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INTRODUCTION


Purpose of the assignment  is to understand and reflect the guest services in the hospitality industry. To provide an understanding of the market environment with the knowledge of  how changing costumers preferences and their impact  upon guest service management.
 
Guest Services in the Hospitality

 Taking care of the  costumers is the heart of the business. Doing so means understanding and anticipating what the costumer needs and then knowing how to meet and exceeded those needs. Adopting an  approach with insights from all areas of hospitality. Guest services in the Hospitality Industry explores the intricacies of quality guest service with solid and proven concepts across the industry.(Paul J. Bogdan. oct 2012)

Quality Management in Hospitality
Quality in the tourism and hospitality industry involves consistent delivery of products and guest services according to expected standards. Delivering quality services is one of the major challenges the hospitality managers will be facing in the following years as it is an essential condition for success in the emerging ,keenly competitive, global hospitality markets.
There are various tools that measure and improve quality service ,as well as mechanisms for quality recognition in the tourism and hospitality industry. The managers should identify, record and weigh up the impact of cost-profit and be in position to prioritise towards a quality improvement process for their own property.
(International Hellenic University ,Management of organization, Marketing, Sultana Kapiki,2012)






The Ritz-Carlton  History
In the United States ,The Ritz –Carlton Investing Company was established by Albert Keller who bought a franchised the name ..In the early 1900’s none of the hotels were operating except   The Ritz-Carlton ,Boston.The hotel embodies the finest luxury experience .
The standards of service, dining and facilities of this Boston landmark served as a benchmark for all future Ritz-Carlton hotels and resorts worldwide
The Ritz-Carlton ,Boston revolutionized hospitality in America by creating luxury in a hotel setting
· Privet bath in each room
· Lighter fabrics in the guest room to allow for more through washing
· Extensive fresh flowers through the public areas
· A la carte dinning ,providing choices for dinners
· Gourmet cuisine, utilizing the genius and cooking methods of Auguste Escoffier
· Intimate ,smaller lobbies for moor personalized guest experience
In 1998 the success of The Ritz-Carlton Hotel Company had attached the attention of the hospitality industry ,and the brand was purchased by Marriott International. Since this purchase The Ritz-Carlton has continues to grow, providing exceptional service and geniue care to their guest across the globe.
Today ,the company continues to grow and to inspire life ‘s most meaningful journeys in the most desirable destinations on earth.

The Lion and the Crown
Elegance ,refinement and noble bearing.
‘The Lion and crown Ritz-Carlton logo is a combination of the British royal seal(the crown) and the logo of a financial baker(the lion)this logo was created by Cesar Ritz in 1965,Cabot and Forbes  decided that the logo of the Boston hotel dating back to 1927.
https://www.ritzcarlton.com/en/about/history


Evaluation and Critical Analysis
The Gold Standards of The Ritz-Carlton Hotel Company
Our gold standards are the foundation of The Ritz-Carlton Hotel Company,L.L.C.The encompass the values and philosophy by witch we operate and include 
The Credo                            The Steps of Services                          The 6 Diamond
Motto                                    Service Values                                      The Employee                                                                                                                           Promise



The Credo
The Ritz-Carlton is a place where the genuine care and comfort of our guests is our highest mission.
The pledge to provide the finest personal service and facilities for our guests who will always enjoy a warm, relaxed, yet refined ambience.
The Ritz –Carlton experience enlivens the senses ,instills well-being and fulfills even the unexpressed wishes and needs of our guests.

Three Steps of service
1. A warm and sincere greetings
2. Use the guest’s name .Anticipation and fulfillment of each guest’s needs.
3. Fond farewell. Give a warm good-bye and use the guest’s name.

Service Values :I am Proud to Be Ritz-Carlton 
1) I build strong relationships and create Ritz-Carlton guests for life.
2) I am always responsive to the expressed and unexpressed wishes and needs of our guests.
3) I am empowered to create unique, memorable and personal experiences for our quests.
4) I understand my role in achieving the Key Success Factors ,embracing Community Footprints and creating The Ritz-Carlton Mystique.
5) I continuously seek opportunities to innovate and improve the Ritz-Carlton experience
6) I own and immediately resolve guest problems.
7) I create a work environment of teamwork and lateral service so that the needs of our guests and each other are met.
8) I have the opportunity to continuously learn and grow.
9) I am involved in the planning of the work that affects me.
10) I am proud of my professional appearance ,language and behavior
11) I protect the privacy and security of our guests ,my  fellow employees and  the company’s confidential information and assets.
12) I am responsible for uncompromising levels of cleanliness and creating a safe and accident free environment.
The 6th Diamond
Mystique
Emotional Engagement
Functional


The Employee Promise
At the Ritz-Carlton ,our Ladies and Gentlemen are the most important resource in our service commitment to our guest.
By applying the principles of trust ,honesty ,respect ,integrity and commitment we nurture and maximize talent to the benefit of each individual and the company.
The Ritz-Carlton fosters a work environment where diversity is valued ,quality of life is enhanced individual aspiration are fulfilled ,and The Ritz-Carlton Mystique is strengthened.
https://www.ritzcarlton.com/en/about/gold-standards


