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[bookmark: _gjdgxs]Introduction 
This report is representing a brief description of the Merlin hotel which is situated in Blackpool, UK. This report will discuss the various services or facilities that are provided by this hotel. Moreover, it is one of the finest hotels in the United Kingdom. The best part of Merlin hotel is the location which is situated close to the sea beach. Apart from that, it will also show the quality management of this respective hotel how they manage all the factors for the purpose of continuous improvement such way they can maintain their heritage and keep attracting customers in the UK. On the other side, it will also explain the improvisation aspects of how does the hotel management can develop their facilities for the customers and lead in the market in future. 


[bookmark: _30j0zll]Services in the Merlin hotel 
Generally, the Merlin hotel is situated in Blackpool, United Kingdom. Moreover, this is a tremendous location for the purpose of visiting with family and friends. During the winter period, it is such a wonderful destination to visit in the hotel in terms of seeing the Winter Gardens Theatre in Blackpool (Rohani, Aung and Rohani, 2017). Apart from this, this hotel is offering the best services for the customers, therefore, they used to visit here often. The Merlin hotel is provided numerous pleasant facilities for the customers such as
· This hotel is providing a vegetarian breakfast for the local or home customers who are belonging to the UK country. 
· Moreover, this hotel is providing the sun terrace which is the most attractive feature among other hotels in the Blackpool.
· Apart from that, this hotel is so near to Stanley Park and Central pier which is the other effective factor. 
· This hotel is also giving free internet facilities for all customers that are available in every room as well as it is also accessible in few public areas. 
· In addition, this hotel is providing free parking for all the customers.
· This hotel is also offering complimentary breakfast which is available daily from 8.30 am to 10.30 am in the morning (Kobyak and Lvovna, 2015). 
· Moreover, they are also giving daily room services through the housekeeping team as well as they are also provided luggage store for all customers of this hotel.
· Apart from that, the reception members are speaking in English during a hotel reservation. 
· Moreover, the hotel management team will clarify any kind of doubts of customers immediately through they face them. 
· In addition, the hotel is also offering an onsite bar where peoples can enjoy and spend a magnificent time. 
· The Merlin hotel is associated with the shared bathroom along with toiletries. 
· In every room of Merlin hotel, they are providing various facilities like heater, electric kettle, ironing board, flat TV as well as a well-built bathroom.
Rooms 
In the case of the room’s description, the hotel is charging less money and reasonable price where any kind of customers can come and visit such wonderful hotel. Apart from that, the customers can easily book or reserve the hotel room through internet or while reaching the hotel. In addition, the customer can make the cancellation after the reservation which is the other best facility of Merlin hotel. In this hotel, various kinds of rooms are available based upon the customer’s requirement such as 
· They are offering twin bedrooms where 2 people can comfortably stay together (2 single beds); the price is around 15 GBP (Radojevic et al. 2018).
· They are also providing a double room where is even 2 people should stay which is associated with 1 double bed. The cost of 1 night is approximately 16 GBP (British Pound) which is comparatively low-priced from other hotels with same amenities. 
·  Apart from this, they are also offering a triple room where 3 peoples can stay together which is associated with one single bed and one double bed; private bathroom is also available which is cost around 20 GBP.
· The hotel is also offering a quadruple room where 4 people can sleep together that is associated with one single bed as well as one double bed. This price for one night is 24 GBP. 
·  The hotel is also offering family rooms where 6 persons can stay together that is associated with one single bed, one double bed, one double bed (bunk). Such rooms are bigger and greater than in other rooms. The price is around 33 GBP.
So, the hotel management is keeping providing their services towards the customers which helps to maintain their heritage and tradition in the market. Due to such impressive facilities, most of the customers are visiting this hotel. Apart from that, the price is fewer prices if it is compared with other hotels. In such way, they are always offering best offers during any special occasion like Happy New Year, The Christmas which attracts the customers most (Nikolskaya et al. 2018). 
[bookmark: _1fob9te]Quality management 
To progress the quality management, the hotel used to provide several facilities are delivered towards customers. The Merlin hotel can earn profit through various experiences with various factors as well as employ process and quality improvements such as way they can keep improving their service or facilities in upcoming days. The quality management helps to obtain in various business factors in Merlin hotel (Al, 2015). The quality management is associated with various essential factors which can also help to make the improvement continuously and make a healthy relationship with present or past customers of this hotel such as 
Recruitment of efficient employees 
The hotel management team should recruit such employees who are efficient in manage and continue to provide excellent guest services while staying there. In the case of maintaining and increasing the value in Blackpool the Merlin hotel management should hire dedicated employees such way they can develop as well as balance their work. This factor helps to provide better services to guests which cause more customers are visited in this hotel. Apart from that, they must strictly follow the rules and regulations of the Merlin hotel. On the other side, hospitality management must understand the requirement of customers such way the employees can provide a suitable room and various amenities (Jasinskas, 2016). Moreover, the employees must take care of every customer such way they can visit and enjoy all facilities that should be given the Merlin hotel. This approach gives better outcomes to maintain the pride and heritage of Merlin and customers get best services. 
