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 Introduction                                                                                                   							   
 The hotel industry is one of the most competitive organisations, mostly in the 21st era, for this reason hotel managers need to pay more attention to service quality. Likewise, quality management is one of the main areas to address in order to sustain the competitiveness in the hotel industry, and most importantly guarantee the repeated business in the hotel.  This evaluative report will focus on IBIS hotel.

Guest service, as the centre of front office pursuit ,the front desk is in charge for the coordinating of the guest service, normally guest service is the means of providing information and service ,this could be made up of both interaction with the staff and also the quality of service provided. According to (Michael L. Kasavana, and Richard M. Brooks. 2009). Guest service consists SERVQUAL dimension use in measuring service delivery, service quality and service setting offer in the hotel.
SERVQUAL due to the carefulness of service in hotel, that is( impossibility, inseparability and impalpability )and thus a particular model (SERVice  QUALity) call SERVQUAL was introduce. (Parasuraman et al (1988) define SERVQUAL as the procedure to capture and measure the service quality experience by customers. For measuring service quality, SERVQUAL is one the most welcome tools for measuring service quality, and this model has been applied in various service including hotel industry.
SERVQUAL is made of five dimension namely Tangibility, Responsiveness ,Reliability Assurance and Empathy, these dimension appraise customers perception of the service quality , and  that build on the gap connecting  customers expectation and their perception .However service quality is a multicomponent established, therefore each of the SERVQUAL five component has different characteristic for evaluating customers perception and expectation regarding the service provided in IBIS hotel  
Tangibility the actual attestation associated with the service amenities should be clean also attractive,
Reliability, reliance, truthfulness and consistency and the ability to offer service accurately and also to keep on promise 
Responsiveness welcoming of guest response to guest request, and the ways of solving problem fast and the ability to help the guest as well to meet their needs  
Empathy accessibility, consideration and the best thing for customer that make them feel as guest of the hotel that are welcome any time.
Assurance this component creates trustworthiness for the guest

According to (Lamb.2004) service delivery is one of the most significant portals that service organization have to introduce to achieve guest’s satisfaction this could be Reliability dimension be about delivery service that is mostly build on meeting or exceeding expectation of guest this  give IBIS hotel competitive advantage and ability to continues and survive and making profits. Service delivery in IBIS hotel provides guests with an increase in value. 
Service quality is define as a the level of service which accomplish the necessity or the expectation of the customers ,or conceptualised, it as the general impression of customers as regards the excellence of the service  in another words it is all about what customer get , or what the customer is willing to pay for. IBIS hotel achieved many benefit by service quality, such as demonstrate a strong customers Reliability and satisfaction, this contribute to the image of hotel (Mukhles M. Al-Ababneh. 2017)

Tangibles , the attractiveness  atmosphere and physical environment in which the service is be offer and contented for example the structural layout and functionality or the floor plan of IBIS hotel are well furnished ,the Artefact and the signs, symbols  or signal to communicate IBIS hotel image and also help the guest to find their ways, all these established a well responsiveness of service setting for IBIS hotel and good guest experience .




IBIS HOTEL.
IBIS  hotel is a four star hotel located in the heart of Paris ,is one of the largest hotel in France with a luxury suites, family accommodation ,and over 450 hotel rooms IBIS hotel is standing out as one of the mostly luxurious hotel in France the hotel very calm sited in a large compound ,which offers holiday destination in France. IBIS hotel provides different kinds of terms of suites and rooms all with flats screen TV, internet WIFI, and other amenities including a restaurant, conference rooms swimming pool, business centre and gift shop
     The service provided by IBIS hotel are as followed aesthetic rooms, swimming pool conference rooms restaurant concierge service. Every customer in IBIS hotels enjoy a lot of service and amenities which intensify their stay this includes 
Aesthetic rooms, now that hotel industry is competitive, one way to appear unique its choice of room amenities and the in-room items, these features should be useful, tasteful, and unique. The luxury rooms are well furnished with delightful interior decoration. The employees of IBIS hotel are well trained   and determined to make guests’ stay memorable experience. Well-dressed employees particularly the front office staff, state-of-the-art décor including furniture in the aesthetic rooms constitute tangibles dimension of service quality.   