The hotel how to adapts the changing  of the consumer preferences
The importance of employee and staff guesting interaction .
It is a really key the engagement you are measured by the product ,location ,but in end of the day ,the guests won an engagement ,a feel like ‘want to feel ‘ that they are important ,and that feeling like there are home.
Mystery shopper ,brand standards audit very detailed redone-that guest not rate you by your services and product, but how engaging employees  with them
80%-how is the engagement and 20% -how is the room or internet.
And really think as well how the employees is, what training ,what selection process do you have in place to get that employees on board to be prepared to be engaged with the company themselves then.
The standards a lot of company going away from that standards.
Going back to you are here ,to make the guest comfortable use the common since 
Are guide-lighted standards what need to be followed
They are interesting enough regards to verbiage ,to body language ,regards to grooming to come across to more engaging and a lot of things come back to having the talent to finding the people who passionate in hospitality and naturally engaged and giving them the technical tools instead off having a very process oriented and trying to teach someone to be engaging and probably the talent isn’t there.
Qality service
-Tangibles 
-Assurance
-Responsiveness
-Real lability
-Competence
-Respect for costumers
-Passion 
-Commitment 
-Generally care


The skills are the carrying curiosity to meet guests ,having a friendly relationship, the main language is not fluent enough to be engaging with the guests in many hotels is a breakdown and to make sure that in front of house positions the employees speak the languages of the guests.
Confidence is well ,how do you train confidence, a lot of things comes with experience as well that you grow into a position where you feel comfortable .
To feel approachable ,to send the message to the guest that you are ready.
The grooming standards –is that the expectations the quest has it’s the first impression ,for the newest guest-sooner they can get use to it, sooner you can embrace them easier and more successful will be.


Interaction between managers and employees
Managing and led by examples ,something it’s different cultures ,something new ,motivating, recognizing, very much hand on, they are not leading by the power they lead with the team.
Daily communication between managers and employee 3 time a day, analyzing the problems 
Guest service satisfaction scores to find if it need somewhere improvement 
Financial staff for keeping the revenue properly
Preparing notes for every meeting to discuss the goals for the day ,what needs to be accomplished ,project are happening
The attitude is very contributing
It’s easy to critic but what is challenging is to do something more efficient better then previously done that  work for the team as well
Need to be outgoing and carrying people 
Happy employees=happy costumers
https://www.youtube.com/watch?v=nrzmICQTWtA

The quality services is so important to the business . The business experience increase revenue  larger profit margins, greater costumer satisfaction. It’s about to teaching about whole 
Quality process. Sound complicated when talk about quality but you need to breached down to sample procedure or process.
Any procedure occurred or process ,or problem  or breakdown it is very important to documented, when is everything is documented you have that set of tools that work on them.
They focus on the  top 10 breakdowns per hotel, per division ,per department and formal QIT-
Quality Improvement Teams. The team is comes by all kind of positions ,senior managers ,line employees ,supervisors .They give 2-3 month to fix the problem
They think the empowerment is so important because it help them with problem resolutions because lots of employees needs to empower them self when it is a problem and they believe then the first person who receive the problem should be fix it not like in other organization you need the supervisor authorization.
The problem resolution is empowerment is the key, and they use to create well stories ,like create a mystique, for example a guest tells that they celebrate their special night and the employee going and baying something nice  for the guest, or does something really small for the guest or just something meaningful and uses the empowerment to create a well.
The slogan what The Ritz-Carlton use is ‘Let us stay with you’, which is very unique for the hotel.
Let us stay with you in your memories
Let us stay with you because you coming back
You need to create experiences ,it’s not just a luxury stay, because it’s now available all kind of  brand do that now, from the modern and very unique.
How do  you ensure that your ladies and gentleman's is trained to pick ups  those experiences.
For example the beverage manager introduce  give for a couple a tour of wine wall display  with 3000 bottles highlighting his favorites ,just in 10-15 minutes interaction with the guest ,those are the ting what you can’t booked ,they look for something personal. How can you create that ‘wall stories ‘,that memories, something different ,something you can’t pay for.
It’s not just about the meeting the guest expectation it’s all  about  to exceeding that expectation.
The key of the quality of guest services is the anticipating the needs, because the flufyllines is the basic ,you have a guest to  fulfil, witch is not easy, because our luxury guests have very demanding request ,difficult requests, but is it the first step, you need to able to anticipate  you need to be the one a step ahead.
https://www.youtube.com/watch?v=Thce9KEw2ww




Conclusion

The whole concept of quality services it’s is most important to have a passion ,in the hotel industry it’s not a job ,you just need to love what you do. Genuine caring and comfort for guests, It’s the highest mission. This abilities can’t learn ,you need to be  for guests ,you need to want to be on service .
The touch the heart of guests, to goal is to make the guest feel special   
The attitude and approach to the guest is  the difference.
The people skills is very important ,how can managing the more complicated situation ,how deal with the problem, how is the flexibility to react to different situation that’s occur in every few minutes in a hotel.
So it is very openmindness needed and to able to sea out of box and see the bigger pictures
https://www.youtube.com/watch?v=0UVr8KHCvfo
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