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The hotel industry's aim is to make consumers happy. In recent history, hospitality management has been changing a lot. The end objective of sustainability is to limit the effect of the hotel on the area via needless energy usage reduction, support for alternative energy use and greenhouse gasses reduction. This report is an audit of the customer services provided by Warner Leisure Hotel. In this report, the trends of the hospitality industry and the impact of those trends on the customer service of the industry have been given. Further, the post-pandemic measures of Warner Leisure Hotel have also been described here. The report is ended with some proper recommendations for the Warner Leisure Hotel as a measure of following the new trends of the hospitality industry.


[bookmark: _Toc83396876]Discussing market trends in the hospitality sector 
The hotel industry's aim is to make consumers happy. Whether it's a delicious dinner, a wonderful spa treatment, or a good night's sleep outdoors, each guest's needs are important (Asar, 2017). Here the market trends of the hospitality sector have been discussed-
Technology advances
The technology is moving quicker than before, and somehow these changes both businesses' expectations and the way the hospitality sector operates. Some developments in the sector contribute to significant benefits and savings for businesses in the hospitality sector; while others change how hotel developers design their facilities, infrastructure, organisational structure as well as needs for employees (Barron and Maxwell, 2019). Nowadays, while travelling with gadgets like cellphones, tablets, as well as laptops, the visitors of hotels don't view Wi-Fi as a benefit. Hotel visitors demand a smooth and uninterrupted Internet connection, which will enable hotels to engage in better, quicker Wi-Fi infrastructure so customers can conduct business in order to easily make use of their technology while booking their stay. Hotels like Warner Leisure Hotel are increasingly using intelligent room entry systems that enable guests to open doors just by switching their phones over a keyless pad.  This technology will save visitors from worrying about selecting keys, and employees at the front desk will not have to provide new keys if a guest misses their bedroom key (Singh, 2020). The fingerprint-activated room entrance systems, as well as retina scanning gadgets, are also unique to provide an unclassed experience. Retina scanning is even better than fingerprint scanning as well as iris scanning technology has been implemented already by hotels such as the Warner Leisure Hotel to successfully incorporated into the presidential suites of the hotel using key cards.
Sustainability Practices
The end objective of sustainability is to limit the effect of a hotel on the area via needless energy usage reduction, support for alternative energy use and greenhouse gasses reduction in an attempt to influence the path of global temperatures.  Excessive trash is produced by hotels. UK hotels really generate 289,700 tons of trash annually (Baum, 2018). This has led to the adoption of waste management with some of the most popular sustainability strategies. Many hotels like Warner Leisure Hotel have recycled food products, used reusable products in common spaces and offered newspapers in communal areas instead of sending them to each room. Hotels also have used reusable bottles by filtering water stations as well as providing guests with a water bottle, rather than disposable ones (Davies, 2020).
[bookmark: _Toc83396877]Impact of changing consumer preferences and development in hospitality provisions on the guest service management in the pandemic situation
New behaviours develop when customers remain at home. Home is becoming the school, coffee house, entertainment as well as consumer restaurant.  The delicate boundary between personal and business life is blurred as well as fused since many customers work from home as well as intend to do so in future. This challenges companies relying on the physical presence of consumers to gain revenue including hospitality and tourism (Dobson, 2019). The tourist sector is mending, as some nations have limitations lifted and people adapt to the new standard.
However, emotional and financial variables influence the behaviour of visitors. Psychological variables include the dread of the infection and the readiness to go (Van Der Wagen and White, 2019). The economic element is family income decline. Both influence the visitor decision-making process. Foreign visitors dropped by 65 per cent as per the World Tourism Barometer, which implies the sector lost 440 million in scheduled international. Interestingly, in certain nations, people prefer domestic tourism. Domestic tourism is an act of travelling inside a nation of residency for pleasure or business (Harris, 2017). Because of the pandemic situation consumer preferences have been changes and also advancement of technology has also changed the choice. In this case, hotels like Warner Leisure Hotel have to take some strategic challenges to face the crisis.
