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Introduction
Hotel Indigo offers tailored and genuine experiences to guests who are in search of distinctive local culture and heritage. The services provided by this entity play a crucial role in surpassing anticipated outcomes.













Brief Introduction of Hotel Indigo
Boutique Hotel Indigo is a brand owned and operated by the Inter-Continental Hotels Group. Its distinctive, locally influenced aesthetic provides clients with a more personalised, in-depth cultural experience. Each Hotel Indigo establishment is meticulously crafted to mirror the character and heritage of the local community, which frequently attracts guests in search of an exceptional and authentic staycation experience. The hotel's decor and furnishings have been lauded for its "vibrant" and "eclectic" qualities. They plan to make it very different from staying in a regular hotel.
The hotel’s main consumers
Whether visiting for business or pleasure, guests at Hotel Indigo will find everything they need for a memorable and personalised stay. The primary customers of Hotel Indigo, similar to numerous elite and boutique hotels, generally comprises:
Leisure Travelers: Hotel Indigo is a favourite among vacationers looking for a one-of-a-kind, culturally significant stay (Dewi, Sagitarini and Winia, 2022). These sightseers are searching for a genuine, one-of-a-kind adventure.
Culture Enthusiasts: A reflection of the surrounding community and metropolis, Hotel Indigo hotels appeal to visitors with an interest in the local history and culture.
Business Travelers: Hotel Indigo offers a variety of locations in or near vibrant commercial districts that cater to business travellers seeking a distinctive and enjoyable lodging experience.
Event and Meeting Planners: Hotel Indigo offers event and meeting space at multiple locations, which renders them exceptionally suitable for small-scale conferences, anniversaries, and gatherings.
Couples: The Hotel Indigo is a preferred destination for romantic breaks and honeymoons due to its intimate ambience and candlelit accommodations.



Why do they appeal to consumers
These consumer categories are attracted to Hotel Indigo for a variety of reasons:
Global Presence: Hotel Indigo may be found in many different places across the world, giving visitors the chance to enjoy the local flavour of their stay. This would be tempting to those who like to know that the quality of their preferred brands remains consistent no matter where they go.
Online and Social Media Presence: Hotel Indigo uses social media to promote its distinctive accommodations and local deals. This particular marketing approach has the potential to appeal to visitors who are in search of cultural and aesthetic pleasures.
Membership Programs: Hotel Indigo may potentially appeal to returning guests by providing exclusive perks and opportunities for point accumulation with loyalty programmes such as IHG Rewards Club (Partini et al., 2023).
Nature, Scope, and Role of Guest Services and Facilities
Nature of Guest Services and Facilities:
Throughout the duration of a visitor's stay, guest services and facilities encompass all amenities and provisions offered by the hospitality industry (Chen, Liu and Chang, 2013). These features and amenities are customised to meet the comfort, convenience, and personal preferences of each visitor.
Scope of Guest Services and Facilities:
Accommodations: This refers to the lodging options provided for guests. This particular definition encompasses standard rooms, suites, and themed hotels as well (Hayes, Ninemeier and Miller, 2017).
Dining: There are numerous culinary options available to guests, including on-site restaurants, cafes, room service, and catering (Ni et al., 2023).
Recreational Facilities: In this category are included fitness centres, swimming pools, leisure services, and other enjoyable amenities.



Role of Guest Services and Facilities:
Enhance the Guest Experience: Primary responsibility for ensuring any visitor has a memorable and enjoyable stay by providing a variety of services and amenities and meeting their every demand.
Reputation Building: The hotel's reputation and the volume of returning guests attributable to contented patrons are intrinsically linked to the calibre of its services and facilities.
Competitive Advantage: Hotels that distinguish themselves through the provision of outstanding customer service and unique amenities are more likely to generate repeat visits (Leonidou et al., 2013).



Nature, scope and role of guest services and facilities in Hotel Indigo
With a comparable nature, scope, and role for guest services and facilities, Hotel Indigo adds its own special touch by being part of the boutique hotel chain.
Community Engagement: To better serve its guests, Hotel Indigo routinely collaborates with regional businesses, cultural organisations, and artists (Yudistira, Winia and Armoni, 2022). This goes above and beyond the regular services provided by the concierge and will make guests feel more at home in the host country.
Art and Design Focus: The art and design of Hotel Indigo establishments play a significant role in creating the hotel's distinctive nature. Placing narratives and acquiring knowledge of the indigenous culture take precedence over aesthetic considerations in this role.
Sustainability Initiatives: In an effort to join the global trend towards eco-friendly hotels, some Hotel Indigo properties have implemented sustainability programmes. This further complicates the role that facilities play in encouraging ethical travel.


The importance of hospitality and how hotels meet guest expectations  
The hotel industry and its reputation are intrinsically linked to the notion of hospitality, which is crucial to its success and standing.
Importance of Hospitality
Guest Satisfaction: Providing excellent hospitality is directly correlated with guest satisfaction (Jones, Hillier and Comfort, 2014). A satisfied guest is more inclined to revisit the hotel, recommend it to others, and provide a favourable review; all of these actions contribute to the hotel's overall success.
Brand Loyalty: Providing outstanding hospitality increases customer loyalty (Al-Msallam, 2015). If a guest had a good time at a hotel, they are more likely to stay at that hotel again.
Revenue Generation: Happy consumers are more likely to use on-site facilities such as dining establishments, bars, and spa services. This will generate more revenue.
How Hotels Meet Guest Expectations
High-Quality Facilities: Hotel facilities like guest rooms, restaurants, recreation areas, and conference rooms are well-maintained and improved (NIKOLSKAYA et al., 2019).
Professional and Well-Trained Staff: In order to maintain a high level of hospitality, hotel staff members receive training in areas such as customer service, cultural awareness, and problem solving.
Technology Integration: Hotels utilise technology to enhance the guest experience, from smart systems in guest rooms that provide convenience and customization to online booking and check-in processes (Rahimi and Gunlu, 2016).




Conclusion
In brief, the services offered by Hotel Indigo are designed to provide distinctive experiences that effectively meet the needs and desires of its customers. This serves as a demonstration of the crucial role that hospitality plays in the achievement of success within the hotel business (Tra, 2020).
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