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An Evaluation Report on Imperial Hotel London
[bookmark: _Toc25313988]Introduction
Hotels are the organisation which provide the accommodations services to the visitors and service users of any hospitality industry. As the UK has a diverse hospitality sector, it has an estimated 45000 hotels all over the country (Baum, 2011). Among the greatest hotels, The Imperial Hotel of London can be named. This evaluation report aims at assessing the guest service management and quality management of the selected hotel. Also, it is aimed at assessing the changing customer preference and impact of this phenomenon on guest service management of The Imperial London. 
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The Imperial Hotel was established in 1837. Since then it has been a great source of accommodation for the people looking for hospitality services in central London. It has a chain of 7 hotels having a capacity of 3251 rooms. This evaluation report is focused on the Imperial Hotel situated in Central London. The evaluation of guest service management of The Imperial Hotel London requires assessment in 3 criteria: services provided, service provisions and service management protocols (O’Gorman, 2010).
Services provided by The Imperial Hotel London
Upon inspection, it can be observed that there are a variety of services provided by the hotel. Although their main service is accommodation service, they provide other luxury and complimentary services that makes it a comfortable resting place for the travellers. 
	Services
	Description

	Basic accommodation services
	The Imperial Hotel provides 9 types of room options available or the customer to choose from. These range from single to 4 people accommodation at a room. Currently, the rooms are not air-conditioned.

	En-suite Bathroom
	Each of the rooms of the Imperial Hotel is observed to have attached bathroom facilities which are called En-suite Bathroom facilities.

	Transportation
	For roaming around or reaching a destination from the hotel, the hotel provides Oyster Card facilities which allow the customer to pay the fare at discounts all over London.

	Free internet access
	The hotel provides free internet services to all of its customers regardless of the accommodation type.

	24-hour room service and airport services
	The hotel provides exclusive telephone line which is able to call the front desk 24 hours and demand services through room services. It also provides concierge services from and to the airport for the customers.
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	Provisions for
	Description

	Businesspersons
	For business persons, the hotel provides an on-demand hairdryer, trouser press, Iron and computer point facilities which are proved handy to the business class travelling customer.

	Events
	For events, the hotel can accommodate dinner or dinner dance for 250 to 280 persons on a single gathering. The hotel can provide on-demand accommodation, dining and music experiences for the gathering. 

	Disabled persons
	For disabled persons, it can arrange on-demand wheelchair and specialised services.

	Children/infants
	For infants, the hotel can provide on-demand baby cot which can be accommodated inside the rooms. It can also provide child food options and emergency medical services.



[bookmark: _Toc25313991]Key Service management protocols 
	Guest service management
	Description

	24-hour complaint management system
	The hotel’s guest service management is focused on managing its customers’ problems in a 24hour time constraint. This protocol means, once a complaint has been lodged, the hotel management will seek the solution in between 24 hours (Walker, 2013). This protocol ensures customers satisfaction and loyalty.

	Safety protocol
	The hotel has more than 40 guards and 120 CCTV cameras through which the hotel is monitored 24 hours. It has a direct communication channel with the nearby police station. This protocol ensures that the customers are in a safe place.

	Health protocols
	The hotel promotes healthy living and it has established fitness centres and gyms inside of the hotel. Also, the hotel discourages smoking and this has a punishment policy on smoking on-premises.

	Regular inventory management
	The hotel checks its inventory to make sure that no amenities are depleted when needed. Shampoos, towels and other amenities are regularly stocked so that guest service is always pleasant for the customers.

	Dining options for people from diverse groups
	The hotels guest service management values the diversity of people from all over the world.  It provides Asian, American and traditional British dining options for people from all over the world to make sure that they have pleasant eating experiences.
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Management of quality is much important in the case of the hospitality industry as in this industry, customers mainly repeat visit if their perceived quality of service is met with the actual service (Parker, 2018). Quality in the hospitality industry is defined as the continuous accomplishment of customer desire into established actions by the hospitality host. 

Figure 1: Total Quality management
Source: (Gitlow, 2014)
It is a continuous process and the more quality is ensured, the customer satisfaction is positively impacted and customers become loyal. Also, their reputation increases as the customer passively involve in word of mouth marketing (Sparks, 2013).
While assessing, it is observed that The Imperial Hotel London follows Total Quality Management Approach in case of managing the quality of service. The key components of continuous quality management in The Imperial Hotel London has been found to be dependent on these factors:

Figure 2: Components of quality management in The Imperial Hotel 
Source: (Tesone, 2014)
At first, the hotel has to determine its customer expectations which basically guests’ desires are. It has to be done continuously because social and technological change motivates guests’ desires to change over time. The Imperial Hotel has quality assessment team which determines this in every 15 days. It is observed that business visitors require ironing equipment and computer equipment as sometimes they required computational services. The quality team determined the problem and passed this to the executive board. Then, the hotel creates new packages, services or options which will facilitate the basic or updated desires or expectations of guests. In this case, the board of executives examined that for a little fee, irons and computer stations can be installed and these services can be provided to the guest. They determined how the service can be introduced and how much money is needed to do so (Jim, 2014). They also proposed the structure of fees and service provisions. After that, the hotel develops and organises its resources to facilitate the offered packages or options which can be tangibly provided to guests as services. 10 irons and 5 computer stations were bought and installed. 3 personnel were hired to assist with the computer stations and ironing services. The fee structure was introduced and updated in the mainframe. At last, this whole process should be regularly monitored or updated to facilitate any change in guests’ desires. The quality team was observed to conduct a meeting in every 15 days to continuously monitor an upgrade the hotel policies as per changes in guests' expectations.  Through this process, a hotel like The Imperial Hotel London can maintain quality in case of providing services to its guests through continuous involvement and monitoring. 

