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What is Hospitality? The definition in Oxford concise says:” friendly welcome and kind or generous treatment offered to guest or strangers”. Is that really all?  Basically, the hospitality is an industry that offers a range of services and business regarding leisure and the final act is the customer satisfaction. How do we reach the hospitality goal? We need to offer guest services to bring to the customer satisfaction, to create an experience that needs to be tailored to the guest needs. 
Guest services has been defined as:”services, amenities and help that hotel provides for the guest” according to Collins dictionary. But guest services is more then that, as the guestology was invented to observe and study the behaviour of a customer in order to provide best services for the client.
The guest service in hospitality industry are the same, what makes them unique is the way the employees are able to treat a guest, to offer them the best experience. 
This unique experience had been studied by Bruce Laval for Walt Disney company and developed a strategy that is applicable and the key to offer an excellent guest service from the guest point of view.
Let us not forget that in 2020 the pace is fast, the technology is an integrated in our daily life, the guest satisfaction rely on the experience that is been created. To offer an extraordinary experience it need to be built on strategies. Such as:
· Give your employees excellent product knowledge 
· Trainings for employees about empathy
· Build an infrastructure to support excellent guest services
· Resolve guest issues at their first point of contact
· Deliver on your promises
· make it personal
To out beat the competition in the hospitality industry it is necessary to connect with the customer through a different and  unique guest experience 
Guest services are personalised and tailored to meet the needs of the guests, but always there is room for more, meaning that services quality needs continuous improving:
Treat your guests like a celebrity
Continuous training 
Personalise the customer service
Give a your new employees a good start
Technology is an important tool that’s necessary to be updated
Use appraisal and measure the performance of the services provided
Relate the hotel performance to the actions of the staff 
For exemplification I choose a hotel from Romania, Bucharest part of Rin Hotels Group. It is the largest hotel in Bucharest. Rin Grand hotel was opened in 2007 as an ambitious project aiming to be the spearhead for a young company in the hospitality industry. It was aiming to be an international hotel, targeting businessmen’s, companies and foreigner tourists.
Rin Grand hotel used to have around 1400 rooms with the an initial investment of 60 millions Euro. In 2008 the hotel had 23 suits and more then 40 conference suits, 2 underground floors and  15 floors above and 105.000 square meters of construction and 1000 parking places. The hotel had a series of events starting with the fire before the grand opening.  
The financial crisis had a major impact on the hotel and  due to high costs of maintenance and dropping of the price per room, the owners decided that is necessary  to make a strategical change and in 2010  the hotel was refurbished and the investment was around 5 millions of Euro.
In 2014 , the media presented Rin Grand Hotel as being still a giant in the hotel industry with a capacity over 400 rooms, a conference center with 25 rooms , spa, fitness centre, sauna and pool. The hotel had the only heliport in Romania, unfunctional yet.
The hotel had many events during time that affected the business growth and maintaining a high quality customer service.
PESTEL analyse of the situation in 2007
The political status of Romania by joining the European Union. According to the financial analysis  the company declared in the first 3 months of 2008 a profit of 2.700. 000 euro.
The Romanian economy was on growing trend, facilitating the financial relaxation allowing the company to invest 60. 000. 000 euro.
An important social step in that period was the development of HR sector and social media and emigration to the continent.
In Romania, the technological boom was at its peak, supporting the business to have access the newest gadgets in the sector, such as heating system, wi-fi , computers, cooking, cleaning.
Environmentally, the location of the hotel is near to a protected area right in the heart of the old city of Bucharest.
The legislation was unclear and on a continuous transforming, so the standards were set but still not final, there is a possibility to improve the laws.
In order to be objective and the report to be accurate we need to make a short SWOT analyse of the guest service for Rin Grand Hotel.

	STRENGHTS
Technology
Aggressive recruitment
Food and beverage
Kitchen 
Beauty clinic
Dental clinic
Exclusive shops
Services and room for person with disability


	WEAKNESSES
Location of the hotel is far for the main attraction of the city
Staff changing 
Inefficient management
Transport
In 2008 the hotel had more than 1400 rooms 
Maintenance
Housekeeping
Lack of foreign languages


	OPPORTUNITIES
More medical services
Refurbishment
Changing according to the market trends
Continuous development for staff
	THREATS
Financial crisis
Maintenance costs/ investments 
Discontinued management team



