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[bookmark: _Toc25352177]Introduction
The purpose of this task is to deliberate on the product and services provided by Melia Hotel Gran Via Madrid, to evaluate  the Hotel service quality management  and it’s Constant improvement and by what means the hotel adapts to shifting consumer preference and ways these changes influence guest service management in the Hotel.
When a customer is being taking care of, that is  the core of hospitality business and this   means sympathetically aware and forestalling the customers needs and wants, then knowing the favourable ways of surpassing  those wants. Therefore, Guest service is the act of helping guests to get the material or service they wanted to make their visit pleasurable  .To successfully serve the visitors, managers need to espouse guest service strategies and its components such as  SERVQUAL.
[bookmark: _Toc25352178][bookmark: _Hlk25139512]The SERVQUAL is a research instrument involving several dimensions, intended to capture client predictions and perceptions of a service and as a framework for measuring service quality along the five scopes which are thought to represent service quality tools .(Parasuraman et al, 1988) . Any prosperous hotel delivers exemplary quality service to meet customers’ needs and this service quality is the heart of the hotel business.  Another report established that service quality sit on five dimensions which are: tangibility, reliability, responsiveness, assurance and empathy.  The dimension checks customers thinking and the perception of the service quality, which will build on the space bridging customers expectation and their perception. Hence each of the SERVQUAL five component has diverse characteristic for assessing customers perception and expectation concerning the service provided in Melia Hotel Gran Via Madrid.
[bookmark: _Toc25352179]Tangibility. This represents the presence of the physical amenities, equipment, employees and how the Melia Hotel Gran Via Madrid function
[bookmark: _Toc25352180]The reliability This is the capability to achieve the service that was promised reliably and truthfully. It is the delivery of service that is mostly based on meeting expectations or even more 
[bookmark: _Toc25352181]Responsiveness relays to the capacity of the Hotel staffs to respond at the appointed time and professionally to guests’ needs.
[bookmark: _Toc25352182]Assurance encompasses the knowledge and courteousness of staffs including their capability to inspire guest’s conviction and assurance.
[bookmark: _Toc25352183]Empathy is articulated through a logic that the Hotel management and its personnel care about the customer’s requests.
[bookmark: _Toc25352184]MELIA HOTEL GRAN VIA MADRID
Melia Hotel Gran Via Madrid is a five-star hotel situated in the centre of Madrid in Spain, it is unique and the main hotel in Madrid with a luxury suite, family lodging, the hotel offers diverse kinds of suites and rooms with Smart TV, free internet connections.  In Melia Hotel Gran Via, here you can find a whole lot you require for an astonishing stay and the quality attention to detail, a warm welcome and loyal support. The rooms are very large with a well-furnished and interior decoration, the food nice and tasting including a hot drink services ,banquet rooms, and customers can similarly be supported  and served in their respective rooms (room service) 
[bookmark: _Hlk25136557]Nowadays there is competition in the hotel industry, one way to look exceptional is its choice of room facilities with fascinating and attractive features is suitable, stylish, and unique. The luxury rooms are well furnished with delightful inside beautification. The staffs of Melia Hotel Gran Via Madrid are capable, resolute and well-motivated to make visitors’ stay unforgettable experience.  The interior décor together with furniture in the visual places constitute tangibles degree of service quality.  In Melia Hotel Gran Via Madrid, the procedures and policies that helped them in achieving improved consistency was the dress code.  Uniform was created for all staff to wear including the help desk to make it modest for them to dress suitably and professionally. The Hotel have introduced a well centralized guest service centres, that means a guest can just press or dial  a button in their rooms for almost all request
[bookmark: _Toc25352185] Room service or in-room dining in Melia Hotel Gran Via Madrid allow guests to select items of food and drink for onward delivery to their hotel area for consumption. This service is well planned as a subdivision inside the Food & Beverage Department and may bring orders to guests. The duties of room service employees in this Hotel includes keeping supplies, taking orders, carrying out tasks given by the manager, they are reliable, responsive and being polite to guests, gathering dirty dishes (Melia, 2019).
[bookmark: _Toc25352186]Hotel concierge service in Melia Hotel Gran Via Madrid supports guests in various tasks such as welcoming guest on arrival, arranging for spa services, recommending night life hot spots, booking conveyance such as taxi, limousines, airplanes, boats, organising porter service luggage support and finding tickets for events.  In this hotel, it makes available information about local features such as shopping, dining, and entertaining end point.  Make travel provisions for sightseeing and other tours service may be required.
