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1. [bookmark: _30j0zll]Introduction
Providing excellent hospitality is the first and foremost obligation of hotels and knowing the needs of their customers and fulfilling those needs decides the success criteria of the hotels. Hotel guests must be provided with excellent professional services so that they feel more comfortable there and want to come again and again and this can only be possible when guests’ requirements are met. Guest services are more about meeting the desired needs of the guest and fulfilling those needs with quality services. 
Piatra Craiului is a best known and reputed hotel for its professional services and treatment and they not only offer the best food with the best taste but also their hospitality makes the customer do come back again and again for their excellent professional services. Faculty of Piatra Craiului always provide first-class service. They are always smiling, greetings and maintaining positive and gentle attitude towards their customers and always come up with a good sense of humor, always make a positive impact and decision,
1.1. [bookmark: _1fob9te]Hotel Guest Services
Guest services in the hotel are the features and facilities, and those needs and helps that are fulfilled for the customer and make him satisfied. Guest services involve the services of laundry, room cleaning and concierge and any other request demanded by the customer. 
Characteristics or components of good guest services are given below:
· [bookmark: _2s8eyo1]Promptness: services should be provided on time without any delays and cancellation should be avoided as any delays and unfulfilled promises can be left the customer in un satisfactions. And they won't change this hotel over others and won't recommend to another while providing services at the promised time and making them feel satisfied will make them visit your place again and again also they will recommend your hotel to others too. 
· [bookmark: _17dp8vu]Politeness:  politeness is a very necessary element if you honestly want to attract customers, it doesn't matter if the customer right now is making any purchase, maybe he visits again purchases somethings if he gets impressed by the manners and ethics of yours. Sometimes just giving smile works too, and saying welcome sir no matter he purchases or not, then saying take care sir if someone leaves the hotel and greetings like a good afternoon, sir, good morning sir works in efficient ways. 
· [bookmark: _3rdcrjn]Professionalism: all guests must be treated with professional skills and services and must be treated efficiently, professional shows the guests that they are cared for and their satisfaction and comfortableness mean a lot for the hotel.
· [bookmark: _26in1rg]Personalization: having a list with names of the guest produces a sense of loyalty in customers, many often guests feel good when they know that the people with whom they are doing their business know them they feel good.
1.2. [bookmark: _3znysh7]Guest services in Piatra Craiului 
The best and vital service that every hotel should pay is providing clean and comfortable environments to its guest and our hotel has efficiency in this. Our all hotel rooms are clean like public rooms, washrooms, staircases, and restaurants, etc. after that staff is the face of the hotel and eyes through which the customer sees the hotel as from entering to leaving the hotel, the customer remains in contact with the staff. So, staff should act with kind and warm attitude with the customers and yes, our staff offers a genuinely warm attitude and services and provides honest information and also in the case if some emergency happens, it extends its assistance. Our staff makes them feel that they are at home. We always provide them with room inconvenient places. They always try to know what customer needs and how those needs can be fulfilled. Our staff is always dressed up in clean and orderly uniform and they try to provide A1services to their clients and they never try to take the advantage from customer’s need, like if the customer is demanding for extra towel or Wi-Fi no extra amount will be charged and their need will be fulfilled.
2. [bookmark: _2et92p0]Discussion and Critical Analysis 
2.1. [bookmark: _lnxbz9]Service Provision and Quality Management
The most important thing for hotel quality management is the behavior of hotel staff with the guest. The hotel management quality improves when their staff behaves professionally with their customers. Words play an important role in hospitality, always make the guest feel special and comfortable while visiting the hotel. Quality management is one of the most important things in the hospitality industry. There is a need to adopt tools, techniques, and methods to improve the quality of the hotel. Hotel managers should keep the things in the notice and check reports of profit and loss daily. This helps the hotel manager to understand the issue and he/she better solve these issues. Identify the root cause of problems sometimes hotel face losses just because of poor guest services, then they need to improve their guest services to generate revenue and profit. The guest first focuses on location, services, taste, and comfort. If hotel management focuses on these things then develop their quality. The main aim of hospitality quality management is to achieve the main objective of a hotel. The main objective of the hotel is to increase customers and stakeholders by providing a friendly environment.  It is the responsibility of the project manager to ask the guest about their problems and complaint and give training to staff on how to remove these issues. Focus on different factors of quality improvements and management. 
