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Introduction
 Porpoise of these assignment    the knowledge of how changing costumers preferences and their effect above the service management ,understanding and review about the guests services. In the hospitality industry ,taking care of the clientele is the heart of the business to appreciate and anticipating the needs and knowing how to meet their needs with the expectations.
Approach with insights from all areas of hospitality,explores the intricacies of quality guest service with solid and proven concepts across the industry.(Paul J. Bogdan,oct.2012)


The impact of information security breach on hotel guest perception of service quality, satisfaction, revisit intentions and word-of-mouth

 In social progress and economic growth,the information technology  is plays a principal role  (Brown and Ulijn, 2004) 
Service quality can be describe  as a level of favour delivery based on customer perception (Zeithaml et al., 2006) 
'Originally, the scale included the following ten dimensions: responsibility,reliability,communication , competence, access, courtesy, , credibility, security, understanding/knowing, and tangibles' .(Zeithaml et al., 1988). 
Yee et al. (2009) found that service quality has an important and direct impact on customer satisfaction 

Quality Management in Hospitality
According to the expected standards consistent involves the quality of delivering products and guests services in tourism and hospitality management, for the managers is to facing biggest challenges,they towards for quality improvement use various tools  to measure and improve quality services.  (Sultana Kapiki,2012)




The Ritz-Carlton History
    The Ritz-Carlton company was habitual  by Albert Keller,who bought a franchised the name  in United States in the early 1900's ,Boston and revolutionized hospitality in America by generate the finest luxury experience.
For example:privet bath in each room,gourmet cuisine ,utilizing the genius and cooking methods of Auguste Escoffier,intimate ,smaller lobbies for personalised experience
Since this success in 1998 The Ritz-Carlton Hotel Company had all attention of hospitality industry and the brand was purchased by Marriott International.Since this acquire has continue to grow and inspire  life's most meaningful journeys in the most desirable destinations and  providing exceptional service and care to their guest across the globe.

The Evaluation and Critical Analysis

The Gold Standards are the foundation of the hotel circumscribe the values and philosophy,what include:
The Credo:the highest mission authentic care and comfort of our guests..to enjoy a warm and relaxed ambience.
Three steps of service: 
· Comfortable  and sincere welcome,
·   Expectation of each guest needs
·    Give a warm good-bye
Service Values:
· intensify a strong relationship with costumer
· To be responsive with expressions wishes
· To build unique ,memorable experiences
· To understand the role in achieving for success 
· To resolve straight away the problems
· To have the opportunity to constantly learn and grove
· To be responsible and creating a safe and accidently free environment


The employee Promise
Our Ladies and Gentlemen are the most major resource in service devotion  to our guests.By request the principles of trust,integrity,commitment ,respect to  make as great as possible  this talent to the benefit of each individual and the company
The Ritz-Carlton cultivate a work environment where diversity is estimated,quality of life is intensify individually.

How to adopt the changing of consumer preferences

The most importance of employee and staff guesting interaction.
It is really a key the engagement you are measured by the product,location,but guests want a feel like there are home.What  selection process  do you have in place to get that employees on board to be prepared to be engaged with the company.the true a lot of company going away from that standards.
Mystery shopper brand standards audit very detailed redone -that guest not rate you by your services and product ,but how engaging employees with them,80% -how is the engagement and 20% -how is the room or internet.And really think as well how the employees is what training ,what selection process do you have in place to get the employee o board to be prepared to be engaged with the company themselves them.
A lot of company going away from that standards.
To make the guest comfortable you need to use the common since.To body language to come across to more engaging and a lot of things come back to having the talent to finding the people who passionate in hospitality and naturally engaged and giving them the technical tools instead to teach someone then probably the talent isn't there.

 
Service Quality
 Each year, billions of dollars are spent on improving the level of service quality. The measurement of service quality and costumer satisfaction is the company interest may can be qualitative and quantitative way also
Customer Loyalty: Happy customers are loyal customers .Be sure that you are prepare when costumer needs you and your products,focusing on them all the time you can keep consumer loyal.
Happier environment a special experience
Better value they need to believe that they receiving an excellent benefit for their money.

https://www.trilyo.com/blog/service-quality-customer-satisfaction-in-the-hotel-industry/  (accesed on 15.06.2020)


Interaction between managers and  employees
They are not leading by the power they lead with the team.Analysing the problem and daily communication between managers and employees.
Guest service satisfaction scores to find it if need somewhere improvement.
Financial staff to keeping the revenue properly
Preparing notes  for what needs to be accomplished project are happening
The attitude is very contributing
The quality service is the most major to the business,The experience increase revenue,larger profit,greater costumer satisfaction.They think the empowerment is so important because it help them with problem resolutions ,because lots of employees needs empower them self,when occur a problem  they believe then the first person who receive the problem should be fix not like in other  company.
The problem resolution enhancement is the key,and they use to create stories,like create a mystique for example a guess tell that have a celebration in their special night and the employee can bye something for the guest,something meaningful and use the refinement to create a well.
The slogan what use  Ritz-Carlton Hotel 'Let us stay with you'
'Let us stay with you in your memories'
It's not just a luxury stay or very unique ,you need to create an escapade.
For example the beverage manager introduce give for a couple a tour of win wall display with 3000 bottles highlighting his favourites,just in 10-15 minutes the interaction with the guest ,those are the things what you can booked ,they look for something personal.
It's not just meeting the expectation it is all about to exceeding that expectation.
How you can create that wall stories ,that memories ,something you can't pay for.
The key of the quality of guest services is the anticipating the needs ,because the flufyllines is the basic,you have a guest to fulfil,witch is not far so easy,because our luxury gests have very demanding ,difficult requests,but you need to be anticipate or  like one step before they have time to request .
https://www.youtube.com/watch?v=Thce9KEw2ww (accessed on march 2020)


Conclusion

 It is most important in this whole concept of quality services  to have a passion for the hotel industry it's not just a job,you need to love what you do.Genuine caring and comfort for guests ,it's the highest mission.These abilities can be learn you need to be for guests,you need to want to be on service.
The touch the heart of guests,to goal is to make the guest feel special,
The attitude and approach to the guests is the difference.
The people skills is very important ,how be can managing the most complicated situation,how deal with the problem how it is the flexibility to react to different situation that's occur in every few minutes in a hotel.
So it's very openmindness needed to be able to see out of box and see the bigger pictures.
Sound complicated when we talk about quality but you need to breached down to sample procedures or process.
Any procedures occurred or process ,or problem or breakdown it's important to documented when is everything is documented you have that set of tools that work on them


https://www.youtube.com/watch?v=0UVr8KHCvfo (accesed on march 2020)
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