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Hospitality is considered as an act of kindness at the time of welcoming and checking the basic requirements of the basic needs of the people or customers. Hospitality is an essential part of hotel accommodation. As based on the hospitality the customers get the satisfaction with the overall services provided to them during their stay.
Guest services is a part of the hospitality, which enhanced the experience of the customers during their stay in the hotels. Ideal guest services define flexible check-in times of the guests. The hotel staff are friendly and attentive to the guests. The management are having the preparation to provide personalised experiences to the customers. Neat and cleanliness in the hotel premises also enhance the guest services. The overall treatment of the customers in the hotel defines the class of the guest services in hotels.
It can be observed that Brown’s Hotel is one of the most luxurious hotels in the world, which is in London, United Kingdom. The hotel is very famous with the overall hospitality services from the year 1837. 
The identification of the service provision and quality management will be elaborated in this paper. The adaptation of the changing customer preference of Brown's Hotel will be highlighted. Finally, the study will describe the impacts of changing customers preferences in organizational performances.
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[bookmark: _Toc25262103][bookmark: _Toc25262775]2.1 Brown’s Hotel service provision and quality management
[bookmark: _Toc25262104][bookmark: _Toc25262776]2.1.1 Facilities and services
In Brown's Hotel, there are various facilities and services provided to the customers that included. Bars, Fitness centre, Laundry, Parking, Restaurant, Room service, Spa and Wi-Fi. The staff of the hotel are the key very friendly while greeting the customers. The hotel management has focused on the establishment of enriching the experience of the customers with the hotel through the services and facilities. The customers will have the opportunity to park their cars, dine in fine restaurants inside the hotel, relax in Spa parlour and also enjoy free Wi-Fi across the hotel premises.
In addition to that Reception, service is also very friendly, and professional. The Reception professionals always provide assurance that every requirement or need of the customers will be fulfilled by the management. Brown's Hotel provides tours to their entire hotel to their guests and to the guest also to showcase the beauty of the hotel. With the help of that, the customers feel encouraged to visit the hotels and book the suits for their stays in the United Kingdom. Brown's Hotel management is also focusing on the continuous improvement of the overall hospitality services by adding additional services such as providing a guide for the tourists, special attention for the differently abled persons.
[bookmark: _Toc25262105][bookmark: _Toc25262777]2.1.2 Food and Drink
Brown's Hotel is having various kinds of Bars and Restaurants that offer different types of foods and drinks services to the people. The famous restaurants and bars include Charlie's, The Donovan Bar and The English Tea Room. 
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Figure 1: Charlie's Restaurant
(Source: Roccofortehotels, 2019)
The Charlie's is a family restaurant that showcases the evolution of British cuisine with antique panelling, a cosy booth, bright botanical wallpaper. The Donovan Bar offers the customers to relax while having cocktail drinks, wines and champagne. The English Tea Room is a family restaurant that offers world-class afternoon tea, breakfast, tea-tox afternoon tea, Traditional tea and various kinds of black teas such as Assam Gold and Earl Grey private dining experience while enjoying the genteel and contemporary artwork ambience.
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Figure 2: The English Tea Room
(Source: Roccofortehotels, 2019)
All of the restaurants in Brown's Hotel offers a fine dining experience to the customers. The ambience and the quality of the foods and drinks are the most key factors of these hotels. The restaurants and the bar staff are very helpful and always strive to get feedback from their customers after taking the services from those bars and restaurants. The executive chef visits each guest personally and greets the customers. Brown's Hotel management is trying to add more family restaurants by collaborating with the highest level of hotel chains to provide enhanced services to their customers.
[bookmark: _Toc25262106][bookmark: _Toc25262778]2.1.3 Rooms
Brown’s Hotel offers 82 hotel rooms and 33 luxury suites which have been developed by Olga Polizzi who is a well-known interior designer of the United Kingdom. Among all the rooms there are a variety of categories that can be identified such as Classic room, Executive room, Deluxe room, Junior Suite, Studio Suite, Brown's Suite, Classic Suite, Deluxe suite, Dover Suite, Hellenic Suite and Kipling Suite. Based on the preferences of the guests the management recommend suits or rooms. The hotel management is trying to improve their suits and hotel rooms by taking the feedback and the preferences of the customers.   
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Figure 3: Kipling Suit
(Source: Roccofortehotels, 2019)
[bookmark: _Toc25262107][bookmark: _Toc25262779]2.2 Evaluate how the hotel adapts to changing consumer preference
Brown's Hotel is one of the oldest hotels in the United Kingdom. At the time of commencement, the hotel is successfully managing and fulfilling the expectations of the customers. However, the preferences of the customers are changing every day, so dealing with the modern expectations the company has taken several steps to adapt to those changes.
Brown's Hotel has implemented various technologies such as services from digital platforms. The hotels offer to browse and book the suits and hotel room as per customer's choice form various digital platforms for websites such as Tripadvisor, Brown’s Hotel official website (Roccofortehotels, 2019). With the help of the digitization, the domestic and international customers are having the advantages to investigate the offers, facilities and services that the hotel management is offering. 
