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INTRODUCTION
The aim of this assignment is to produce an evaluative report in which there is a hospitality industry used as an example in order to be able to discuss the quality of management of the hotel. Next to that, the management will be analysed using the changes that are made following the consumer preferences as well.                                                                                                                  The quality of management is the “totality of features and characteristics that bear on the ability of a product or a service to satisfy a given need” (British Standard 4778, 1991), this making the idea of quality management clear as it is related to the way that the guests are satisfied within the services, the products, everything.                                              Guest services can be described through the term “guestology”, which has been introduced in the Walt Disney with the aim of making the employees understand what guest services mean and how they should prove the fact that they are able to satisfy the guests without using a fake attitude towards them.                                                                                                   All the mentioned aspects that will be discussed throughout the assignment will be then related to the Cliveden House Hotel, which is located in Berkshire, near London. The hotel has mainly good feedback, this having 4.6 stars out of 5, which demonstrates that the managers are doing well when it comes to the management of guest services considering their preferences and expectations. 
Discussion and Critical Analysis                                                                                                                    The Cliveden House Hotel is a very nice hotel, and even if it is a bit expensive, it does offer a wide range of services and offers that will always attract the guests from everywhere. Some of the main things that the hotel has to offer is free stay for the kids during their half term, thing that is awesome to know especially if there are more children. Next to that, another offer that they have is called “wine and dine”, offer that is based on attracting more and more guests to go to their restaurant which has available food for everyone, all the food is looking good and regarding to that it is hard for guest to refuse buying some things from the restaurant. The fact that the food is looking nice is effective because people firstly will wish to eat a specific food it firstly it attracts them because of the way it looks and after that for the taste. “The customers are the most important people in your business and because of that it is more than necessary to maximise the customer satisfaction” (Jody Padgham 2005). Therefore, it is more than important to take into consideration the guest’s preferences when thinking about changes in a hotel as Cliveden and this because of the target of people coming in the hotel. For example, this hotel having so many people coming in the hotel, the information about changes will easily spread and attract new guests to come and test. In addition to that, as Ernst& Young (2015), has said “New products and service offering in lifestyle hotels have provided customers with increasingly and diverse and unique service”, which means that the guests will always try to compare the hotel to the competitors’.
When it comes to how the Cliveden House Hotel deals with the guest services management, it is clear that they are trying to keep communicating with guests in order to ask for feedback frequently and to ask for opinions that will in the end be in the advantage of the hotel. The change in products and services considering the consumer’s preferences is seen as being a kind of strategy in the hotel and this regarding to the fact that even if there is an investment in changing some products, the investment will then be converted into profit and this because as mentioned before, when there are new products the guests are more motivated to come and try the variety of products, rooms, services…. Next to that when the “new” comes out the guests have the intention to want to have that product at the current moment and some of them actually even wish to have the possibility to be one of the firsts guests trying the ”new”. Also, when the individuals get to know about the “new”, they tend to share the information to other peers/ friends that could start to be interested as well. However, it is Important that the administrative team of the hotel and the head of the hotel are taking into consideration what the guests are expecting to see, do the want a modern or a traditional look, do they expect vegetarian food to determine the normal food, or just anything like that. 
One technique that is mainly used by the Cliveden House Hotel with the aim of attracting the guests with some other things apart from the products and services is the Disney SERVICE model, which conveys the fact that “It does matter what product is given, but it matters even more HOW the product is given” in accordance to that, The Disney Service model gives to the members of staff the opportunity to show their respect facing the guests coming in the hotel. The main aspects of the Disney Services that need to be shown by employees are the following (Theodore B Kinni 2001):
1. Make eye contact and smile- the eye contact is more than necessary and this regarding to the fact that the eye contact builds trust between the guest and member of staff. 
2. Greet and welcome each and every guest-this meaning that each person entering the hotel must be told a good welcoming word that will make them feel comfortable and great in the hotel even from the first seconds spent in the hotel. It is very important because when people are entering the hotel, they have expectations and therefore it is important to maintain a level of achieving their expectations. 
3. Seek out client contact- Each member of staff should have the responsibility of ensuring that all the guests are receiving what they need at the right times inclusive help with checking in or with finding the room. 
4. Provide immediate service recovery- It is not nice to say to the guest that you will be with the within 10 minutes and this because it will make them think that there is a miss of professionalism, thing that is not good for the hotel overall. 
5. Display appropriate Body Language at all times- the body language is one of the most evident sign when trying to convey something to the guests and in accordance to that it is important to constantly use gestures that are making them feel confident to listen to your guidance/ advices. 
6. Display appropriate, professional appearance- this being based on the way you are showing yourself as an representant of the hotel (employee) as people would not wish to find someone that is not wearing a representative uniform or clothing while telling them what would be the best thing to do, or simply anything. 
7. Preserve the “magical” guest experience- each guest’s experience must be magical and this is why it is important to speak with the guests about the positive parts of the hotel/ holiday rather that showing out policies and regulations continuously. 
8. Thank each and every client- a thank you means a lot when it is said to the guests especially and this because it will make them feel appreciated and after that you, as an employee that is appreciating them you will be respected and seen as an ideal employee that is making the guests feel comfortable with the hotel.  
All those basic requirements for the employees in a hotel were initiated by the Walt Disney (quality standards) once with the Guestology, which was introduced by Bruce Laval. Guestology is the term and concept that is mainly describing the guest service. However, within more details guestology “ (Gerard de Manresa 2016) changes the way tradition thinking operates” and this this because the business is not focusing on maximizing organizational efficiency as it does force the organisation to start everything using systematically analysis at the guest experiences using as a resource the guest’s point of view (GPV). 
Evaluation
The changes in products and services when considering the guests preferences, the quality of the guest services management is influenced and this because it is more than just hard to keep most of the people thankful for what you are offering. 
However, in order to outline the positivity of changing the products and following the consumer’s preferences, it has been stated that the hospitality industry is one of the biggest economic influence of the country (World and Travel& Tourism Council, 2015)m thing which means that all the strategies and techniques that are used are useful because it is continuously supporting the economic state to improve more and more. 
One important reason why the quality of management has advantages after changing products and services is because when thinking about the management, the people that are overseeing the hotel, are using a strategy such as the introduction of inspection to the business process, Within this technique the main stages are: 
Input-> Process-> Input-> customer-> scrap-> rework->process 
All these steps supporting the managerial team to take better decisions regarding to the fact that information is well-processed. 
Conclusion
As a conclusion, the Cliveden House Hotel’s members of staff are using a good quality of management in order to ensure that all the guests are receiving the wanted services in way that they expect. Next to that there are strategies such as the Disney service style that is used all the time by the members of staff at the hotel and this can be even noticed from the feedback of the hotel which has been outlined in the introduction. 
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