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 AI acknowledgement statement
This piece of work has not had any use of AI throughout the entire assignment. All of the work and sentences are all the work that has had the time taken and proper research. Any information has got a reference and link to the source as proof of where the information was found and used. Chatgpt and other AI tools were not used at all in the entire assignment. 
Executive summary:
Today’s document is a written report about a mystery shopper guest experience at the Dorchester hotel specifically the hotel in Coworth Park located near London. This report will show a contents page, an introduction and an explanation of why this venue was chosen to be reviewed. The report will then get into the bits about the main facilities and services offered, then explain what it’s like for staff working, looking at the online presence and reputation and finishing off with conclusions, recommendations for improvements and references. 
Introduction:
In today’s report we will see a case study on the guest service strategies on the Dorchester hotel, Cowarth park. This hotel was chosen because I visited this hotel for a work experience trial shift for a potential job placement that was very elegant, luxurious and relaxing to even look at. Based on observations, the hotel was very fancy, luxurious and very well managed. The location is excellent and very peaceful, the surroundings are perfect and the staff have high standards. The guests seemed extremely happy and satisfied with the services and are very happy and smiley. Today the report will talk all about the hotel and what was seen by a mystery shopper for the hotel and talking about what was seen. There are many facilities and services that will be discussed such as going over the rooms, the reception, the facilities, the outdoor activities, the restaurant and the food available for the guests. The Dorchester hotels have a lot to offer for their guests who pay top quality and the standards are high. The report also investigates what it’s like for the staff and how they get trained and how the place is managed in terms of people’s jobs because it is a large company with many employees from different departments. The employees have a lot they can learn from doing their jobs and we will see how they get trained and how they respond and learn. The report will also look at what things are like in terms of their management reputation and online presence. The report will look at the hotel on the internet and get a view of possible customer reviews to see how they feel about their stays. The report will show what its main reputation is like and see if it reflects what the hotel is like in real life and compare. 





















Facilities + services:
The Dorchester hotel has an excellent range of different facilities and services, and the hotel is very large with loads of different rooms for many guests to come and enjoy. 
There are 2 main dining areas for the customers, and they are used for different reasons and purposes. There is an area indoors near the main reception that is called the Mansion. There are 4 different rooms for the guests to sit and enjoy food and afternoon tea, the rooms each have different names and they are named after the seasons (Winter, Spring, Summer and Autumn). (the Dorchester collection, N/D). The main purpose of the different rooms is when the tables become rather busy, they prefer to keep people separate based on what types of food they are eating, this is because they don’t want the smells of fresh hot meals to be mixed with the afternoon tea, only because standards are high and they’d prefer to keep smells separate. If it is a more quiet day, they may use the same room for different food types but just keep one half of the room for one type and the rest of the room for the other but select where they sit the guests. There is also a terrace just outside the mansion that is only really used in the summer and afternoon tea will never be served outside on the terrace. 
There is another dining area that is known as the barn that is in a different area of the property. The barn is a pleasant area to sit both indoors and outdoors. This area is very popular with business groups and conferences as they enjoy their fine dining meals. (The Dorchester collection, N/D). Lots of the guests enjoy going to the barn to relax while they have their lunch and/or dinner. If customers want to enjoy their food in the room, they are also welcome to room service that can be delivered to your room, this is a popular choice for lots of guests, and they can relax in their rooms. (The Dorchester collection, N/D). 
The hotel offers wonderful outdoor activities for the guests to enjoy and participate in. The outdoor part of the property has lots of space. The activities available will vary and possibly depend on the time of year. There are many excellent and exciting activities that you can participate in, there is archery, there are horse riding sessions available and falconry. There are also sports activities for those who enjoy a game of sports. The guests will not be bored during their stay at the Dorchester hotel; there are fun and games along with fine dining and luxurious facilities. (The Dorchester collection, N/D). 
There is a serene swimming pool with underwater music that adds to the experience of the hotel and helps the guests have a unique and unforgettable experience. The swimming pool is included in the hotel’s spa, and these are the hotel’s relaxing facilities for the customers to have a relaxing experience. The spa has a variety of treatments available for relaxation as well as a menu of different tea’s you can enjoy. (The Dorchester collection, N/D). 
 The hotel’s rooms are not extremely relaxing but also very beautifully designed and very pleasant to look at. They have plenty of facilities in the rooms and bathrooms. They include large bathtubs and showers, double beds and plenty of comfort. Guests will be sure to get an excellent rest and always feel extremely safe and comfortable during their stay and most importantly feel relaxed. (Booking.com, N/D). 


