In addition to that, in recent time the customers like to find safe places for their states in any hotel. Brown's Hotel has installed CCTV cameras in each section, arranged a large number of security personnel for the security purpose of the guests. The company has installed various sensors such as fire alarm, emergency alarm systems and based on that emergency evacuation ways have also been marked in the hotel. The suits and the hotel rooms are secured by digital fingerprint locks, which ensures the highest level of security for the customers. 
Brown’s Hotel management have also focused on healthy foods services. As the customers are very much health conscious and want to know about the foods that they are consuming. The customers are having the advantages to watch their food while preparing live from the chef's kitchen. The hotel management us trying to add more restaurants which support various cuisines which is currently unavailable in the Brown's Hotel. 
In recent times, people book hotels for multiple purposes such as for vacation or holiday, meetings and events, weddings or casual stay. In order to deal with the customer's preferences and maintaining market share, the hotel has attached personalized meetings and events, corporate dining and reception rooms for a wedding (Roccofortehotels, 2019). With these installations, Brown's Hotel management has given the opportunity to the guests to book the hotels for any purpose.
Brown's Hotel has invested in the customer loyalty program, which has helped the company to enhance its business. As the loyalty program helps to gather valuable feedback of the customer which can be used in the development of the hotel services. A loyalty program helps to collect real-time data of the customer's preferences and based on that Brown's Hotel has impacted the additional services such as Spa parlour, Gym or fitness centre, Laundry (TheTelegraph, 2019). With these implementations, the customers are having advantages during their stay in the hotels.
According to the management, making or establishing the hotels based on the preferences are the key point to deal with customer preference. It can be observed that Brown's Hotel has implemented various security infrastructures, added personalized services and advanced hotel booking services to enhance the customer experience during their stay in the Brown's Hotel.
[bookmark: _Toc25262108][bookmark: _Toc25262780]2.3 Outline how changing consumer preferences impact guest service management:
It can be observed that in the hospitality industry, the customer's preference is the key to achieve success. The organizations which are able to manage their preferences will be able to maintain sustainability in the market competitiveness. The preferences of the customers have changed since the last ten years. The people like to search for the hotels or the hospitality services that they want to receive. Based on the online information the customers make decisions to book the hotels. Brown's Hotel has invested in the infrastructure establishment of the company. With the help of this infrastructure, the company has gained the advantage to enhance their identity in the global market.
In addition, the company has identified the requirements of the customers through the customer loyalty programme and the feedback portals available on the website. However, deal with the changing customer's preferences is difficult. The investments to enhance the security procedure of the hotel have increased the security satisfaction of the customers. The customers can feel safe during their stay in the hotel. In addition to that, the overall services management has been enhanced based on customer's preferences. It can observe that in the restaurants, bars and cafes the customers can manage their hospitality based on their preferences. The overall services are customizable for the customer, and they can feel a homely environment with an enriched quality of services and food. It can be observed, these implementations have overhauled the overall customer's customers experiences, as the customers can personalise their entire stay. As a result, the domestic and international tourists, weddings, meetings and various kinds of seasonal or corporate events held on a regular basis.
With the help of the service enhancement and the extras facility instalment, the hotel company is able to make higher revenues as compared to the other hotel cohobates in the competitive market. Apart from the addition of new services and facilities Brown's Hotel have also managed to enrich the overall service experience by the staff. In the current time, the customers like to stay in a hotel where they can fulfil all their requirements based on their journey. Brown's Hotel staff are very helpful towards the customers and always looking to provide and help the guests as per their requirements. In this manner, Brown's Hotel is able to meet with the demands with the customers, and it satisfies the customer (Felix, 2015). According to the TheTelegraph (2019), the companies have been rated as 8 out of 10. While in terms of location the company have acquired 9 points, 9 points on style and character, 8 points on the basis of services and facilities, 7 points on the room management and rated 9 for the overall services and the quality of food and drink. 
It can be understood that the company have invested to support customer preference changes. However, room management and services and facilities can be improved more. As the customers would prefer the higher quality rooms and the digital facilities at a cheaper price. As the company is planning forwards expand their business in China in 2019 (HospitalityNet, 2018). So, Brown’s Hotel is recommended to optimize the cost and its products to ensure the best quality hotel in the world. 
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Based on the above discussion it can be concluded that Brown's Hotel is one of the finest hotels in the United Kingdom that has been established in 1837. The study has enhanced the overview of the facilities and services, food and drinks and rooms of the hotel. Brown's Hotel offers Restaurants such as Charlie's, Bars such as The Donovan bar, Fitness centres, Spa parlour land Wi-Fi facilities which is available across their 82 hotel rooms and 33 luxury suites. Brown's Hotel has also invested to ease the booking procedure to the customers by implementing online booking facilities. The security arrangements have also been tightened with the installation of CCTV cameras and security personnel and security alarms. Based on the customer's preference Brown's Hotel have implemented those facilities which have helped the company to get the customers satisfaction by providing best quality services to the customers.
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