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[bookmark: _Toc148367395]Introduction
In the sector of hospitality, service quality is a climactic driver of customer satisfaction and commitment. As per the viewpoint of Walker (2021), it can distinguish a hotel or additional business from the competition. Due to this, the role and importance of quality service, hospitality and guest services within the industry needs to be significantly taken into consideration. Considering the same aspects, in this study, St Regis has been taken into consideration for effective analysis. At the initial stage, the company’s main consumers have been identified and then the reasons behind the selection of that consumer group are delivered effectively. Moreover, the nature, scope and role of guest services and facilities have been demonstrated in relation to St Regis. Lastly, the importance of hospitality in the market and the ways the company meet the needs of the consumers and guests has been deliberated.   
[bookmark: _Toc148367396]Briefly introducing St Regis
· St Regis Hotels and Resorts is an American global extravagance hotel chain which is admirably confessed and organised by Marriott International (Hospitality Net Org, 2023).
· The hotel company was founded in the year 1904 and is headquartered in Bethesda, Maryland. 
· St Regis is recognised for its convention of invention and responsibility for impeccable service (St Regis Marriott, 2022).
· It is located in more than 40 resorts and lodges in more than 20 nations around the globe.
· It has been found that the company’s market capitalisation is around $27.79 million as of October 2023 (Companies Market Cap, 2022). 
· St Regis was founded and designated by John Jacob Astor IV in New York City located in the United States (Ambition Box, 2022).  
Connecting traditional elaborateness with a trendy sensibility, ST Regis is committed to producing outstanding experiences at over 40 luxury hotels and resorts at the best homilies around the globe. The company has an imminent presence on social media platforms which significantly includes Instagram, Twitter and Facebook which makes the brand easy to interact with its clients and consumers. Apart from this, the brand familiarised the extreme idea of equipping in-room telephones to visitors back in the early 20th century.      
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· It has been discovered that luxury hotels target wealthy travellers and business tourists who are willing to disburse a gratuity price for high-end conveniences (HCA Pro, 2021). 
· Luxury hotels may also allure travellers who are glorifying a memorable occasion such as a marriage or anniversary. 
· The company targets the audience set that acknowledges appreciating unobtrusive, personalised and expectant concentration down to the finest fragments (St Regis Marriott, 2022). 
· Additionally, it has been encountered in a new article by Srivastava (2020) that St Regis targets volitional individuals to spend for premium spaces and experiences. 
· As a classic luxury brand, St Regis offers extraordinary customer service (Ngahwang, 2020). 
· The target of St Regis is the upper class so they propose premium service that is materialised at an elevated rate but is worth the money spent by them.
Luxury hotels may also target groups such as corporate gatherings hosting occasions or conferences, or destination wedding receptions. Considering the same aspect, the company operates the pricing strategy of ‘premium pricing strategy’ which cognitively demarcates that the brand targets the individual and people who can afford the superior and premium pricing for the rooms and accommodations. This is because the company acknowledges renouncing an inheritance of superiority within the service industry, improving the lives of clients by constructing and allowing matchless vacation and relaxation experiences.   
[bookmark: _Toc148367398]The justification behind petitioning this client group
· St Regis targets upper-class individuals for proffering the services because the brand suggests room buildings, comforts and food grades with high-end quality (Ngahwang, 2020).
· In addition, the employees are well-trained to access and decipher any client problem. 
· Along with that, the company might be targeting the prescribed group for hovering the clients the luxury pricing can not be paid by all classes of people in society. 
· St Regis is born of an outstanding legacy and formulated for contemporary specialists (Stephen Gates, 2020). 
· The company functions the most acceptable experiences imaginable which are usually the requirements of higher income group people. 
These wanderers may be glimpsing for a sumptuous vacation experience or they may be observing a business discussion or meeting and desire a satisfied and sumptuous residence to stay. Considering the same aspects, the brand targets the higher income group people as it concocts an experience beyond anticipation by embodying understated classiness, splendid attention to detail and a composition that stimulates the sensation of a residential house.  
[bookmark: _Toc148367399]Outlining the nature, scope, and role of guest services and facilities in the hospitality industry
· The hospitality industry includes restaurants, hotels amusement parks, and other tourism-related services (Jones and Wynn, 2019).
· The scope of the hospital industry includes operating in the food and beverage and loading and recreation industry  
· The faculty management system shall ensure the best amenities and heating and cooling system and lighting for providing the best service.
· The role of the guest service providers can be determined as the primary duty as it involves providing hotel-related information to its customers
· It helps to shape the experience of the guest and also helps to meet the challenges of the customer by communicating with them (Bhuian, 2021).   
Providing the best guest service shall be the primary goal of the hospitality managers as it focuses on creating a high standard of experience with the best friendly environment to make the customers feel that they will get a home environment within the hotel. Service quality is the key driver of the customer satisfaction. The facility manager is responsible for maintaining the legal requirements and healthy safety standards of the guests.  
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· St. Regis is advancing its scope by upgrading itself technologically.
· The company built its sister hotel in the Waldorf-Astoria. 
· The company tried to meet the needs of travelers with the help of George Flexcak.   
· The company also started planning to provide exceptional drawing inspiration based on the local geography and Bermudian Tradition.
· It will also provide direct access to the concierge team and try to assist with every type of room service (Coyle, 2023).  
· It also provides a signature butler service to its customers which is a mobile application for easy check-in and checkout (Tankha, 2022).
The increase in technology resulted in a changing guest experience, for this reason, the hotel associates have facilitated the ability to boost the number of requests while communicating with the guests by using the chat functions. The hotel shall have the scope for launching new applications which will ensure that their application has the capacity to support the guests. The resort also offers a place in which guests can renew their check-in date. It also offers a customised check-out process as per individual preference. The process is known as the round-the-clock service in St. Regis.    
[bookmark: _Toc148367401]Discussing the importance of hospitality
· Guest expectation shall be considered as the action anticipated while interacting with the hotel property
· Meeting and exceeding the needs shall result in positive review by the guests
· It also helps the hotelier to develop the marketing strategy and pre-stay recommendation. 
· It will also give the opportunity to make the right changes at the time of improving the customer journey (Mehta et al., 2023)
Good customer service shall help to create loyal customers. Every customer has a different brand perception of the hotel and will try to give their best. However, the expected level of service may vary from one marketplace to another. In such a situation the CX strategy of the brand helps to increase the customer experience.     
[bookmark: _Toc148367402]Discussion on meeting and exceeding guest expectations by St Regis
· St. Regis always tries to provide a digital solution for enhancing the guest experience
· It also provides training to its employees for listing closely and anticipated guest needs.
· It will help to create a proactive attitude and make the guest feel the team will help to meet the problem (Marriott, 2023)
It has been observed that anticipated customer service relating to the concerns of Visitors will enable the company to get a competitive advantage. The company also tries to provide the highest level of hospitality through trained staff.   
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From the above study, it can be concluded that St. Regis always tries to meet the needs of the guests with their best digital upgrade. It has been considered a luxury hotel that aims to provide a high-end service to its customers. The company also has the target for the prescribed group which will pay the luxury pricing to them.  It has been also observed that the company always tries to provide the best customer service with customised check-in.  
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