Staff + training culture:
When it comes to top quality hotels like the Dorchester, they need the staff to be completely reliable. It is a large employment company that has over 200 employees in different departments that do jobs all around the hotel property. The entire chain company has over 3,600 employees. (rocketreach.co, N/D). It is extremely important that they hire the right people to do the jobs properly. The potential new staff members go through a rather lengthy process in the recruitment. They have their interview and they get offered the opportunity of trial shifts which gives both the employers and the candidates an incentive. It helps the candidates decide whether the job role is suitable for them or not, and it helps the employers decide who the best candidates are and who to offer the positions to. It can be rather competitive especially during a period when they are recruiting high volumes of staff. They must make sure they are choosing the perfect staff of the right calibre to do the job at a high standard (The Dorchester collection, N/D). The sort of staff they need are staff who are keen to learn, able to adapt to change, show a professional face and most importantly be polite and well-mannered. All the staff will undergo lots of training in their department and they will get taught how to do their job. The only thing that some new staff may find a challenge would be that the management may not be able to teach everything when the new staff first join the team, however they will be happy to spend some one-on-one time with the staff if they let them know that they are struggling and would like to be shown the proper way to do a particular task (The Dorchester collection, N/D). Colleagues will always be there for help you if they are unsure of a particular task that they have not had much experience on yet. When they first start your training for the job they will get an induction and be shown what must be done, they will show you what is expected and they will most likely not learn everything off by heart after being shown the tasks for the first time, they will need to do the individual tasks themselves first before you get the hang of them. There are several team leaders/supervisors in the different departments, and they have lots of experience and will always be happy to spend some time to help (The Dorchester Collection, N/D). They will also be able to learn a lot from them because they know the job well and they are experienced and professional; they set a great example, and they were in the same shoes as the new staff once where when they were new employees. Being a member of staff at the Dorchester hotel is a great opportunity for many people, they get excellent experience by working in a top quality establishment because they learn how to work for the highest of standards and once they have experience in the top quality establishments, they are able to work pretty much anywhere. There are certain perks and benefits as well as a reward for working at the Dorchester, employees potentially get offered live in accommodation and on shift during breaktime there is typically some food available to make sure they have something decent to eat. The best part is the social events that they would have the opportunity to participate in, and they can socialise. (Indeed.com, N/D). 

Online presence + reputation management:
The Dorchester hotel is known for its excellence and top-quality services and experiences all over the media. When people think of an extremely posh and relaxing hotel, people think of the Dorchester hotels as one of the examples. The hotel gets promoted all over the internet. People tend to see advertisements for the Dorchester hotels on social media platforms and possible when people search on google or other internet sites. All the hotels in the Dorchester collection are 5-star hotels with an overall rating of 9.4/10 and have the reputation of being a very luxurious hotel brand that would be the dream of everyone to get an opportunity to stay at their hotel (The Dorchester collection, N/D). The only negative visions people get from the media are the prices because a hotel being a 5-star luxurious hotel will never be cheap (expedia.com, N/D). Apart from the prices there are no other bad words said about the Dorchester hotels, they are known worldwide for their excellence, and they have locations in multiple large cities around the world including Paris, Dubai and Los Angeles (The Dorchester collection, N/D). To keep their business running they will have to promote their hotels online and to do this they have to keep posting on their social media accounts, create adverts that people will view on the internet and possibly offer brochures and leaflets. They need to maintain their reputation online. One way of doing this would be to make sure the customers get the excellent service that they pay for, this will lead to them writing positive reviews about the hotels online (Corrin, 2023 volume 39). If the hotels continue to receive positive reviews the customers will continue to think positively of the hotel in the future and their reputation will be kept up and possible even improved leading to potential investments in the future as well as new locations opening up around the world (Takethisdown.com, N/D). 











