


[bookmark: _GoBack]


This report will be discussing the service provided at the Travelodge hotel. Also, the report will be looking at quality management and continuous improvement. It will reflect on how changes impact guest service management 
The main finding in this report will show the benefits related to customer satisfaction. What the benefits are when, guest feel welcomed. When they feel important, secure and cared for, whist they experience hospitality that will lasts in their memory. Giving the hotel its reputation and longevity.
In 1985 Travelodge Britain’s first value hotel brand was launched. The first branch in the UK was opened in Barton Under Needwood in the heart of England. Since those early days Travelodge has gone from strength to strength and is now the Largest independent hotel brand with more than 570 hotels.  Hosting 40,000 guest bedrooms right across the UK. This successful brand has now also found in Ireland and Spain. Travelodge now has added Amenities such as tv and telephones Travelodge is now a subsidiary of Trust house Forte a luxury chain in the UK.

Verma (2011) points out that a hospitality manager must put in more than enough time and effort that exceed the normal efforts. This is in order to plan and organize the service and delivery system that will work efficiently to achieve the company’s goals and motto. Which is failing no guest and delighting every guest This is achieved by successfully planning the entire Guest experience and managing quality service in hospitality (2011)
 Andrews (2007) In the late 1950 began a new concept about hotel management, from this emerged the budget hotel. The first of which was the Travelodge in Tacoma Washington and it grew into a successful chain throughout north America. 

Budget hotels were originally based on budget price and basic comforts. The rooms would be clean with basic bed and tea coffee
Facilities. No room service provided, no cooked breakfast.
In these early days service was limited, and customer satisfaction was not factored into an evaluation
However, to increase patronage and compete with established hotels. Travelodge began to compete through the introduction of a more luxurious appeal to the public.
This change began through refurbishment of the rooms and media launch of the programme through advertising widely.
Within the rooms, the basic beds where transformed into comfortable double or king-sized beds with deep mattresses. 
Travelodge developed cutting edge guest service by offering guests a brand-new rooms design. A dreamer bed an upgraded new luxury king size produced by royal warrant holders.
Used in the media adverts. The rooms are fitted with the needs of modern technology with a WIFI access. The rooms are end suite.
From the basic food amenities that was originally provided in the past. It now boosts of fully fitted hotel kitchens although not al a carte after a certain time. Travelodge now have a range of menu catering for guests on the premises. Understanding customer preferences in diets by providing a vegetarian menu. Travelodge offers to guest as part of the guest service experience an unlimited breakfast and kids eat for free. Giving cutting edge guest service.

The other service provided by Travelodge for guest. The restaurants this is open until the evening, but guest can still have a hot meal which come in a range of pizza’s also a range of vegetarian food which can be order at the bar in the late evening.

 Travelodge   aims to be the best for value and to be unbeatable for price and comfort for business travel, student’s discounts and short stay travels. All to be attracted by the modern bedrooms and comfy beds Travelodge strategized to suit all budget. A further development is that Travelodge offer its customers a business account card that card will give the customer 6 weeks interest free credit with service within the hotel. This will help with consumer preference the changes impact on guest service management it will consolidated invoicing less time on paperwork.
Goodman (2014) Claims address the details of developing a successful strategy for ensuring that all the different types of customers you serve will gain easy access to service via their preferred channels.
Verma (2011) Hospitality and Service are both distinct and interrelated hospitality is like strategies whereas service is its tactics I believe that they both are integral to every business and they are fundamental to our industry.
Travelodge have more than 12000 staff that all work together to give guest service experience to guest. Travelodge offer part time and full-time roles all staff undergo training that they may be successful in they roles. Travelodge is a diverse workforce upholding the policies on equality.
Ozbilgin (2009) as I work with mentor students interested in edi I encourage them to follow their hearts while also doing work that is important to them and publishable the field is open, and opportunities and rewards are great.
Andrews (2007) The joy of serving people the benefits of service are many people are giving business to those who have better service. A good service gets better pay checks and tips it ensures repeat customers service is the cutting edge.
Franz (2010) promotes the ideology of Travel lodge when he states that continuous improvements is a vision. Success is when lightbulbs come on and people say wow. This is what it feels like to open our minds to the possibilities for improvement.
They are a Group booking rates as part of continuous improvement, this offer come with a method of flexible payment for the customer. Also, alongside consumer preference customer can have they pets stay at Travelodge for 20 pounds per day. An innovative idea.
Susskind et al (2007) Happy guests are important but happy guests who want to return are more important.
Travelodge’s continuous improvement they are in partnerships with virgin giving they guest the best in WIFI available in every room throughout the hotel so in terms of quality management at Travelodge it is all about the customer. And to deliver that guest service experience.

