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Hospitality & Guest services
Summary
This assignment focuses on the topics of guest services and quality management of a hotel. These services have been studied and analyzed. Also, the responses of this hotel to the changing consumer preferences have been studied. It has been found that these changes affect considerably the services of hotel management in many ways. This assignment also covers the continuous improvement of hotel management in delivering quality guest services.






















Introduction
Purpose 
The purpose of this work is totally academic. I am supposed to apply my understanding of different topics of hotel management on a hotel. Thus, UNICO hotel has been chosen. This assignment is aimed at studying guest services, quality management, changing consumer preferences and their impact and response of hotel management to these changes.
Key terms
Guest services can be defined as the services and efforts which a hotel delivers to its customers. These are defined as under.
Facility of Rooms
Hotel offers rooms of different sizes and designs to its guests, so that they may stay and experience the quality services of hotel.
Front office operations 
These are the operations which are responsibility of the front office staff to deliver what guests demand.
Eating and drinking 
These services include breakfast, lunch, dinner, branch , drinks and all alike to satisfy customer needs and wants of hunger and thirst.
Security services are aimed at safety of guests including CCTV cameras, door locks, security guards and others.
Parking lot
It is the spacious area for the cars or vehicles of guests.
Transport
It includes the transportation services to carry the guests from one place to another.
Tourism
Hotel provides facilities of tourism to their guests. This includes historical places, beautiful sceneries and other places of importance.
Internet facility
It is the provision of 24/7 WIFI facility to customers.
Laundry service
It refers to washing and pressing of clothes of guests.
Pets caring and accommodation
Unlike before, hotels are now accommodating pets of the customers such as dogs and cats.
Kids facilitation area
This area contains all the facilities where children come and enjoy freely with other children of their age.

Newspapers
Newspapers of different publishers are served in the rooms which keep the guests updated.
Bathroom facilities
The bathroom facilities have now become center of attention for all the hotels. The first place after getting up early in the morning is concerned with mood of guests. Thus, the different kind of facilities are being offered in bathrooms such as lotions, soaps, face wash, shampoo, curtains, tubs and others.

Components of guest services
Effective customer service delivery plays a vital role in the success of any hotel. According to US based New Voice Media Study, companies lose $41 billion per annum because of poor customer services delivery.
Guest services mainly consist of following components.
1. Customer Value
The major component of guest services is to create customer value by achieving satisfactory the best overall customer experience. This can only be possible through timely response of hotel management to customer preferences.
2. Awareness
Awareness about all the service offerings in hotel is mandatory. Solving problems of guests is the only way to retain them and this can be achieved if the front office staff keep themselves aware of all the services. 
3. Friendly behaviour 
Friendly behaviour occupies huge space in the minds of customers. Guests always expect positive attitude and friendly behavior and this is the reason that hotel industry is consistently focusing on training and development of front office staff.
4. Responsiveness
Responsiveness to guests’ demands is the way to come close to them. This is considered as core competency of an organization.
5. Problem solving attitude
Problem solving attitude creates customer equity. The guests always expect from the staff of hotel high and want their problems solved at once. This is the only reason behind the success of any hotel organization.
I have chosen UNICO Hotel Riviera Maya located at Mexico to use my knowledge and understanding on its analysis.


Provision of services in UNICO Hotel 
This hotel has achieved success through its following guest service offerings.
Also, it offers the following major guest services.
· Rooms & Suites
· Tourism, golf ground, and also spa facilities
· Events, festivals and occasions
· Arrangements for meetings and conferences 
· Remembrance of Local traditions of Mexico
· Parking lots
· Swimming pool
· Ocean view spaces
· Gymnasium 
· Easy check-in & check-out
· Late nights checking-out 
· Laundry services
· Restaurants, cafes and pubs for eating, drinking & dancing
· Spa
· Beauty salon and Barber shop
· Many others