Meeting rooms, with superlative location, IBIS hotel offer both easy access and the state of act event, IBIS hotel mezzanine floor is devoted for  meetings and  events with all the rooms on one floor ,there are severe sizeable, flexible meeting and conference rooms that can accommodate both small and large groups from ten to three hundred  and  fifty delegate. IBIS hotel meeting rooms feature interactive 80-inch television with Clickshare, technology, for presentation in -room call bell. IBIS hotel committed event and operative team go beyond guest expectation unparalleled service and excellence 

Concierge service this are in providing the basic information and other service to guest ,the concierge in IBIS hotel are available daily to welcome the guest the concierge iPad which is full with information about the activities in the city of Paris is free for to use ,these concierge expects in IBIS hotel can also lead to best guest experience, and giving the guest advice on the best place in Paris for shopping opportunities, concierge service aims is to build lasting memories, and Assurance the element of reputation through white-collar, excellent knowledge  and good communication so that  every guest that is lodging in IBIS hotel  can believe in the service provided 

Quality management is the tools for hotel  success and  open door for their profitability, is also vital ways for hotel to achieve their goals and it another words quality management must be strengthening for continues improvement, the quality management  of IBIS hotel is based on the following
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  The innovation of technology For any hotel to survive competitive in terms of service provided and quality management it most trace the strength of the customers contentment, there for the use of technology has to come in .The innovation of technology has increase over the years and this has helped IBIS hotel management to trace the figures concerning their customer  contentment ,for example the online surveys is the easy way of monitoring customers satisfaction ,through online surveys IBIS hotel is able to execute continuous improvement of their service base on the needs of their comment and expression

Staff  Training and Orientation for any hotel to be truthfully customer focused the employee must appreciate the significant of customer to the hotel (Hyken,2016) training of staff help to promote increased in productivity of the organisation ,improve the quality service and advance professional knowledge
According to (Richason,2017) staff training and orientation should well define on building up their customer service skill, such as empathy ,patience and orderliness, adaptability and clear communication work, ethic ,and knowledge of the hotel, training of staff in hotel industry is a benefit for improving service quality 

Solution oriented every hotel run 24 hour a day that is seven days per e week ,thing  can go wrong ,employee can call sick during the pick time ,the systems can go down, and also there  can be issue of overbooking, sound quality management solution oriented is needed. IBIS hotel manager always use their problem -solving skills, the manager can jump in some jobs take reservation ,IBIS hotel manager are active and creative In solving guest problem and the staff as they surface in order to maintain quality of the hotel .
Good Hiring Process, the reputation of a hotel can be damage when the new employee could not meet the expectation, sound quality management begin with the hiring process, IBIS hotel have a firm policies for haring their staff, all the employee meet standard needed ,and they  have all  it  take to engage or meet the customer expectation .the standard of the hotel quality practice is aims of ensuring the comfort of the guest and their satisfaction.
Customer Loyalty is the main reason while IBIS hotel prospers, guest retention guarantee quality management in IBIS hotel, customer loyalty is one the element that show the effectiveness of management. According to(Tsiotson ,and Goldsmith 2012) A management proceeding towards focused on customer loyalty can improve the competitiveness of the hotel. Achieving the greater level of customer loyalty IBIS hotel has show the willingness to adapt the guest needs ,and fulfilling them ,this show the Responsiveness of the hotel  commitment to guest needs ,and their satisfaction and act on the issue that may lead to customer dissatisfaction, considering the fact that it would be more expensive to bring in new guest or customer 
Continuous Improvement of IBIS Hotel is set of activities or processes through continual review  assessment and action of the hotel, this action help to strengthen the quality service, also improving the guest satisfaction ,there by taking care of the guest and also build a strong relationship with them and resolving the guest problem, and also being Responsive in a timely approach to the request of the guest this has made the guest to return  to IBIS hotel.
Benchmarking, this enable IBIS hotel to copy from other player in the hotel industry ,copy what make other competitors competitive, in a way of achieve the continuous improvement and also adapt their  level  of standard .
Customer feedback is very important because it provide  hotel with perception which they can used to improve the hotel services and the overall guest experience(Beard 2014) through customer feedback IBIS hotel get the better understanding on how to assess quality service and also know where the hotel excel or fall short ,the feedback offer IBIS hotel the best ways of making guest satisfaction and offer an perception to better ways of creating unforgettable experience for their  guest.
[bookmark: _Hlk25293525]Changing Customer Preference IBIS hotel have stand out wit their new offer a transform factor, the execution and the development of their new technologies go hand in hand to make the customizations possible and provide memorable guest experience. Also, through mobile Apps whereby guest can do direct booking and also online check in. http://www.ibishotel.com

Website the easiest ways to sell hotel product and service in this 21st century is through website, any one with internet can access IBIS hotel website regardless of the geographical location. ( David, et al1999) an hotel can reduce the cost of administration when website is introduce in hotel ,the plan of website is to help the guest visit ,also to interact ,and to know the product that IBIS hotel offered.
Conclusion this study guarantee approach on clear articulation  that the essence of quality service and quality management is absolutely aims at customer satisfaction, it also en/hance the hotel focus ,there by understanding the guest needs ,by so doing the competitive edge of the hotel improve and profit and growth improved while the communication level between customer are strengthening .
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