[bookmark: _Toc83396878]Provisions of guest services for Warner Leisure Hotels
The hospitality industry in the UK is developing rapidly. But to keep pace with the trend hotels have to bring some modifications to their guest services. This should be done also in the Warner Leisure Hotel (Walker, 2019). One of the most influential factors is the cultural differences in the customers. Guests from different countries with different cultures visit the hotel (Heni, 2018). This may cause quite differences in customer services from customer satisfaction. Another influential factor is the trends of the hospitality industry. Here some of the provisions guest services of Warner Leisure Hotel are given-
Catering for millennia- The hotel develops strategies based on the characteristics as well as habits of the demographic group that are the focused youthful age group that wants to embrace technology. The hotel organization is advertising the company on social media (Holliday, 2018).
Tech explosion- Clients are now self-sufficient, electronica as well as ready to utilize technology via applications and mobile websites. The hotel needs to update its technology as well as make it easy for users to access excellent technological equipment and experienced support personnel.
The influx of international visitors- It is essential for the hotel management to just provide facilities in a wide range of languages along with customized experiences correctly which will support to satisfy the culture as well as desire requirements of the global visitors.
Mobile check-in and checkout- The hotel has offered the option of mobile check-in/out that has benefited the customer a great, as well as quick access to the hotels as all its customers, use a smartphone as that of the fastest technologies.
Real-time complaint- If the visitor of the hotel is happy with the services and any other actions of the staff in question, the guest may simply reject the website that will be the rapid response of the authorities and addressed.
[bookmark: _Toc83396879]Post pandemic measures of Warner Leisure Hotels
After the pandemic has arrived people are now entering into a new normal era. For this reason, there have been many changes that will be occurred in the industries like the hospitality industry. Tourists will become more careful from the consumption side in the post-crisis era. Social distance, as well as new health standards, will become a new standard to integrate restaurants and hotels as soon as feasible. Extra resources like financial, HR, time should not be overlooked while carrying out these tasks. And all these things have been ensured by Warner Leisure Hotel in times of reopening the hotel (Morrison and O’Gorman, 2020). They have ensured extra training effort for service employees that is required for new operating practices for consumers. 
The health of employees must become a condition for restoring confidence and security in every service company. Careful attention has been given to social distance, the partial use of the available space, the deliberate restriction of available rooms and a decrease of some services. This is easier than it sounds since it involves first placing 'safety and health' as well as seconding the financial and commercial interests that are frequently urgently required. Previous downturns have demonstrated that everyone suffers when the markets begin pricing contests during and following decrease times. Given the extra expenses for implementing health standards, sufficient margins ensure the safety of workers and staff (Nailon, 2018). As the post-pandemic measures Warner Leisure Hotel has been ensured the digitalization in the customer check-in and other customer services like a virtual tourist guide, pay pal, etc.
[bookmark: _Toc83396880]Recommendations
For Warner Leisure, The technology, both inside and outside the room and before and after the stay, would be at the core of the hotel experience. This leads to the development of new ideas, more innovation and a more customized offer in the industry. The impact of global warming is increasingly regarded as an important source of worry both for companies that are likely to suffer sales and profit losses and for society as a whole. As a consequence, governments, but even more so enterprises must be more sustainable: 'not just green but really sustainable business models.' This year, supply firms have taken on extra importance owing to widespread lock-down and changes in work and childcare schedules. Consumers are no longer pleased (still) with purchasing the same pizza, Chinese or Indian drink and want to level up things. Hotels do not want to give up the trimmings of excellent food, so they attempt to make you look at home. F&B facilities may do this by integrating drink delivery and adding extras like ambient candles, QR-code playlists and surprise freebies. While hotels helped to fulfil local medical demands and transform hotel rooms into alternate workplaces for those who are tired of working from home (Otting, 2018). Finally, Warner Leisure Hotel should focus on a particular specialized market to attract customers.
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Hotels like Warner Leisure Hotel are increasingly using intelligent room entry systems that enable guests to open doors just by switching their phones over a keyless pad. The fingerprint-activated room entrance systems, as well as retina scanning gadgets, are also unique to provide an unclassed experience. Home is becoming the school, coffee house, entertainment as well as consumer restaurant. Many customers work from home and intend to do so in future. To cope up with the post-pandemic situation and a new trend of the hospitality industry Warner Leisure Hotel should maintain proper strategies.
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