[bookmark: _Toc25313993]Ways of adapting changing customer preference
There are many ways in which a hotel can adapt itself with the changing customer preference. The customer preference is continuously changing because of diverse needs that are being created over time Vallen, 2013). A hotel can only retain its customers if it can determine those changes in preference and then adapt itself. It can be done through monitoring social change, technological change, demographic needs and keeping flexible management. 

Figure 3: Ways of adapting changing customer preference
Source: (Johnston, Clark and Shulver, 2012)
The Imperial Hotel London is observed to monitor the social change of its major group of customers. It regularly assesses who the major group of visitors are, what are their desires, how are those changing and how the company can accommodate. Around 60% of the customers visit on business purpose and they require computer services, iron services and hairdryer services which were not required earlier and later adjusted by the management team in the hotel. Also, the hotel monitors technological changes which have enabled it to guess that after 2005, 85% of the guests require 24-hour internet services because of which they installed free Wi-Fi services in the hotel. Besides, the generation of the guest may have a demographic change. The hotel earlier did not support smoking but considering 45% of the guests who smoke, the hotel is now considering alternatives to facilitate them. But the management should be kept flexible to allow any change in the polices because of change in consumer preference (Gitlow, 2014). So, to conclude, it has been assessed that, the way through which The Imperial Hotel London adapts itself as per changing customer preference is through monitoring its guests’ social, demographical, technological preferences and changes. Moreover, it also keeps flexible management members.
[bookmark: _Toc25313994]Impact of changing consumer preference on guest service management
Changing consumer preference can alter the way an organisation in the hospitality industry provides services to its guests. A hotel needs to adapt its guest service management according to changes in its customers’ preferences (Lancaster, 2013). The choice of adapting or not adapting leaves diverse impact on the guest service management; positive or negative. 
In the case of The Imperial Hotel London, it is observed that the first impact of changing consumer preference on the hotel’s guest service management is that, it had to conduct modifications in services. Customer preferences are always changing and the hotel has to modify its accommodation, luxury or complementary services to accommodate those changing preferences; such as adding ironing, hair drying and computer services. So, the guest service management protocol may change which is the first and foremost impact of changing customer preferences. The second impact can be observed as changes in perceived expectations. When customer preferences are changed, their expectations also change. Most of the customers now want complimentary internet services which were not required before. So, their perceived expectation is to be provided with free Wi-Fi services which thee hotel has accommodated. If this change in perceived expectation is unmet, customers may get unsatisfied which may have a negative impact on guest service experience (Walker, 2013). Another impact which is financial is the development of hotel resources. The Imperial Hotel has to install new resources as per the change in customer preference. It has to increase non-financial resources like manpower and has to use up financial resources to accommodate changes. These can be depicted as the financial impact of changing customer preference on guest service management. At last, meeting or avoiding these changes in customer preference can impact overall guest service experience positively or negatively. If changes in preferences are met, the guest service management becomes satisfactory and if not, the guests cannot be retained as their perceived experience is deemed negative (Dobson, 2012). The overall guest expectation is observed to be satisfactory in case of The Imperial Hotel London.


[bookmark: _Toc25313995]Recommendations
These policy implications are being suggested to be applied for the betterment of guest service management and quality management of The Imperial Hotel London:
· The meeting of the Quality Control Team should be held every 7 days instead of every 15 days from the next month.
· Smoking zones should be installed on the hotel premises with designated signs and warnings within the next 30 working days.
· Maximum time of complaint management should be decreased to 12 hours instead of 24 hours. This is to be effective immediately.
· Besides premium services, economy rooms should also be introduced in peak seasons for tourism. Proposals containing economy policies should be presented to top management within the next 15 days
· All employees who provide room services and front desk should be trained on handling customer well through workshop; to be conducted in the next 30 days.
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If a hotel wants to develop a satisfactory guest service management, it has to consider the dynamic nature of customer preference (Arthur, 2019). Also, it needs continuous quality management to ensure customer retention. From the assessment, it has been observed that The Imperial Hotel London has a well-developed quality management system which is regularly monitored and updated. Also, the assessment of its guest service management shows that it has diverse services for its customer groups and it frequently changes its service management to adapt the change in preference of customers in social, demographic and technological aspects. With the implementation of suggested policies, The Imperial Hotel London can foolproof its guest service management and quality management.
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Determining customer expectation continuously


Orrganisational actions to deliver as per customer expectations


Develop resources to deliver determined actions


Continuously monitor and update guest management systems








Monitoring social change


Monitoring technological change


Assessing demographic needs


Flexibility in Management








Estimating customer expectations


Determinming ways to meet customer expectations


Design policies to accomodate expectations


Continuous monitoring and updating
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