area or to just go outside the resort for a walk, they can visit the National Park, the Splash Jungle Water Park or the Wat Prathong, golf course. The monuments nearby, or the boxing stadium and beaches in the district are also great destinations. If you’re more of a cultural junkie, then the festivals that are in the region are the ones for you. If you are into music or cabaret, or you’re interested in specific festivals from different parts of the world, this is the place for you. For the people that like BBQs in the garden, there is a special place with all the things that they need for a tasty DIY experience. The employees speak English, Chinese, France, Thai and Italian, showing a lot of versatility and interest towards their guests.




                                      Unique Selling Points 


Every business has unique selling points, as those represent something that makes them different from their competitors. Long story short, it is about what they have to offer and their competitors don’t. The Slate resort seems to be different from others resorts due to its location in a quiet area. If people want to get rid of the crowds in the cities and escape the daily rat race, then this resort is perfect for escaping the daily routine. The music is not too loud, the area is pretty remote and cameras even have private pools and private room-service, so if the customers want to be lazy, they can stay all day in their rooms. The Slate resort is currently number one in Thailand. It has a lot of many small details make it unique and special, starting from the design to the employees that treat every customer as a family member. They even offer traditional Thai food but because they have customers from all over the world, they choose food from a different area on a daily basis. They have culinary activities that refer to meeting chefs, cooking next to them and learn about how the Thai people are eating. Also, they have the possibility to call in international countries and unlimited connectivity app with WIFI. 



                                       
                                      

                                     Strategies of The Slate 


       According to Kotler (1997), “the marketing strategy is the way in which the marketing function organises its activities to achieve a profitable growth in sales at a marketing mix level”. Why? Because every business must have a strategy of making money, every business must invest in order to attract new clients. One of the best strategies that The SLATE have as a resort, it that it is a multi-faceted business. They are using more than two digital marketing options. Another good strategy for them is their consistency. They know how to manage their sites, blogs and know how to attract customers. They also focus on responding all the time to online questions from the customers (if the potential guests feel a connection with the resort, they will come stay on their holiday). The employees are trying to understand every customer’s expectations, their needs and making their time in the resort a perfect one. Smiling all the time, being on their best behaviour, providing excellent services, while organizing and leading plenty of activities, is what the resort employees strive to offer. If they receive complaints or concerns from a customer, the employees’ strategy is simple: always listen, never interrupt and apologize. Also, they show genuine interest in their issue and ask the customers how they can resolve the problem. 
                                                 

                                                 Guest Service

       To deliver the best customer service, all the employees must have some essential skills, such as patience (especially when the customer it is frustrated and confused), attentiveness (being a good listener is crucial when trying to offer the best service), clear communication skills ( employees must speak clearly, on the subject, as to avoid the miscommunication), knowledge of the products and services ( they must know all the services and products the resort offers, how it works and how they can help the customers), ability to use positive language ( they need to know how put out fires and how to focus on customer problems, by relating to them in a positive way). These are only a part of the skills that all the employees must own. In The Slate resort, the employees have come with these skills, then get trained for the job, but they must be involved and happy to learn more for improving their abilities. According to Mok, C. (2013), “customers today expect a very high overall level of service in hospitality, tourism, and leisure”; good point, that’s why every business in hospitality must come with something new all the time.

   Guest Service Setting 
      
      At the resort, all the customers are welcomed into a huge lobby, where the reception is at. They are all welcomed in a space with a unique and pleasing design for the eye. The rooms are very clean, big, the bathrooms are equipped with all the necessary items and, most importantly, the bed is soft and welcoming. They have different types of food every day, private pools, free car parking. They even offer the possibility that some of the employees can accompany the customers in order to visit the villages or the shopping market.
   The ambiance in the hotel is a pleasant, relaxing one, especially with all the employees who smiling all the time and seems willing to satisfy all the needs of the guests, while respecting their space and privacy.

        
 Guest Service Quality 

    All the customers want to have a perfect and memorable experience when they are going on a holiday. The quality of the services is essential in order to maintain the profitability and the steady success of the business. In the resort, the quality of the services is closely monitored, as the managers are putting a lot of effort into the services. The resort is a 5 star one, with 177 accommodation choices, 7 luxuriously designed Pool Villas, 8 restaurants and bars, 3 outdoor pools, a beach club, an art gallery, a fitness studio, multiple tennis courts, a “Tin Box” kids club, an award-winning Cocqon Spa, multiple conference facilities and Thai cooking classes. They treat every guest as a VIP, trying to offer each and every one of them a memorable experience.

     








[bookmark: _GoBack]Guest Service Delivery 
    
  The guest service delivery has a big impact on the customers. If the services are delivered perfectly, the customers will not forget that and they will surely recommend the place to others such as family members, friends, neighbours, as they won’t stop sharing their positive experience. An attitude like that can influence them to choose the same destination in the future.  The resort is making an effort in order to offer the best service delivery. Why? Because they are motivated to do this. The employees can receive vouchers, extra money, days off. And let’s get real: they want to keep their job and that’s a good enough reason no to make huge errors. 

Guest Service Management 
   
   When people talk about guest service management, they refer to the managers of hotels or resorts that must place the customer on the first place, by making them feel special. Managers must oversee different departments such as front desk, housekeeping, concierges, restaurant, room service, budgeting, finances, maintenance, spa services, conferences and guest service. It is a lot of pressure, a lot of things to know and remember. They must be very careful and make sure that everything is perfect in all the departments. In this resort, there isn’t only one manager in charge. Each department has a manager, and they can resolve all the problems. All the managers must be motivated, stellar communicators, quick and decisive. 



    
   
                                                 









Conclusion


     From all the analysis that was made in this assignment, it is easy to understand why this resort is number one in Thailand. Based on the services that this resort is providing, on how the staff is treating the customers, it results that this resort has very high standards. After they changed their name, they reinvented and changed the strategies, stimulated the staff. In present, hey have a good strategy and know that they need new strategies to attract the costumers. Guest service is well-defined for this team and the quality of services is on a high level, while all the customers are treated as part of the family. One of the amazing things at this resort is that it is constantly developing and adapting to the new methods, involving both the quality of the services and the impact that it has on guest service management. They’re simply trying to come up with something new all the time.
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Customer service is not a department.
It's a philosophy to be embraced by
everyone in every department!

~ Shep Hyken
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