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Summary
In this paper, the Stoke Park Hotel, Buckinghamshire, will be analyzed. The Stoke Park Hotel, Buckinghamshire, is a 5-star hotel spanning 3000 acres with a superb golf court. It has 120 double rooms and 5 junior suites. It also has conference rooms and other facilities such as a sauna, swimming pool, jacuzzi, restaurant, concierge, 24-hour front desk etc. It is one of the few hotels in the city which stay open year-round. It is also renovated every 5 years to keep it up to date with development and environmental policies. Other services in the hotel include, spa, tennis and championship golf course.






















INTRODUCTION.
Guest services
Guest services are basically services, facilities and amenities which a hotel management provides to their guests, ranging from breakfast to room services, laundry, etc., exceptional guests services makes the guest feel how important they are to the business. Good guest services also means meeting and exceeding the expectations of the guests (Kuroiwa and Takayama, 2017).

Service provision and quality management (Continous improvement). 
Due to the accelerated pace of the modern life, consumers have massively reduced the time that they spend on making decisions for buying a service and generally choose services that match their own personality or those that promise the best experience (Melián-González and Bulchand-Gidumal, 2016). In the case of hotels, this means that people would more likely prefer hotels that have great value for guest services. The Stoke Park Hotel has excelled in this area, providing several personalized services that are specifically designed for each guest. The service provisions at the Stoke Park Hotel also have a wide selection, and the most basic ones were guest reception, room service, food service and security other than those there were also some like access to the theatre, swimming pools, casino, bar and all the other facilities that were provided there. The quality management at the Stoke Park Hotel was also very carefully strategized and there are teams of people employed to conduct surveys and market research to start guest service prospects and then to determine the best approach to meet or even possibly exceed those prospects. The Stoke Park Hotel has adopted quality assurance as a business strategy, (Cvelbar, Grün, and Dolnicar, 2017).

The management of the Stoke Park Hotel, are always evolving to meet the taste of the customers be it in service delivery or in facilities and amenities provision in the hotel. Another thing that had really stood out from the start was how magnificently enormous the hotel was. The hotel had a massive ground where the guests could do whatever they like. They could walk with their family or play a game of badminton. The hotel also had a golf court, a basketball court and a tennis court; this gives an idea of the sheer magnitude of the hotel property. The hotel also looked very beautiful from the outside too and it kept the theme of looking futuristic by having a very elegant edge to the structure and architecture of it (Rate, 2017).
In the service delivery, the Stoke Park Hotel is keen on ensuring total customer satisfaction, thus it employ the use of robot in the lobby. Also, the staffs were also friendly, polite and welcoming. They gave a warmly welcome in a personalized manner to every guests that arrived at the front desk.  The use of software and application in booking for services, ordering for meal and laundry services also makes the experience in the hotel enthralling.  The ability of the staffs to give a listening hear to guests complaints is noteworthy.
The tactic they use to find out about and adapt to changing consumer preferences is that they conduct surveys to ask people about their experience at the Stoke Park Hotel and how it can be further improved. The survey results are then compared with each other to see the most common demands that people said would improve the experience at Colossus and then the owner tries to adapt the current state of the Stoke Park Hotel to suit the new demands that are occurring.
This tactic is very smart and efficient as this greatly impacts their guest service management because this allows them to find out what the guests don’t like about the hotel so that they could look for a solution to that problem. That would greatly impact the experience and customer satisfaction at the Stoke Park Hotel and help gain some regular and loyal guests too because guest service management is mainly all about meeting or exceeding the expectations of the guest so meeting the demands of the guests and applying those demands to the guest services would definitely gain a lot of positive feedback.

HOW CHANGING CONSUMER PREFERENCES IMPACTS GUEST SERVICE MANAGEMENT
The Stoke Park Hotel has adapted to changing customer preferences by maintaining a great online presence. Bookings can be made from their website as well as from third party sites like booking.com, hotel.com and trivago. They display their available amenities, ratings and reviews and distance from the beach. 
The Stoke Park hotel is aware that information is king so they uploaded their quality management policy on their website touching on issues like the environment which they know may be of interest to some of their potential customers. The quality policy of the Stoke Park Hotel is divided into three parts – environment, services, and health & safety. 
The Environment section of the policy talks about the Stoke Park hotel’s plans to reduce their environmental impact by reducing the amount of packaging and plastics utilized and using a renewable energy source to heat up their water.
In the Services section, the Stoke Park hotel explained that they follow a ‘guest – centered approach’. In line with this, they have developed a system to respond to their guests quicker. They also keep their staff up to date by educating them on updates to the organization and industry regularly. As this hotel is part of a larger chain, they talked about how they have passed all the Best Western service & facilities quality controls. 
The Health & Safety section talks about their commitment to the health and wellness of their guests by taking full control of all stages of food preparation and kitchen cleanliness, and ensuring their water is regularly tested to meet the health regulations. Based on the components of quality policy identified, the Stoke Park Hotel meets the quality management requirements. 
One of the standouts in this hotel’s quality policy is their clear commitment to continuous feedback from guests and their staff. They employ an open-door policy with both the guests and their staff, making their guests feel like they are a part of the company (Sipe and Testa, 2018). This openness has led to greater customer satisfaction as all their guests feeling heard when they meet any staff member with a suggestion or complaint. A look at the hotel review on Google reviews shows they have an average score of 4.9 out of 5. While some of the ratings are because of the location, a survey of the results shows that some former guests did compliment the staff members on their customer service, which means the customers felt their needs were satisfied. It is clear that their approach is working. 
The Hotel’s commitment to continuous improvement shines in their commitment to continuous education by having yearly education programs for their staff members. This way, communication is constantly flowing between all levels and departments and their staff stay abreast of the new trends in the industry and the changing needs of their customers.
One other thing of note is the fact that the hotel advertised that they were open year-round. This is another amenity that may attract certain customers looking to stay in that area during the off-peak season when other hotels are closed.






Conclusion
Quality management requires opening the lines of communication between all levels and across all departments. Only through a joint effort can it be a success. Having a good quality policy and a quality management plan contribute to this as well, as they ensure every staff member follows a defined process which is constantly assessed and improved in order to improve the hotel’s metrics, one of which is customer satisfaction. When the changes according to the consumer preference are implemented to the guest services through the guest service management team, it makes the hotel more successful as mentioned before that people mostly choose services that suit their personality and that a wide range of services should be available to suit more people.  The quality management team is also working in place to increase consumer satisfaction rates.
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