In service it is importance to give customer satisfaction and to demonstrate cutting edge guest service. Quality management within the hotel need a strategy this could be in the way of delivery for the successful running of the hotel. Without satisfied the customers the hotel will not do well. However, a good service will costumers satisfied guest we need to have an attitude for customers’ needs and expectations. And perceptions in conclusion I have see the establishment need to go to lengths to provide customer service with the right atmosphere and preference for customer.in my conclusion it is all about satisfying customers. Travelodge as upgrade they bedrooms from over the years they have identify customer need for explain some customer when they go away, they do like to have they pet with them Travelodge offer this service and they fore adapting to changing consumer preference 
I am amazed by the company’s dedication to anticipating customers need from king size to extra pillow. Travelodge as identify customers needs than meet it. As a next plan Travelodge offer a group booking rates helping to enriching customer satisfaction.
In today world the hotel needs to identify the need of the customer it is all about knowing your guest as they returned, we know what drink beverage they have requested. in conclusion it is all about going to the extremes to delight the guest and giving them that memorable experience.
In service it is importance to give customer satisfaction and to demonstrate quality management within the hotel. With strategies this could be in the way of delivery of service. And for the successful running of the hotel. It is all about doing what matter to the guest about leaving impressions on the customers also identifying the role of employee that staff will know what they role are. this will give exceptional customer service. And quality management continuous improvement they ways how this can be achieved is having a genuine interest in guest. Paying attention to guest having enthusiasm in serving guest. Also having a relationship with the guest that will inspire enthusiastic it is all about delivery quality service having that contract with guest and delighting them.
However, I do feel as part of the hotel strategies it is to give guest the opportunity for feedback on, they still and by doing this the hotel can then identified any comping and this will help to meet expectation for the guest. Also, the hotel will get to know guest better. Having continuous improvement is always knowing what is important to guest.
Also, to give staff training on guest service also it would be good for the hotel to have its website then guest can get to see the service that on offer. To increase satisfaction making the guest feel special and making them feel at home. It is important for guest to have that welcomin experience and for hotel to always have the right attitude and most of all making sure goals are met within the hotel with customers. And having a drive-in achieving customers satisfaction.
Travelodge first opening in 1985 as a value hotel and today as gone from strength to strength in service provision. And guest service experience they have given guest choice and consumer preference. And this as have a great impact on guest service to demonstrate an application of cutting-edge guest service. 






Reference 

Sudhir Andrews (2007) Hotel housekeeping management and operations   published (2997) page 146)
JAEFFREY k. liker James K. Franz (210) the Toyota way to continuous improvement published (210) New York page 2)
Shep Hyken (212) Amaze every customer every time published by Greenleaf book Texas (212) page 39)
John A. Goodman (2014) customer experience printed in the united states of America (2014) page 15)
Michael c. sturman Jack b corgel Rohit verma (2011)  the cornell school of hotel administration on hospitality printed (2011) in new Jersey page 5)
Mustafa F ozbilgin (2009) Equality diversity and inclusion published (2009) Edward elgar limited page 24)
Alex M. susskind and Mark maynard (2007) the next frontier of restaurant management published (2019) cornell university page 15)n
2

image1.jpeg





 


 


 


BUSINESS SKILLS


 


GUEST 


EXP


ERIENCE


 


 


Olu Adegbite


 


 


Patricia Beckford


 


1818143


 


 




   

  BUSINESS SKILLS   GUEST  EXP ERIENCE    Olu Adegbite     Patricia Beckford   1818143  

 