[bookmark: _Toc25352187]QUALITY SERVICE AND MANAGEMENT OF MELIA HOTEL GRAN VIA MADRID
Hotel  quality services  management could be referring to as multiplicity and intricacy involved during the pursuit of business operations and manoeuvres i.e. mechanism   in the creation and meeting the necessities as well as the client requests. There a measure to be taken which will result in making guest happy when good quality services are provided in the hotel and this consist of the following   basic areas: Quality management is an instrument for the success of hotel   and freedom of access for their profitability, it is also another way for hotel to achieve their aims and objectives. Quality management ought to be give a boost for continues improvement, therefore, the quality management of Melia Hotel Gran Via Madrid is built on the following.
Customer feedback is very fundamental in the sense that , it furnishes the hotel with  guest perception which is  use to make better the hotel services and the general  guest satisfaction(Beard 2014) through customer feedback , Melia  Hotel Gran Via Madrid get the real knowledge on ways  to provide good  quality service and  knowing  where the hotel exceptionally good or  fall short . The  customer feedback gives Melia Hotel Gran Via Madrid  the  excellent way of making customer expectation and creating a memorable guest experience
The service culture – Hotel management have to occupy and cast a clear arts and tradition  of service toward  that direction of the outer and the inside, the control authority in  specific , have to  set an example  on how to  realize  the  service  values, culture, reverence and all the staffs  notably the front office staff that will get in regular contact with guests  must  show empathy and kindness .
[bookmark: _Toc25352188]The Hotel expertise – The staffs at Melia Hotel Gran Via are professionals likewise the service personnel are very experienced, and this spread over alike and the employees disposition towards customers(Berry L.L., Parasuraman, A. 1991). 
[bookmark: _Toc25352189] The organization of work strategy and practice in the hotel. Melia Hotel  Gran Via Madrid  management of quality  resources controlled in a  different operations and course of action which are better managed , always sustained and upgraded in order to eradicate flaws and errors thereby  leading the business  to achieving  greater  and improved guest  satisfaction.(Martin, 2002)  Melia Hotel Gran Via Madrid  example,  supports their staffs to  know  the way to render  services which are better   and of great value(Gustafsson, A., Johnson, M. 2006). 
[bookmark: _Toc25352190]Proficient hotel employee training. There are the desires for unceasing needs for continuous developments  in the area of staff training , re-training and added  discipline or study  of their employees are encouraged due to  the changes of aims  and custom of the guests and also the modifications that are coming due methodological advancement and the  environmental variations .
[bookmark: _Toc25352191] Developing teamwork at the hotel. This is a situation whereby a small group of employee teaming together to have a common goal, objectives and acting together to achieving those plans collectively.  (Tudor, G., Srića, V. 2006). In other word developing team vitality and teamwork could have a decisive impact on making better the quality of hotel services in Melia Hotel Gran Via Madrid and a positive working and business environment in the hotel industry.
The invention of technical know-how has upsurge over time and this has aided Melia hotel  Gran Via Madrid management to trace the data about their customer  satisfaction ,for instance ,through online examinations  Melia Hotel Gran Via Madrid is capable of putting into practice a constant change for the better for their  service founded on the desires of their guest bases on remark and expression. Staff training and re-training helps to promote, improved staff’s productivity in the business organisation and increase the quality service and development of specialised knowledge (Hyken,2016)
[bookmark: _Toc25352192]CONCLUSION 
In today’s contemporary hotel industries, the provision of good quality hotel service has been greatly influenced by a key element and the most decisive and consequential of it is the contented and inspired  personnel and staff. Unhappy hotel staff could have a long-time damaging effect on the company   because of low productivity.  And a disgruntled hotel employee can have adverse effect on services provided as well as the business success. Melia Hotel Gran Via Madrid have invested in their staff training and re-training i.e. in human resources, investing capital on employee’s education and inspiration, which will cost the company but, in the end brings a better guest approval and a higher monetary benefit.
 At the present time, several hotel managers are dared by customer fulfilment since some customers come but fail to come back again due to their likings. Hence a steady progress of hotel modernisation, innovation and customer quality is the way to effective business technique, because of the requesting customers (Sim, Mark & Jones, 2006)
With respect to the above evaluative report, Melia Hotel Gran Via Madrid provides an exceptional Hotel quality services to their guests.  Concluding this study ,it is a commitment approach a on clear believe,  that the principle of quality service and quality management is Unquestionably focus  at the satisfaction of the customer client ,  it also strengthen the hotel aim ,thereby knowing the client needs , doing  so  means the competitive boundary of the hotel  will increase , profit and growth enhance thereby will also enhance the profit and the growth of Melia Hotel Gran Via Madrid.  
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