Continuous improvement of Quality management in UNICO Hotel
The UNICO Hotel with its multifarious services have always beaten the competition and remained successful in hotel industry. It has made its good will through its quality management. The continuous improvement that has always been reflected from its Front office operations has brought it among the top most hotels of Mexico.
Over the years it has maintained its standard and quality which can be observed through its following amenities.
· 24/7 room service
· Free Wi-Fi
· Unique and multiple facilities in bathrooms
· Water sports
· Local host for daily needs
· Customized pressing and steaming services 
· Free calls service for U.S. and Canada
· Coffee machine in rooms
· 55 inches LED
· JBL Sound system with Bluetooth and alarm
· Multiple USB charging ports 
· Remembrance of Local traditions of Mexico
· Packing and unpacking of luggage
· Shoe cleaning & Polishing
· Cleaning and maintenance requests
· Tour Guide

The successful offerings of these services and facilities to the guests reflect quality management (continuous improvement) of The UNICO hotel. This shows that the management always keeps a close eye on quality and bears anything except quality. Every offering is delivered with full attention and planning to maintain the quality of hotel.


Responsiveness of UNICO to changing consumer preferences 
This hotel has always been responsive to the changing consumer needs.
Following are some of highlights of its services changed with the changes in consumer priorities.
This hotel has modified the settings and offering of its rooms and suites as per new trends. It now offers comprehensive packages for stay having rooms and suits of different sizes, designs and classes such ass  Allcoba Swim-up Pool, Pure Allcoba, Allcoba Ocean View, Allcoba Ocean Front, Estancia Suite Tropical View, Estancia Suite(one bedroom), Estancia Suite (two bedrooms) &Villa. 
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Similarly, it has advanced the bathrooms by adding Custom bathrobe and slippers, locally sourced soaps, Hair blow dryer, flat iron availability, terrace, lounging area, unique, custom designed furniture and pieces of local art, Aromatherapy and pillow menu, Custom scent amenities etc. Importantly, the three important factors of Quality management including Leadership, guests and market focus, and information and analysis are clearly reflected from the services of this hotel.
Further, hospitality managers have always encouraged remained more and more customer‐focused. They have developed a culture which have encouraged creativity and innovation. They have used Web‐based marketing at large scale to attract customers and improve performance of the hotel. It has also been analyzed that the main reason behind such a rapid success of this hotel is its quality management that is shown through its reliability, responsiveness, assurance and empathy towards its customers.
Effects of changing consumer preferences on guest services management 
Consumer changes create a number of challenges for hotel management for which they remain updated and change their policies accordingly. Changing consumer preferences affect the hotel management in many ways. Online purchasing has brought many challenges for hotel industry with itself. It has changed the consumer behaviour of purchases. Resultantly, the hotels have been compelled to introduce online swapping machines to accept cards instead of paper money. Moreover, with the advent of social networking websites such as facebook, guests have become more curious to share the updates of any hotel where they go. This speediness in sharing the responses has directed the front desk staff to remain attentive and responsive all the time. Similarly, with the advancement in technology, guests have multiple options to order anything from outside. Thus, the hotels need to keep everything ready full of taste. Also, the internet surfing has unlocked many avenues for the guests and they can search for the best option. Therefore, hotel management has to keep their websites updated and make them easily accessible, so that the customers may find and understand what they offer differently. The environmental changes impact consumer preferences which in turn affect the human resource management, service quality, hospitality education, the food service sector, strategic management and legislation of hotels.




















Conclusion

In the nutshell, it has been observed that guest services are the quintessential part of any hotel and all the components making them are all equal importance. The UNICO hotel has maintained its status. It has focus fully on its guest services. The quality management of this hotel has always remained effective. The focus of this hotel on its offerings, employes attitude, 24/7 service provision, human resource management, marketing research and cleanliness is commendable and because of this it has always been on growth. Moreover, the changes in consumer preferences with the advancement in technology have brought multifarious challenges for this hotel but it has always tackled them effectively and efficiently. It has continuously been improving its standards, installing advanced machineries and plants, updating software and conducting proper research to respond each and every consumer demand. These changes create challenges for hotel management, its leadership, marketing department, research and analysis section, front office and executives. All these challenges can be best tackled as The UNICO hotel has done.
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