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Introduction 
	Within the professional field a various number of definitions of guest service and its components exists. They provide a broad and deep understanding of the terms. 
	Guest Service in the Hospitality Industry prepares hospitality managers to meet and exceed guests' expectations through quality service that is evident in all of the operation, its people, and its plan (Wiley, 2012).
	Guest service skills  are behaviors that are in line with the rules of the hotel and that are in accordance with standard operating procedures which result in guest satisfaction (Routledge,2016).
	Tangible products: Tangible products are evident. It means that we can see them, feel them, smell them and even taste them. In other words, the quality or the satisfaction the products provides is judged from what we see, feel, smell etc. (Management masala ,2014) 
	Intangible products: Intangible products include all goods sold to customers that can't actually be seen, touched, sniffed or otherwise handled by the consumer. (Reference,2020)
	Products and services: A product is a tangible item that is put on the market for acquisition, attention, or consumption, while a service is an intangible item, which arises from the output of one or more individuals. (CFI for busuness,2020) 
	According to Parasuraman, Zeithaml, and Leonard (1988):” service quality is defined as the discrepancy between expected service and perceived service.  Also, service quality is identified as an important indicator for customer satisfaction and business performance measurement” (Lewis and Mitchell, 1990).
        This paper is an evaluation report which will discuss the service provided and quality management in the CitizenM hotel. Moreover, it will demonstrate how the CitizenM hotel adapts to changing consumer preference and how these changes impact guest service management.