 Evaluation of Hotel Adopt Changes
[bookmark: _35nkun2]Piatra Craiului hotel is one of the best hotels because of its location. Most guests visit this hotel just because of view. But still, there are some things which impact on hotel reputation. Mostly guest complaint about their taste. Their food taste is not as good as the customer wants. Paitra Craiului hotel should need to improve their food taste. Hotel management should change its chief who cook tasty food for customers. Foody people want first to focus on dish collection that the hotel provides to their guests and then focus on the taste of food. They should improve their kitchen service to provide the best quality and tasty food to their guests. If they improve taste then they the number of customer increase day by day. Also, some guest complains about their internet service. Their internet services are very poor in rooms and some other location. 
Along with good taste guests also want the latest technologies just like fast Internet services in the hotel so they enjoy their time. Piatra Craiului hotel should need to provide high-speed internet to their guests and internet speed is the same in rooms and areas of the hotel. The hotel should adopt the latest technologies just like provide facilities face detection and fingerprint if any guest forgets their keys then they easily open door by figure print and face detection. Provide full security to guests at rooms and improve overall hotel security services. Train staff on how to communicate and serve guests professionally. Asked guest about issues and complaint and make a plan on how to overcome these issues. If hotel management adopts changes according to customer feedback then they will get the best result in the future, because customer appreciates if the hotel improves services according to their thought. Improve their online services also to facilitate customers. 
2.2. [bookmark: _3dy6vkm]Outline of Changes Impact on Customer Services 
If the Paitra Craiului hotel adopt these changes and improve their services then they increase their customer in the market. Customers happy with their new services and leave the best feedback. The guest also tells other people about good services, environment and hospitality then hotel reputation improves in the market. customers check their availability of rooms at home and book rooms online. There is no need to visit a hotel for reservation. Sometimes customers are from a different city and they want to reserve a hotel room before one week because of less availability of room so such customers just make accounts to save their information and reserve room. The facility of figure print and face reorganization to open room lock facilitate customer, most of the people forget and misplace their keys so this help such customers they no need to hold keys of rooms. The fastest internet services facilitate the customer to do anything anywhere. All people want high-speed internet so they easily do their daily life transactions. The other most important change is changing kitchen chief to improve the taste. Some hotel did not adopt changes because mostly hotel management think that it is difficult to adopt new things but according to my opinion changes is very important for success. Nothing is perfect so to make it perfect they must adopt changes according to customer thought, need and requirements. 
3. [bookmark: _1t3h5sf]Conclusion 
Hotels need to adopt changes to give more comfort to their customers and satisfy their customers. This task help hotel to adopt new changes and facilitate their customers with the latest technologies. Hospitality is the heart of the business that way to run a hotel successfully the hotel management should adopt changes according to the need and expectations of customers. Change is very important to make the customer happy. If customers happy with services then the hotel able to compete with competitors in the market. Provide the opportunity to a customer that they give feedback and share their experience with hotel management. This feedback helps project management in improvement and changes. There are many techniques to control quality, hotel management of Paitra Craiului hotel should adopt these techniques. Train staff because staff play a very important role, if staff behavior is good with guests then they again visit the hotel. Improve front desk services because the guest first and last communication point is the front desk of a hotel. The front desk staff should communicate with guests professionally and guide them properly. It is the responsibility of the hotel manager to keep the whole staff on track and keep eyes on staff work. The changes described above in this task help Paitra Craiului hotel to improve its services and give the best facilities to its guests. 
4. [bookmark: _4d34og8]References 
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