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Introduction 2%a%a%

* CesarRitz

108 hotels worldwide,30 countries

* Ritz-Carlton, Boston

* Purchased 1998 by Marriott International

* Gold Standards ( legendary customer experience)

* "We are Ladies and Gentlemen serving Ladies and

Gentlemen." (Ritz-Carlton, n.d.) THE RITL"‘ C&RLTOI\[F

.............
.............
.............
.............
.............
.............
.............
.............
.............
.............
.............
.............

(Wikipedia,n.d.)



Business
executives

Main
Consumers

Celebrities

\/

Upper class O

Leisure travellers /////

Sportsmen
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Nature, Scope and

role of the guest

service and facilities

-
HOW_QTHE

(Stephenblandino,n.d.)

“Three steps of

: Guests oy e
Finest personal : service” (Ritz-
Nature . addressed by Service values
Service . Carlton Hotel
their name
Company,)
Fulfill :
Guest comfort Ultimate guest Employee
Scope : . unexpressed .
highest mission . experience engagaement
wishes
Resolve guest “line up” Face-to face Guest Service

Guest service

Facilities

issues

“Scenography”
(Michelli,2008)

(Michelli,2008)

Separate family
space in the
lounge

communication

Business
Centres, Spa

Representative

“Uncompromisi
ng level of
cleanliness”
(Ritz-
CarltonHotel
Company)



% Role and function of guest services %////
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AVZAAVAN

A Importance of hospitality %////

The guest comes back for more Guests share their experiences
Customer Loyalty Competitive Advantage Reputation Bigger Revenue
Stand out from the croud and distinguish Customers are W.llling to pay more

the brand



VA VAVA VAN
VA VAV VAN

Meet/exceed expectations

\ I I * Special amenities
\ /

N / * Personalisation
LOW HIGH

EXPECTATIONS + Resolve issues

(iStock,n.d)
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* Technology

* Excellect customer service

« Staff training



Conclusion

Hospitality is one of the biggest evolving
industry and employs a large number of
employees. Understanding the guest
expectations meeting or even exceeding
them is the perfect recipe for success of the

brand.
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