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                                             Introduction 

     The purpose of this report is to discuss about the services provided in a hotel, the quality management and how the hotel is adapting to evolving consumer preference and how the evolution is impacting guest service management. The heart, or, the main point of hospitality industry is to take care of the guests. Knowing how to treat a guest and anticipating what a guest needs, means that you are one step ahead to success. Guest Service in the Hospitality Industry prepares hospitality managers to meet and exceed guests' needs through quality service that is obvious in all the operation, its people, and its plan.  Affrin (2013:171-179) said that” A high level of hospitality would foster stronger emotional ties between the guest and the hotel as such a relationship cannot easily be duplicated by competing hotels. As an important enhancing service, hospitality is expected to substantially increase the satisfaction level with the overall services for all hotels, regardless of their star rating. “The Hospitality Industry is about services offered. Customer services is about accomplish all the needs that the customer needs. The characteristics of good customer service are promptness, politeness, professionalism, and personalization.  All of them are important and can make the difference between a happy guest and a disappointed guest. Services in Hospitality is about quality, satisfaction, loyalty, support, communication, feedback, trust. Studies that were made in Hospitality indicate that people really remember the smile and the care, the moments that made them feel like they belonged where they were. 
    Now that all the information’s about customer services are provided, let’s evaluate The       MELIA ALICANTE Hotel, from Spain, and see what services are providing and the quality management. 


                                    Melia Alicante Hotel 

       This amazing hotel is in Spain between the Alicante marina and the Postiguet beach. With the astonishing views and beautiful beaches, this hotel is perfect for any kind of holidays and events. Was founded by Gabriel Escarrrer Julia in 1956 in Palma de Mallorca. It is also known as Sol Melia. The climate is arid Mediterranean with mild temperatures and little rain thing that is perfect for tourists and managers of the hotel. The spectacular sunrises over the Mediterranean is the perfect reason to wake up every morning. It is easy to access the airport, train or bus and till the beach, it is only 80m. Doing business with the sea breeze caressing your face is a privilege. Melia Alicante's versatility makes it a perfect hotel to go for business or vacation.

                                    Products and Services 

         Melia Alicante is located at a 6 minutes’ drive from Alicante Airport and 43 minutes from San Javier Airport. Regarding the products and services that the hotel offers, it is easy to understand that this hotel is offering all types of them. Starting from airport transportation, gym, workout room, outdoor pools, free WIFI, and finishing with the facilities that the hotel has for people with disabilities, the guests have everything that they want in the same place. The hotel has 545 rooms and every room has private terrace with sea view. They have a high-class The Level service that is for adults only that has superior services like private reception and access to The Level Lounge with free drinks and snacks. Also, The Level rooms have Loewe facilities such as breakfast room service a la carte, bathrobe and slippers, and everything is free. The guests have Dock-Station speaker via Bluetooth, kettle, ironing equipment and pillow menu. In the next level, the Junior Suite rooms, guests will find a Nespresso coffee machine and scales. Outdoor, the hotel has 2 pools for adults and one for kids, and wi-fi throughout. Also, as services, the hotel offers 24 hour reception, 24 hour room service, public parking, sunbeds by the pool, secretary/international translation services, car rental, currency exchange, babysitter, mini club for children from ages of 5 to 12, cabinets with gifts, and much more. The hotel has 12 meeting rooms, and 11 from them has natural light, for up to 470 people. The dining areas are spacious and each of them has a different name: Gran Postiguet Lounge, Terra Restaurant, Blue, and Bribone that is a cocktail bar. The food is different every day. The Chef wants to cook different type of food from different parts of the world. The employees talk English, Spanish, Catalan. The receptionists also talk French and Italian. 
    Some of the outdoors activities are water sports, climbing, balloon rides, submarine tours, bike tours, golf courses, speed boats tours, and many more. For these outdoor activities, the guests must pay additional fee.    
                                 

                               Unique Selling Points 

     Having a Unique Selling Points is what differentiates a business from the competition. Nowadays, is crucial to have this because there are a lot of hotels and the competition is acerbated. Making something different from other hotels can bring a lot of customers. Melina Alicante is different from other hotels in that region because the employees are speaking different types of language, are dedicated to their job and know to make the customers to feel important. The food is not only specific to Spain. They have different types of cuisine from most parts of the world and if customers demand, the hotel has diet meals. The place is astonishing, with lovely places and a lot of activities. The customers can’t get bored. The prices are reasonable. The design of the hotel is unique. They have pool for kids, a playground and a club for kids, even babysitters.  Each room has sea view and room service is available 24 hour. Refreshments and snacks included all day including beer, wine, cava and spirits in the evening.


