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[bookmark: _gjdgxs]Introduction
Guest service is one of the crucial elements of hospitality management. As hospitality industry depends solely on customer service, guest service department of an organization gets more importance to build a special relationship with their clients. Guest service involves the activities of collecting and organizing information about the guest who checked in the hotel, supplying the special equipment for the guest and welcome them entering the hotel. Cab facilities, complimentary breakfast, lunch and dinner arrangements are also included in guest service. Guest service should be maintained and arranged according to the demand of the clients in the hotel. Several surveys are operated to gather these information regarding preferences of guests. An intellectual team of hotel management is involved with this activities. To discuss all elements of guest service of a hospitality organization in this report “Novotel” hotel has been selected. The strategy that the hole is using to guest satisfaction will be also discussed here. 
Novotel is a midscale hotel brand in France that is operating its operational management on the basis of modern, natural and innovative design. This hotel is owned by Accor which is the flagship company of this hotel. Novotel is considered as the pillar brand of Accor Company with the implementation of great branding and service oriented strategy in the hospitality industry. 
[bookmark: _30j0zll]1. Evaluating and critically analysis the hospitality service provisions & Quality management of Novotel
According to Kotler  & Keller (2011), Hospitality sectors concern with the quality service for the customers. Organization mainly focuses on the customer service to create loyalty that helps to build sustainable business culture within the industry. In the context of rapid growth of competitive age service quality is the main attraction to the customers and the approach of the hospitality organization toward its customers. Being a growing organization Novotel is devoted to its customers to provide them best service in. They have built their website with full of information about all the offers that are given by Novotel. To achieve a large number of customer bases and satisfy them according to their demand the organization has taken initiatives of collecting information about customer’s perception. From the analysis of this information the company has set up a wide range of service provision to develop customer experiences, these provisions are explained below:  
Quick and Fast: Quick and fast service provisions in hospitality industry is one of the popular service provision provided by the hospitality organization. This provision enables customers to check in and check out quickly and fast, calling a taxi within a few minutes, delivery of breakfast, lunch and dinner within a given period of time. This type of fast response to the demand of the clients makes them happy and satisfied with the service orientation of the hotel management. On the other hand if customers do not get quick response they may feel exhausted as people are time conscious and their purpose of staying in a hotel is to make everything smooth and fast. For example, delay in taking payment can make a bad image of the technological advancement of the hotel management (Levinson, 2007).
Ensure familiar environment: Guests always seek a friendly and familiar environment within the hotel. Management of the organization should ensure a clean and friendly environment so that the guests will feel familiar gesture. This is important to make customers comfortable in hotel room. Even the outside environment of the hotel should be decorated in a manner so that it feels like home (Middleton, Fyall, Morgan & Ranchhod, 2009).
Security Services: Safety is one of the most important issues for staying in a hotel. With other facilities safety is the most important concern of the customers. While staying in hotel clients always want the best security guard. Security of their life and resources should be given by the hotel management. Customers are able to find out the security level of any of the hotel by searching the internet. To attract more customers and make them loyal to the organization there is no option rather than establishing good security service in the hotel (Pine & Gilmore, 1999).
Quality Management in Process in Novotel 
To set up the best quality management system within the organization Novotel always focus on its core service orientations and customer satisfaction. Following principles are focused by Novotel to maintain the best quality management process within the hotel (Senge, 2006).
Novotel is always customer focused organization that proposes its customers the best quality of service. All assumption of customer service is built on the basis of customer demand in the market. An intellectual team of the hotel is responsible to collect information about customer preferences on hotel service. By analyzing the information hotel management of Novotel offers various service to its customers (Tourtellot, 2010).
Involvement of the people in the operational management of the organization is also important to create a brand image. Employees and other stakeholder of the hotel should be always informed about all the activities of the organization. As quality management is involved with providing customers the high valued service employees of the organization should be trained on the approach to the customers (Tourtellot, 2010).
Best quality service of any hotel organization depends on the skill of organizing and directing people of the employees. Managers and employees should have the ability to know their customers and control resource according to the capabilities of the organization. Delivery of service should be fast as possible because customers are not willing to waste time in ordering and perceiving service from hotel management (Tourtellot, 2010).
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2. Identifying the ways in which Novotel acquires new changes for customer preference. 
