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Hospitality is defined as the warm and generous welcome of guests, tourists, enthusiastic visitors and even strangers. However, the industry is known primarily for welcoming guests and offering various services to increase and market standardize customer levels. The Dorchester London hotel has been selected as a hotel to evaluate several services and customer preferences. The hotel originated in 1792 and today stands at the same place where the Earl of Dorchester, Sir James Dummer bought a house (Soe, 2019). However, in 1853, a businessman by the name of Robert Holford designed a grand palace style to replace the original house. The hotel was demolished in 1929 and renovated in 1931. Since 2006, the hotel chain has nine iconic hotels and an employee satisfaction rate of about 90 percent (Soe, 2019).
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Service provided in the chosen hotel
Dorchester Hotel has many services to offer to its customers. Luxury hotels have a large number of concierge services. In the care of the concierge, late-night shopping is provided to customers. The concierge facilities are provided by the Dorchester team and branded as Keeper Keys. Families and children are provided with professional babysitters and the rooms are interconnected. There are several gifts, TV channels and a large number of family refreshment games. The bathrooms are full of mini bathrobes and slippers. Special driving and transfer services are also provided (Booth, 2014). In addition, there are several variants of vehicles such as Rolls Royce, Mercedes Viano, Bentley Flying Spur, Bentley Bentayaga, Range Rover Vogue and BMW.
In the case of special requests, some classic cars are also available, such as the Rolls-Royce Phantom V Limousine, 1958 Rolls-Royce Silver Cloud 1, 1965 Rolls-Royce Silver Cloud 3 and 1990 Daimler 4.2 DS420 Vanden Plas. Drivers are also offered a meeting and greetings service, which mainly includes luggage assistance. The drivers are also trained to wait in the airport arrival halls. Similarly, the vehicles provided are equipped with the latest Wi-Fi and many entertainment options (Tufts, 2014). The hotels have built-in restaurants and bars that offer a wide variety of food and drinks, like traditional afternoon tea. There are numerous apartments and romantic portals, along with delicious breakfast offers. There are many iconic apartments at the Dorchester Hotel, such as the London Balcony Apartment, Park Lane Suite, which has both two and three bedrooms. To cater to all customer requirements, there are several luxury room facilities.
Dorchester's services also consist of housekeeping services and are trained to Royal Household standards. There are also several Asprey pop-up boutiques and there are many handbags and emblematic pieces for the brand. Wedding bouquets are also provided by the florist in Dorchester. The flowers are personalized and accessible to all customers. The spa is one of the most famous luxury services in which clients can enjoy treatment and receive therapeutic tranquility. A car parking space is also provided but subject to availability and a sense of arrival. At the London branch of Hotels in Dorchester, the Theater Bureau is run by a distinguished theatrical personality. In addition, the participants are judges awarded with Olivier.
Quality management
Effective quality management at Dorchester hotels has begun with the recruitment of decent and efficient candidates. Expectations can only be met when the hotel manager and his team fulfill the best role to the best of their ability. In the case of Dorchester, there are very strict rules governing the candidates' probationary period. Moreover, staff members also play a vital role in ensuring that they are all able to offer the same standardized set of customer service (Benavides-Velasco et al., 2014). Because the quality of tourism services is one of the most important topics of modern management. For its part, the quality of services must be compatible with customer requirements. Support staff and general manager in Dorchester are trained and learn a variety of ways to provide customer service evaluations. Therefore, the performance of staff members is evaluated according to their level of competence. It is also true that proper quality management leads to higher profit margins. The hotel industry's employment rate, which includes Dorchester, shows the company's profitability. Higher employment means greater profitability. Quality management is therefore complemented by many different conveniences and less consistency in service delivery. In luxury hotels such as Dorchester, maintaining the standards is directly attributed to the quality of the hotel.
In the context of Dorchester, quality management is described by staff as the "gold standard". In addition, the hotel's quality levels are directly related to the public perception of the hotel. It is natural for hotels like Dorchester to run into problems as they work all year, regardless of macroeconomic factors. Therefore, this leads to a greater likelihood of problems. During the holiday seasons, workloads can increase significantly because customers can call at any time and the entire computer system may be disrupted.To avoid this, they partner with a Richey TX based San Francisco-based technology company developed by Metis, artificial intelligence platform (AI) that allows it to break free of traditional and standardized tools and metrics used to measure industry productivity. Therefore, to initiate effective quality management, Dorchester managers are predominantly solution-oriented and optimally use their problem-solving abilities to overcome challenges.
The main concern for quality management lies in providing the highest quality meals and treating guests. These measures help guests feel good and find existing doors. In addition, higher and more efficient quality management helps reduce operating costs. Deficiencies in the system can only be effectively managed when employees are engaged and fulfilled to the fullest. Keeping good quality Dorchester enabled the hotel to acquire better customers and reduce marketing and sales costs. The quality of the dishes in itself can lead to better branding of the hotel as Dorchester offers several delicious dishes to offer (Jasinskas et al., 2016). Hotel employee engagement programs have allowed them to feel motivated and meet customer needs.
Changing consumer preference