Discussion
	Service provision includes three main areas; service products, service setting and service delivery. CitizenM hotels provide the following services: luxury rooms with mood lighting, rain showers, free WiFi , 24/7 CanteenM, meeting and event spaces, offers of discount, and surprise special guest treats for individual guests. As newly designed “Boutique” hotels they do not offer gym or spa facilities (CitizenM,2020). 
         However, in terms of service setting this modern hotel features luxury living rooms in which to work rest or meet. “We cunningly designed our lobby to feel like a comfy, inviting and homely living room instead of a lobby”(CitizenM,2020) .   
          Service delivery is accomplished through well trained staff and extensive use of technology. There are four ways in which the CitizenM hotels provide the guest experience that they have promised and at times need to go beyond. This is achieved by applying four innovative ways of maintaining high levels of guest satisfaction(Citizen,2020). Firstly the guest experience begins long before they arrive. CitizenM has a fast speed, and easy to use website giving a very clear picture of the “CitizenM experience” including information about the rooms, facilities, and local area. Travel is made easy by booking through the website.  
           Secondly, CitizenM responds to guest feedback through a number of technology based platforms as well as personal interaction in order to show their guests that their opinion is important to the company. 
          Thirdly CitizenM connects with their guests on a personal level. This is achieved through staff known as Ambassadors who attend to the needs of guests and are trained in a more multi task approach than in previous generations of hotel staff. Technology enables a greater level of communication enabling the hotel to build a relationship with its guests even before their stay. 
         Finally CitizenM uses guest feedback to help the company to make, shape and influence company decisions in the interests of its guests, and to help maintain high level quality services(CitizenM,2020). 
           Mukhles states:“Total Quality Management is a business philosophy through which the appropriate strategy processes, training, motivation, commitment, tools and resources leads to the success of the company which is resulting in full satisfaction of the guests”(Academia,2020).
        CitizenM hotels place customer led quality management at the forefront of its quality management. It is achieved by providing the opportunity for customers to post a review of their stay on the website or to express their opinions on hotel social media platforms overseen by hotel staff known as Guest Relations. Personal feedback given to the Ambassadors of the hotel also plays an important role. Technology dominates the way in which quality management is operated and achieved in CitizenM hotels. (Tripadvisor,2020)
         Consumer preferences are changing and being shaped by the growing number of Millennials travelling the globe, the increased number of people travelling for work purposes , (referred to as  “business nomads” on the CitizenM website,) and travelers seeking experience based  luxury hotels at affordable prices (Daylighted,2016) .
         Increasing use and importance of mobility of technology are at the centre of this new generation of consumer preferences. They use technology to research where they will stay before booking, on average 10.2 sources before booking(daylighted,2016). 	CitizenM provides a colourful and informative website for its users. Guests no longer want to check in and out at a “front desk” which involves interaction with staff, but prefer to self- check in and out and book using Smart phones or other devises.  This gives them more flexibility. International travelers (Mobile Citizens) means that social networks and mobile apps are increasing in use. CitizenM hotel has responded to this trend with the implementation of a digital 1 minute check in and 30 seconds check out via Smart phones. This avoids waiting or the use of passports. Once guests have booked they are able to request services and products for their stay. A  digital devise known as” the concierge in your pocket” is a hotel app which provides information about the local area and can answer questions that guests may have about services offered in the hotel (citizenM,2020).  CitizenM hotels have superfast unlimited wifi and all areas of the hotel are well equipped with charging points a must for the modern business guest.
           Consumer preferences extend to the hotel space itself. Consumers expect hotels to adapt to their personal needs and requests. To meet this preference a new organization of spaces is required by the hotels. For example, smaller rooms with a preference for common areas providing a warm and homelike atmosphere where guests can socialize, eat and work. In CitizenM hotels the very large bed remains the main element of the room which is fully equipped with gadgets which makes it easier to use tablets and laptops. In most of their hotels the wall to wall windows in each room (complete with electronic window blinds and curtains) give the guests a positive connection with the local area(CitizenM,2020).
         In CitizenM the traditional front desk and lobby have been successfully replaced with a multi-use space with an eye catching impression often decorated using colours and textures to reflect the local culture as well as being furnished with reliable wifi outlets.  This common area is adapted to become a cozier space where guests can relax with other guests without the need to find other leisure options outside the hotel. These spaces show how well the hotel has changed in order to facilitate the changing preference of business guests to make connections with others(CitizenM,2020). Food areas have a more homelike appearance and are open 24/7. . In some hotels local restaurants exists within these new designed areas offering a dining experience which includes lkocal traditional foods. CitizenM has adapted the idea of traditional luxury to become Smart luxury where fast reliable technology, a permanent  supply of high quality coffee and instant Uber services have replaced chocolates on the bed, trouser presses and bell boys.(CitizenM,2020).
       Changing consumer preferences have led to a trend in guests looking for a personalized unforgettable experience filled with exploration and local interaction. CitizenM has achieved a notable level of success in fulfilling customer expectation. The hotel staff, known as Ambassadors, are trained in many different areas of hotel life and are responsible for creating a personalized experience for their client. They enable guests to create an experience that extends into the local culture and community as well as carrying the responsibility of getting to know their client in order to include personal touches during their stay. For example birthday celebrations or surprise treats tailored to their guests preferences. (RAOK – Random Acts Of Kindness)(CitizenM,2020). Individual rooms are equipped with Moodpads so that guests can create their own ambience within their room. “The integration of intelligent software system allows CitizenM to personalize each guests experience delivering personal services and messages”(CitizenM,2020).Digital innovation brings the power of the customers as they can build their own travel experience by choosing a service or another “a la carte” (Daylighted,2016).
	“The concept of “Alone –togetherness” has also become a preference for some travelers. The well designed lobby spaces can be ideal spaces for both travelers and locals to have an experience where they can sit and work while being in the presence of other people”(CitizenM,2020)
	In CitizenM hotels local business men and women are able to make use of the shared working areas in the hotels facilitating global connection among the business community. A preference now seen among consumers. As travelers become more global, they desire a more diverse and unique experience, one that incorporates the latest technology and the local culture, as well as comfort, affordability, and sustainability. CitizenM hotels have adapted to this preference by being located in areas where there is easy access to local attractions and activities (CitizenM,2020) 
        A growing number of consumers prefer to book into a hotel with fitness and well-being facilities such as Spas. CitizenM has not adapted its model as yet, to suit the preferences of such consumers (CitizenM,2020).
             With the increased and preferred preferences for a hotel experience that includes the latest technology, the desire for a more diverse and unique experience, and one that incorporates  local culture , as well as comfort, affordability, and sustainability there has been a considerable impact on guest service management (Trilyo,2018). The widespread use of technology in the CitizenM has increased the level of communication between hotel managers and guests. As a result the levels of customer satisfaction have increased. Managers of CitizenM are able to monitor and improve services according to customer opinions and achieve a sustainable competitive advantage and customer’s trust in the extremely competitive marketplace. It can bring a massive opportunity for the hotel to create competitive differentiation. Moreover, by using technology in the CitizenM hotels quality of communication between staff team members has increased contributing towards high level delivery of quality services (CitizenM,2020).


   Conclusion 

     Technology has influenced people’s lifestyle resulting in a change in their expectations and needs including those of hotel guests. The impact of technology on the hotel and tourism industry is therefore inevitable. Modern travelers or “mobile citizens” CitizenM for short, prefer to mix and match their choices. Within their own brand of “Boutique” style hotel in urban locations, CitizenM hotels have adapted well to these two main changes in guest preferences providing technology based guest service and a personalized stay experience. It could however adapt further in providing fitness and wellbeing opportunities for its guests. 
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