In 2007 the Rin Grand Hotel had an excellent start because the they had an aggressive recruitment that allowed the hotel to get trained, experienced staff that in time choose to leave or they did not felt motivated to access better positions in the company. Few reasons for the staff to leave was:
 1.financial reasons - the inability of the management to make a financial balance for the staff, and they choose to maintain the staff level in order to cover the hotel needs that in 2007 had more then 1400 rooms and function of 27% of capacity.
2. level of training- the staff continuous training as a part of development was discontinued . The management lack vision and education in the hospitality industry, the care for the needs of the guests.
3.One major factor that had impact on the guest services was the fact that not all front office staff speak 2 foreign languages, a weakness that still exists. 
Location and transport
The location of the hotel is in a protected area of Bucharest, near to old city of Bucharest and in the last five years developed but is not the main attraction for the guests, the hotel has no view and to reach to airport is quite far bringing a minus for the hotel. 
Housekeeping
In the first years the housekeeping staff was discreet, efficient and well trained. In the last few years the training, materials and trolleys for the housekeeping were seen by guests creating discomfort. Complaints were made that the rooms were untidy or tidy superficial showing the lack of interest of the supervisor and management for the guests needs and wellbeing. There might be various reasons that lead to that : lack of staff or understaffed, lack of proper training, updated resources, trying to save money so that could lead to understaffing and poor or missing materials.
As the hotel is 105.000 square meters the possibility of refurbishment according to trends of the market is continuous and that is a plus. It was refurbished in 2010 and that lead to financial growth and attracted customers from a different part of the market. The continuous refurbishment brought for the guests a new services : plastic surgery , dental services and wellness as a novelty on the market is the room for disabled people with all the new facilities.
Maintanance costs/ investments
There were complaints about hot water, the AC system and the noise level as there was a party. The system in places could been faulty because there were few issues : the systems could  be improperly designed, lower pressure, the system could be second hand and in short time could cause issues for the guests. The complains came in the same period of time showing that the management involvement was not at the best level and there is another variable unknown the maintenance team- if there was competent and empowered to solve the actual problems or if the service is externalised for some parts of maintenance.  
Kitchen and restaurant services 
The kitchen was well lead and organised, receiving good reviews from guests. The menu is been updated and there is an open buffet for breakfast until 10.30 included for all the guests. Room service is fast and the staff is polite, pleasant and well trained. The restaurants are nicely designed and there is piano music or a live band depends about the event, season and time of the day but not all the time. The staff is friendly but not all the time are trained as for a 4 stars hotel. Not all the staff speaks foreign languages creating a barrier in communication, frustration and disappointment for the guests. 
Rin Grand Hotel have a great opportunity to develop more medical services, there cause there is pool, sauna, jacuzzi and that could give them the chance of medical recovery services such as : physiotherapy, kinetic therapy and more premium shops.
Now analysing the strategical thinking and the strategical management process are one of the most important activities in an organization according to Evans, Campbell and Stonehouse, 2006. The way this actions are put in  practice can explain the success or the failure in long term. Mostly of the managers are interested in developing strategies that allows achieving superior performances for them hotels. The main purpose of the strategic management is to analyse the internal and external environment of the companies , and to offer solutions meant to improve the financial performance. The companies that use strategic management practice can achieve higher performances then the companies that does not use strategic management. A study conducted on a sample of hotel managers showed that using strategic management is associated with high level of satisfaction. In the same time, 81% of the managers confirmed that are using strategic management practice on a regular basis (Rigby, 2001). Another study on hotels made in United Kingdom highlighted the positive connection between the hotel performance and strategic planning (Phillips, 2006)
In 1996 , Blum published an article in  the magazine “Hospitality Research Journal” where he identified the main themes that are recognized in the strategic management practice such as : 
1. human resources and organisation
2. service quality and clients
3. education and professional training
4. finance, strategy and performance
5. trend of the market
6. legal aspects 
According to Porter (1980) a company can maximize performance if it is chosen a strategy in the competitive environment and then applies the best activities that gives value and support the strategy. The companies can choose one strategy: a. low cost strategy, b. differentiation strategy,     c. focalising strategy
The companies that utilise the low cost strategy will try to make products or services at the lowest costs. The purpose is to sell those products or services to a higher number of guests.
The differentiation strategy is based on the belief of the client that the product that was offered is superior to the other market product. One of the best example is Marriott and Hilton.
Focalising strategy is used by the companies that address to a specific sector of the market based on specific characteristics such as: age, social status, life style.
Based on the information about Rin Grand Hotel I strongly belief that the company used low cost strategy and focalising strategy in order to achieve them goals. They are in the process of adapting  to the new market trends . The management did not utilised the maximum potential from the market information system. In 13 years of activity the company could of improve the training system and staff performance, technology toolbox  to resolve faster and efficient the guest complaint and to update the market information system.
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