General service observations:
Overall, the service towards the customers is outstanding. All the customers were having a wonderful experience with their loved ones, and they seemed extremely happy which is proof that the staff are succeeding at delivering top service. The staff go above and beyond to make sure that the customers get everything they want and are happy. The food that was served looked excellent and was well cooked and presented on top quality platters and dishes. Everyone can tell that when it comes to customer satisfaction, the staff take it very seriously and will deliver the service that the guests expect and pay for. 

Conclusion: 
Overall, the Dorchester hotel in Coworth Park is an extraordinary hotel in terms of the venue, facilities, luxury, service, rooms and the surroundings. The venue is an excellent location because it is located near a town area and the property itself is peaceful and serene. Hotel guests will be sure of a very peaceful and relaxing atmosphere and holiday. It is also excellent for conference groups because of the facilities available and how the hotel can cater for conference meetings and gatherings. With the amount of space outdoors it’s perfect for the popular outdoor activities that everyone enjoys. It keeps everyone occupied especially when they may not always feel like leaving the hotel during since the guests enjoy the peaceful environment. There is an outstanding range of facilities available. There are 2 different dining areas where people can sit and eat. In the summer it’s very enjoyable to sit outdoors in the nicer weather as well, and in the winter months it’s very comfy and warm indoors (The Dorchester collection, N/D). During the day the spa facilities are legendary for guests feeling relaxed and enjoying their holidays. They get to enjoy a relaxing spa treatment with a tea of their choice as well as a chilled-out swim in their swimming pool with chilled music. The rooms are the best part because even if guests wanted to spend an afternoon chilling in the room, they would certainly have a relaxed afternoon because the rooms are the comfiest one can experience. The greenery outside is gorgeous and the air is so fresh. If guests happened to be staying in a room with a view from outside, it would be a pretty sight. The customer service delivered by the staff is also the finest in the nation. Customers and guests get treated by royalty by top trained and professional staff who value experiences very much and will always help everyone to have the best hotel experience ever. They can even get room service for food when you fancy chilling in your room and want some food. 




Recommendations:
There are a few areas where the hotel could potentially improve on to increase the business even more. There are a few things that I would recommend as improvements to the hotel. I would recommend that they perhaps add promotions to the guests so that they could potentially get discounts or good deals that can offer them more value for their money (SiteMinder, N/D). This is only because the cost of a stay for 1 night is a lot of money however is does depend on the room type. If they added promotions or seasonal deals, you’d be able to attract more guests, and it will become a little bit more affordable for everyone. There are parking spaces available, however with the volume of guests that can book holidays, the spaces become rather limited, and it could result to spaces being unavailable for those who want to drive down. One way to potentially solve this issue would be to perhaps open up more parking spaces, or the other option would be to charge extra for parking since that is something not everyone would be willing to pay extra for meaning fewer spaces get taken. This will mean that those who really want a space will have a higher chance of being able to get a space and they don’t need to worry about their method of arriving at the hotel. The food menu is dedicated to fine dining, this is suitable for those who enjoy top quality catered meals, however if they were travelling with families with small kids, the menu would come across rather bland for the kids so they could possibly add a few more items to the menu that kids statistically enjoy on their holidays (The Dorchester collection, N/D). There are already some options that most kids would enjoy, however if they added a new and updated kids' menu with reasonable portion sizes, it would be more appealing to families with kids, and this will help the business (Mumsnet, 8th March 2024). In terms of management and employee training, because this is a top quality establishment, new employees could perhaps go through a training programme where they can get some paid experience before their employment begins, they already offer trial shifts, however getting some proper training and experience would help them learn faster so that when they start their first shift, they will know more about what to do in different scenarios (Indeed.com, N/D). 
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