We have seen that due to the effects of recent technological changes and the current effects of globalization, the behavior and preferences of recent users have changed dramatically. There are other components, such as behavioral aspects, which may have had a significant impact on the changed behavior of the entire consumer base in recent cases (Bharwani and Jauhari, 2017). It is clearly observed that in recent days, the users of the hospitality industry do not choose to wait longer for the purpose of booking and booking tickets. In addition, consumers are more likely to spend an adequate amount of money to buy luxury services from various hotel organizations. In addition, the level of competition in the current hospitality industry has been found to be quite extensive and it is expected that the level of competition will increase further in the future. Hence, it can be described that consumers do not want to become loyal to a particular organization as they always thrive on choosing the best place to stay within the affordable price range.
In the previous format, consumption generally did not have high expectations of the services of various hotel organizations. However, due to recent changes, it is noticed that consumers expect adequate and high quality services from organizations. In addition, consumers in the current context expect enormous additional benefits from various hotel organizations to be satisfied in a further context. In addition, it has also been tested that different users are constantly more susceptible to using luxury settings in their hotel rooms (Jauhari, 2017). Therefore, organizations are required to accept these changes in order to have a broad user base.
In addition, the current aspects of social media also significantly influence the consumer-based decision-making process. Due to the overuse of different social media platforms, it has been noticed that users can leave their positive or negative reviews on social networking websites. Other future users can easily see and compare the current architecture and service delivery models of such organizations to choose their preferred place of stay. It can therefore be argued that the decision-making process of current users of the entire hospitality industry has changed quite dramatically due to the emergence of social networking websites (Dixit et al., 2019). In addition to it is noticed that with the help of the latest digital technologies it is quite easy for the users to see the photos and the price of the nights at different hotels. It helps them to choose the best possible accommodation in an affordable price range. It can therefore be described that the advent of the Internet and other such digital technological aspects have changed the whole perspective of consumer buying behavior in this context.
Impact on guest service management

The above study clearly shows that the overall preference of consumers at the time of choosing accommodation has changed quite dramatically in recent cases. Organizations such as Dorchester Hotel must therefore make further changes to their guest service management system to complement the changed consumer behavior in the current context (Chandra, 2019). As an example, an organization should redefine its overall large space to reconfigure its entire lobby space. In addition, it must be moved from the corner of the reception. In addition, the startups are required to be designed in such a way that they can easily connect guests to the entire space. In addition, a connected bar and restaurants are required to be visible to consumers. In addition, the Dorchester Hotel needs to change the traditional registration process for its users. Instead, they should introduce online check-in and other amenities to offer a wealth of customer-based experiences at the time of arrival at the hotel.
In addition, the organization must develop an online platform from which users can book their tickets without waiting long. In addition, it is necessary to include some form of mobile registration services for users to help them book their preferred locations from their smart mobile devices. In addition, guest service management needs to be reformed in such a way as to improve the quality aspects of room technology (Ali et al., 2016). As an example, the room should have an iPad to control the room's technological aspects, which include 3D smart TVs, personalized accommodation and more. In addition, the technological aspects of the organization need to be changed to provide a greater level of experience in customer bases. In addition, in-room technologies must be easy to use and understandable; otherwise, users will not be able to have an optimal level of experience.
In addition, there is a need to make some lasting changes to Dorchester's Guest Services Management department to mitigate the changing customer preferences. As an example, an organization must include a specific organizational management level department to manage social media activities for organizations (Parsa et al., 2017). Different individuals from the department should check the positive and negative perspectives of the users regarding their placement on different social media websites. Feedback will be further used to incorporate valuable changes to their work substance that will lead to greater user experience.


[bookmark: _Toc29744977]Conclusions
From the above analysis it can be concluded that Dorchester Collection does not follow the standards, they create them and are among the most luxurious and famous hotel brands in the last context, which offers valuable services to the customer base. In addition, it can be concluded that the quality management schemes of current organizations need to be modified quite drastically in order to support higher quality consumers, which may attract them as they continue to expand. In addition, it has been seen that consumer preferences are changing a lot for the hospitality industry due to the current memory of digital technology and similar aspects. Finally, organizations need to incorporate some effective changes to the management of their guest services to incorporate these changes to attract more users.
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