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What is service culture?

Exceptional customer service is prioritised and fostered by an organization's service culture, which
is comprised of its values, beliefs, and practices. Placing the needs of the customer first is the basis
of a great service culture. Strong service cultures place a high value on staff training and
development, acknowledge and reward good service, and foster an environment where employees
feel empowered and encouraged to provide extraordinary client experiences. In the end, service
culture cultivates an attitude of customer focus that fosters loyalty, contentment, and the
organization's long-term success (Solnet et al., 2019).
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Why it is important in the hospitality industry?
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InIHG hotels, the service culture is essential for several reasons. First and foremost, a great service
culture makes sure that visitors have extraordinary experiences, which raises customer satisfaction
and loyalty.

Second, the reputation of the hotel is improved by a strong service culture. Positive visitor
interactions lead to favourable evaluations and proposals, which are crucial for appealing to new
clients and keeping up with rivals in the hospitality sector.

Thirdly, a culture that values service fosters enthusiasm and a sense of pride in workers. Staff
members are more likely to be engaged, enthusiastic, and committed to providing extraordinary
service when they recognise the significance of their part in producing remarkable experiences.
This encouraging work atmosphere promotes employee retention, lowers the cost of turnover, and
helps maintain a high standard of operational quality (Zarezadeh et al., 2022).
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Role and Importance of Quality Services

IHG hotels work to del

THG hotels cultvate 3 reputaton f e ents by constantly

s of IHG maintsin its good name and reputation (Back

In IHG (InterContinental Properties Group) properties, providing high-quality services is essential
to developing customer happiness and brand loyalty. IHG places a high priority on providing
outstanding service to its customers, and this commitment to quality enters all parts of its business.
First, providing high-quality services enhances the whole guest experience and leaves a positive
image. To make visitors feel valued and have their needs satisfied, Quality services improve the
experience of the visitor and foster fond memories, from quick arrival processes to a trained crew
that goes further than usual to meet expectations (Zarezadeh et al., 2022).

Second, top-notch services help IHG maintain its good name and reputation. Positive referrals
from delighted consumers and online reviews further boost the brand's reputation, bringing in
additional visitors and encouraging repeat business.

Additionally, providing high-quality services directly affects how much money is made. Happy
visitors are more likely to suggest the hotel to others and return in the future, which boosts
occupancy rates and profits. Furthermore, frequent participants in IHG's loyalty programme
improve revenue through more bookings and the use of other amenities.
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Role and Importance of Hospitality Services
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The foundation of the guest experience at IHG (InterContinental Properties Group) properties is
the provision of hospitality services. IHG, one of the top hotel corporations in the world, is aware
that delivering first-rate hospitality services is crucial for retaining and attracting customers.
Among the many responsibilities that hospitality services at IHG perform are our front desk
operations, service coordination, cleaning, food and drinks, and guest relations. With the help of
these services, visitors can feel at home and have all of their needs handled while they are staying
with us.

The value of hospitality services to IHG lies in their capacity to improve overall visitor experiences
and set the company apart from rivals. Individualised service, anticipating guest preferences, and
delivering customised suggestions are all made possible by alert and competent employees. This
customised method encourages customer loyalty and a good reputation, which eventually boosts
sales and repeat business (Pizam, 2020).
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Role and Importance of Guest Services

As the main point of interaction between visitors and hotel staff, guest services are crucial to IHG
(InterContinental Hotels Group) hotels. They serve as brand representatives, upholding IHG's
norms and principles while aiming to go above and beyond for its customers.

Moreover, guest services make A smooth guest experience possible, enabling efficient
communication and collaboration between different hotel sections. They are essential in rapid and
effective problem-solving, which boosts visitor pleasure and preserves the hotel's good name (IHG
Hotels, 2023).
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Introduction

This presentation information regarding hospitality and guest services at HOTELS RESORTS
HG Hotel Caret al

They are vital parts that assure client fulfilment and create an enjoyable experience. Being on time,
concentrating, and giving specific attention is every element of service that meets or
satisfies customer demands. Hospitality includes all of the comforts, courtesy, and genuine
interactions that make guests feel cherished and at home. The services offered to visitors range
from prompt procedures for checking in and out to personal aid and problem-solving. These
elements are crucial because they encourage frequent visitors, goodwill advertising, and client
loyalty, all of which help the hotel's status and prosperity (Car et al., 2019).
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What is hospitality?

The practice of serving, organising, and extending a warm welcome to visitors is known as
hospitality. It includes establishing a welcoming and comfortable environment, anticipating needs,
offering first-rate service, and making sure guests are happy. It entails sincere consideration, close
attention to information, and a desire to give visitors pleasurable experiences (Car et al., 2019).
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