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Hotel Indigo
[bookmark: _Int_xC1f4Ltp]Hotel Indigo is a hotel chain owned by the IHG hotels & resorts group. It’s first hotel was opened in Atlanta, Georgia in the October of 2004 (Dewi et al, 2023). The Hotel is known for great, bright art, its ambience, and its amazing food. It embodies the essence of its location, and provides guests with a classy, unforgettable authentic experience. Hotel Indigo is a hallmark in great guest service, utilising its location to its benefit and playing with its strengths. Currently, there are 130 Hotel Indigo branches, with 16, 343 rooms available.
[bookmark: _Int_osjxsgfV]Hotel Indigo’s main target audience is the middle market, above average consumer looking to visit a city; Unlike a hotel chain like Six Senses, which offers a luxurious, top of the market experience at a whole resort, Hotel Indigo offers a more local, grounded experience. As mentioned, a big selling point of Hotel Indigo is that their branches are located in the ‘heart of the neighbourhood’ (Hotel Indigo website, 2023). They offer high-class boutique rooms with great placing, a lot of their branches being near train stations, bus routes and points of interest.
[bookmark: _Int_jr3exSKV][bookmark: _Int_u88aZvBF][bookmark: _Int_nYrFZn8a]For example, the Hotel Indigo branch in Leicester Square is located in Westminster borough, which is very close to points of interest like the British Museum, London Zoo, Hyde Park, and many of famous attractions in London. This is great for the hotel as it attracts a lot of tourists with a good amount of money as these attractions are fairly expensive to enter, allowing them to charge a mid-range price for a room for a night, in this case it is £195.
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Guest Services and Facilities (In General)

Role
· Improving Guest Experience: Their main responsibility is enhancing the experience of their patrons, Improving Guest Experience. This can be done with Personalised Experiences, meeting and going above and beyond for your guests and their expectations, and having proper, well-maintained facilities.

· Customer Attraction and Retention: Great guest service and experiences create customer retention. This is great for creating loyal customers that, when looking for hotels to book and stay at, their positive experience at your hotel will make them more inclined to book at it.

· Revenue Generation: Guest services and facilities that have a direct effect on revenue generation; Paid premium experiences like Spas, room service, event hosting, recreational experiences like Yoga and Art sessions, and LAN parties.

· Managing Guest Experiences: Effective guest services are one of the most important aspects of guest service. Managing guest services makes sure all activities/accommodations offered are up to standard for the company and are vital for meeting the expectations of visitors (Brand Culture, 2021)

· [bookmark: _Int_LYErcq4A][bookmark: _Int_22fA4Y3N]Cultural Exchange: Many guests will come from many different walks of life, with different upbringing, traditions, and cuisines. Highlighting and celebrating these cultures with activities that are traditional for the area the hotel is located in, or offering cuisines that are native to the area. Some other activities that are included in Cultural exchange. Cultural exchange is great for giving guests unforgettable experiences, new experiences with diverse cultures, and meeting people from other races, countries, and religions (Rutherford, 2021)

· Customer Satisfaction: In the hospitality industry, treating our customers as our priority and making sure they are happy and satisfied. Happier customers are more likely to recommend a hotel to other people, giving us a free, more guaranteed marketing strategy.

· Word of mouth and reputation: As mentioned, word of mouth is one of the best ways of gaining new customers, as people are more likely to trust a close friend, coworker, boss or family member about something than a company advertisement or sponsorship (Hayes et ai, 2017). Customers with positive experiences at our hotel will talk about it, whether it be in person over dinner or online on platforms like Facebook, Instagram, and X.






Nature
· Adaptability: The hospitality market is everchanging, with trends coming and going every year. For example, 2023 and onwards has had a hotel trend oh hyper-personalization (EHL Insights, 2023). Adaptability is an important pillar in maintaining and keeping a hotel open; If you can’t adapt it will be much harder to grow your hotel

· Diversity: Offer a diverse range of activities and services, for every type of person; For people that prefer art and music, offering sessions and classes for them to learn, practice and use the tools necessary to do these activities is a great way to get visitors to sign up and pay for these tailored experiences.

· Customer-Focused: Guest services, activities and amenities that prioritise the wants and needs of guests. These are here to focus on the experience of guests and give guests the best experience we can offer

· Quality-Driven: These services must be of the highest quality possible. Giving the guests a comfortable, fun experience and prioritising their loyalty, pleasure and positive evaluations depend on the quality of the services we offer to our guests (Berezan et al, 2014)

· Service-Oriented: Guest services offer small, formal things that are there to optimise the experience and to make the experience a lot less stressful for guests. For example, concierge services, an easy check-in/check-out service and Guest Experience Makers (GEMs) to help give guests activities and experiences that better suit them.




Scope
· Accommodation is essential for any good, long-lasting hotel to have rooms that are comfortable, private, and fitting for the area/place.

· Recreational activities and Entertainment: Hosting things like Spa days, Fitness centres, art lessons and live entertainment like theatre are great ways to have your guests unwind and enjoy their stay at the hotel.

· Customer Support: Helping get rid of a problem a patron faces in the best and most effective way possible is a pivotal concept in creating a great guest experience. Resolving their issues, managing their complaints, and fulfilling specific requests ensures that your hotel will be great, and increase the chance of these guests returning to your hotel (Ford et al, 2018)



· [bookmark: _Int_XknbVGh4][bookmark: _Int_sf722PXz]Catering and Dining: Guest Happiness largely depends on what food they will be eating. Something that tastes cheaply made, looks bad or uses bad ingredients greatly diminishes the guest experience. A great hotel catering service will offer local specialities, great tasting, fresh foods, and foods that look pleasing to the eye.

How do Hotels meet Guest Expectations?

· [bookmark: _Int_UPW6bM7G]Free, freshly heated towels: Fresh towels are a great way to give your guests a more premium experience and is also a good gesture to show that you care for your patrons.

· [bookmark: _Int_Fd9ApwTX]Personalised menu courses for your guests, suiting the pallets and dietary constraints the guest may have. For example, having vegan courses for those who prefer to not eat meat is a great way to include those in that lifestyle.

· Attentive Staff: Having staff that cares about the satisfaction of your guests and focus on delivering a vast experience to your guests is something that elevates an average hotel to a hotel that guests will return to.

· Cleanliness: Having the hotel and rooms clean and brand-new looking is crucial for a hotel; Hotel rooms with unclean duvets and bedsheets, messy corridors or a reception that has dirty desks will turn away most guests, as they will believe that no matter how good the experience can be, the dirtiness of the hotel will always be at the forefront of their mind. Great hotels are cleaned to above standards, and smell and look inviting.
· [bookmark: _Int_RJBHk5s5]Great décor/foliage: Great hotels need good décor as it makes the guest experience indirectly, as it creates a homely, familiar feeling for many people and makes the room feel like a little home rather than a room in a place you do not recognise 
(Lang & Swander, 2023)
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