In the present phase of competitive market of hospitality industry customer experience is important to retain existing and potential customers. Technological advancement and the age of globalization have a great impact on structural changes of service industries. It is getting toward the service orientation as well. Customer perception about the offerings from the hotel can also changed as the changing trend and fashion impacts the demand. To cope with this changing trend of service industries hotel management should take necessary steps to retain customer loyalty toward their brand. The strategy that can be taken for acquiring customer preferences is explained below:
Identify the category of customers: before taking decision for a value proposition for the customers in the hotel industry at first the management should collect information on demand of the customers. Even the competitor’s value proposition should be also analyzed by the organization to identify their competitive advantage. Customer’s perception about different brand of hotel industry should be also collected and analyzed to know customer preferences. After knowing the demand hotel management Novotel should take decision on targeting the customers. This strategy ensures proper use of organizational resources according to its available resources (Levinson, 2007). 
Find out customer’s purchase method: Customers of service industry mainly seek easiest way to purchase their service. Most of the time they prefer online booking service for hotel rooms. Management of Novotel hotel should know their customers preferences on purchasing method. If their customers are willing to have pre booking service the organizational should provide them. Sometimes customers also seek to pay by credit or debit card. Management should also arrange the method of paying by cash. It is popular as most of the customers want go cashless for safety (Levinson, 2007). 
Focus on customer complaint: Food focused guest experience this is not easy to maintain all managerial or operational tasks at once. But having skilled and professional service provider in the organization helps management to look over each and every need of customers. Sometimes customer may complain against service provisions of the hotel. For example if the wi-fi zone of the hotel is not so strong it must be painful for customers to be connected in social media or any other business related matter. If they complaint on it, the management should take immediate step to solve their problem. Immediate response to the complaint increases customer loyalty for the hotel and they retain to the organization for the rest of the time (Pine & Gilmore, 1999). 
Establish a good customer contact strategy: Communication with the customers is one of the important elements for hotel organization. Customers prefer those hotel which provide them 24/7 service in the hotel. Employees should have good communication skills to make a good relationship with the customers. Employees have to know the culture of the organization and also attitude and behaviour of the customers. Employees should know cultural differences as well as customer’s perception. It helps to understand customer demand and satisfy them in a good manner. Customers are always eager to expect a good attitude from the employees  (Pine & Gilmore, 1999).

3. The way in which changing consumer preferences impacts guest service management 
Enhance better customer service: When customer preferences is changed for any value proposition of a hotel organization the management immediately decides to serve their customers in the most unique way. Customers demand gets the priority and all operational and functional activities are done on the basis of their satisfaction. As a result the resource of the organization is used properly and opportunities are analyzed successfully (Levinson, 2007).
Facilitate to target new customers: When the value proposition is according to the customers of the hotel organization then it becomes easy to target the potential customers with the same value proposition. If organization is successful to set up customer service strategy according to the change of the demand of the customer then they can apply this same strategy to acquire a new customer base. Value proposition can enhance the chance of satisfying customers. When customers are satisfied they stay loyal to the company and buy the service again and again. It increases the brand image and a strong brand image is a strong competitive advantage for the hotel (Pine & Gilmore, 1999).  
Increase customer revenue: Proper value proposition for the customer in the service industry also enhance the power of the organization to attain a large amount of revenue from the customer. Customers mainly seek the best service from hotel organization. High quality value proposition requires high amount of customer service. Employees are also paid a large amount on the basis of their service. Customers do not bother to pay when they get service according to their expectations. Most of the time customers seek the best platform where they can have the full support from the hotel management to know all information about the hotel and their service provision. Customers also expect a good communication after receiving service from the hotel management. For example, greetings, welcome ceremony and other occasional issues are considered by the customers of the hotel industry. Novotel management always try to inform and invite their clients in all types of occasion they celebrate. Sometimes hotel management provide gifts to their valuable customers to appreciate them (Tourtellot, 2010). 
Increase customer loyalty: When hotel management is determined to serve their customers in the most unique way it reflects on their strategy. Customers are also satisfied if their value proposition gets matched with the expectation of the customer. Satisfied customers are loyal to the hotel organization and they act as promotional effort of the organization as they prefer the hotel to other people to stay and perceive their service. Proper value proposition is important to make customers loyal to the organization  (Pine & Gilmore, 1999).

[bookmark: _3znysh7]CONCLUSION
Hospitality service totally depends on the organization’s ability to use its resource and capabilities to produce the best service. Skilled and professional employees are the most valuable asset for the hotel industries as customers have direct communication and relation with the employees. Employees are the first approach of a hotel organization to attract its customer for other value proposition. In this report all aspects of customer care in a hotel are explained briefly. 
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