Roles and responsibilities
In the case of duties, hospitality management will take the main role in monitoring and keep improving service quality in Merlin hotel. Apart from that, the major responsibilities along with hospitably or quality management are making sure that guests enjoy the pleasant stay in their development. Moreover, it includes guest’s taking care of the period they check-in this hotel up to check-out time of every guest. On the other side, every single movement or activity of guests has to ensure their respective visit is especially worth their respective money. In the Merlin hotel, various departments are involved in the development like as the travel desk, reception, room service, housekeeping,  guest service as many more (Amin et al. 2017). These are all the duties that should be taken care by the hotel manager. Apart from that, the most crucial factor is the F&B department (Food & Beverages) where the guests can have a good quality of food that should be also taken care by F&B manager in Merlin hotel. 
Raised the profit
Due to providing such services, the hotel should earn which helps to increase the turnover of the hotel. Apart from that, employees are obtaining promotions based on work performance. Such way their confidence level grows up gradually. In the case of marketing, the hotel has made a deal with hotel booking websites where customers can easily find the hotel, as well as they, can check the price with facilities. Moreover, positive and effective feedbacks are assisting to visit others in this hotel (Pereira et al. 2015). On the other side, the hotel management team must provide premium offers to customers that help to increase the amount of booking or reservation. This cause boost in turnover and they can earn profit. 
Driving factors 
In the case of balancing and developing the team, the hotel manager must create a skill development team where respective superiors will provide appropriate training towards new employees or interns. In such way, new employees can able to enhance their knowledge and skills which should be a better impact on the hotel. This training will also help them to understand the job role and they must give their best effort to provide the best services towards guests. Apart from that, the management team should fix any problem or factor if any customer will suffer from hotel amenities. On the other side, the reception members must receive the call from customers and fix the matter quickly. The hospitality of the quality management team must take care of every customer and offers best service after check in to the hotel (Al et al. 2018). In such way, the hotel manager should balance all the factors and run the Merlin hotel in a proper way. 
[bookmark: _3znysh7]Improvisation in guests services 
The Merlin Hotel is one of the most renowned and famous hotels in the Blackpool region. It offers a wide variety of facilities and features which play a prime role in attracting the right type of customers to the hotel. But a key aspect where the Merlin hotel needs to lay more emphasis on is the improvisation section. This segment of the Merlin hotel would look after all the facilities and impromptu demand of the customers that can be met by the hotel in the best way possible. A lot of people in the hotel do not understand the importance that improvisation holds especially with regard to customer satisfaction which has always been of prime focus for the Merlin hotel. The effects and nature of improvisation in the Merlin hotel is highly critical especially in the coming time as the need and requirement of customers are bound to change to a different level with time (Secchi.et.al, 2019).
Improvisation would include creativity and innovation with the need to be spontaneous. This means how to assemble and offer new services to the customers coming to the hotel. Experience plays a crucial part in improvisation at Merlin hotel as the experienced staffs know how to alter things to satisfy the needs of the customers. Merlin hotel needs to study the demands and requests made by their customers. This would help the hotel realise the major department where they need to put in their improvisation skill. This would entitle a different and innovative way of greeting the guests, welcoming them, solving their queries and analysing their need in order to fulfill it in the desired manner. Improvisation is an integral part of the Merlin hotel and the hotel encourages its employees to indulge in it as this result in better customer satisfaction (Weinstein, 2016).
Improvisation is important in guest services at Merlin hotel because the guests come up with different problems and queries. Improvisation is the key to resolve them but still maintain the need of the customer in mind. This helps the customer in realising that their problems are being solved on priority and with importance making them feel valued to the hotel. This would help the customer to visit the Merlin hotel again. This would also act as good word of mouth publicity for the hotel making it a great form of promotion for the hotel. All this has resulted in making Merlin hotel a favourite among its customers in terms of the services offered and the quality maintained by it on all regards.

[bookmark: _2et92p0]Conclusion 
Merlin Hotel has all the key elements that a top-notch requires to be successful. The services of the hotel are one of the best in its niche with enough emphasis on quality management (Deutsch, 2018). The hotel follows the best process to recruit the most efficient employees to be part of the hotel with clarity in the roles and responsibilities that are assigned to them. Along with this, the hotel offers enough room for improvisation in order to ensure complete satisfaction of the customers.
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