                                Strategies of Melia Alicante Hotel 
     
    Marketing Strategy, is defined by Aaker and Moorman, (2018), as “the process that can allow an organisation to its resources on the optimal opportunities with the goals of increasing sales and achieving a sustainable competitive advantage.” It is very important to have a marketing strategy because in this way each business will have a strategy to make money, a plan to develop and to grow in Hospitality Industry. For this resort, the main strategy is to improve their services by creating more spaces for entertainment and they want to create a plan for VIP customers and offering them some free services. Also, He managers wants their employees to be effective, by training them, allow them to join to universities, and motivate them by different vouchers. If employees feel that they are special and that they are truly a part of the growth of the hotel, then it will come naturally for them to promote the business in the best way possible. The manager wants to have more time to answer to all the reviews that hotel has. In this way, the customers will feel appreciated and confident. Also, they are thinking to implement surveys and to put them in each room for customers. In this way, the managers will know what must be improved. 

                                                    Guest Service

      Delivering the best services in a hotel is the main key for success. For achieving this, it is important that employees to be trained and the most important, when the managers are hiring, they must figure out if they have some special skills such as communication skills, multitasking, work ethic, language skills( this is a huge bonus), professionalism, problem-solving skills, attention to detail, and also, he must know to work as part of a team. In Melina Alicante, most of the employees had these skills from the beginning because the managers are exigent at the interviews and are tested in different ways. In the hotel they are receiving training and instructions all the time. The important thing is that employees must want to learn, to develop and to improve themselves and their skills. In these days, customers want services at high standards in this industry. That’s way the organisations from hospitality must come with new ideas and innovations all the time. 

Guest Service Setting 
 
                The reception is astonishing; big lobby, white, and the design is unique. The guests have plenty of space to wait if the reception is full. The rooms are big, spacious, with sea view and balcony. The bathrooms have all the necessary equipment and the most important thing is that everything is clean. The conferences rooms are separate from hotel, because need to be quiet in there. Each restaurant has different design and each day the food is different. It is easy to relax in a place like this, in specially if you have kids because the hotel has a special playground and babysitter. The employees are smiling all the time and friendly. 


Guest Service Quality 

     When they are going in holiday, the customers want to have an amazing time, to relax, to be out of conidian, to have new experiences, and the most important, they want quality of the services and products. In the hotel everything must be at high standards. It is a 4 Star hotel and the expectations are big.  The managers are supervising closely how the employees are working, how the rooms are cleaned, and in this way, they know that the hotel is offering the best quality of services. They facilitate the check in by creating an app and the guests can make the check in from this app. Also, the managers are checking the competitors all the time to know if they are making something different. 
Guest Service Delivery 
           If the hotel is delivering the best services to their guests, they can have more publicity from them. A happy guest for sure will recommend the hotel their friends of family. The employees are determinate to deliver the best services, because they can receive bonuses, facilities and many more. The managers know that if the employees are motivated to work, the customers will be happy. 

                                         Guest Service Management 

        A guest service manager at a hotel is “responsible for the services and facilities that the hotel provides for its guests” (Collins Dictionary). He is responsible for the employees who provide services for guests and it’s his duty that every employee to do his job. In Malina Alicante each section of the hotel has a manager. Even if they are managers, is not a problem for them to help the employees. After the housekeeping finish to clean the rooms, the manager is checking to see if everything is in order. On F&B, the manager is making the same. Being a manager is stressful because must remember a lot, know a lot, observe, think, act, and motivate the staff in the best way possible. 
         Quality management and adapting 
[bookmark: _GoBack]Quality in the hospitality industry was defined by Hayes, Miller and Ninemeier in 2011 as “the consistent delivery of products and guest services according to expected standards”. A good quality management starts with hiring the best employees, that know to deliver the best services. This hotel is continues improving the quality of the services and they are training the employees every month. Also, they are adapting at customer’s needs, finding this thing from surveys that customers complete during their holiday.  It is an extra job for the managers but are adapting. They created a multi channels where they can find the customers opinions that’s have a huge impact on guest service management. Also, the social media has a big impact that can be good or bad, but the managers are taking the good things from this.
                                            Conclusion 

      Based on the examination of the Melina Alicante Hotel, it is easy to understand why it is one of the best hotels in Spain. Thanks to the services this hotel offers, as well as the attention of employees for their clients, it makes this hotel the perfect place for a vacation, meeting, or even wedding. Because managers know how to deal with employees, they know how to motivate them, things are going great. Having a good manager in the hotel, who knows how to do his job, and knows how to get his employees to work in a team, it matters a lot because if you have happy employees, you have happy clients.  It is true that the place where hotel is helps a lot, but the main thing are the services that the hotel is providing. One of the best things at this hotel is that they are trying to improve their services all the time, adapting at new technology and facilitate the services. In simple words, they are trying to do the things right and to become the number 1 hotel in Spain. 
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