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[bookmark: _Toc13390053]Introduction
The major purpose of this report is to describe the services of a hotel and how they cope with the changes in the customer's choice. Here the major issue is to adopt the changes in the environment for hotel management and the importance to cope with these changes. Here I have been suggested to choose any hotel according to my own wish. I have chosen The Ritz-Carlton Hotel and described the pros and cons of it in term of the requirements of the report. At first here, the services that The Ritz-Carlton Hotel provide are described (Lochmann, 2017). Then the quality management of this hotel is also elaborated briefly. It uses a total quality management system to ensure quality to its customers. Then the ways are described through which the hotel cope up with the changes in customer's preference. Finally, the impact of these changing preferences on customer service are explained.
[bookmark: _Toc13390054]Services Provided by the Ritz-Carlton Hotel 
This is one of the most famous hotels in the UK. They are generally famous for the services and facilities they provide to their customers. This report mainly focuses on the services and adaptations of new services by the Ritz-Carlton Hotel. Their current services are explained below.

Figure: Services provided by the Ritz-Carlton Hotel
Source: (Lee and Soman, 2018)
Advanced technological facilities, they provide advances in technological facilities to their customers. Like they provide GPS facilities to their customers so that they can browse through locations and maps. Also, provide the fastest technologies to their customers. Provide high-speed Wi-Fi to their customers. Transportation facilities, they also provide transportation facilities to their customers. They provide transportation to the guests for the purpose of sightseeing. Also, they reserve a car, buses and aeroplane seats for their customers. Medical treatment, spa and others, there are free medical centres for the guests. They can take free medical treatment and check-ups. There are also facilities for spa and other beauty treatments. Guests can take the spa and other facilities. Also, there us gym room where the guests can practice physical exercise. In the newsroom, the news is telecast throughout the day. Guest can remain updated through the news. Security services, the major service provided by the Ritz-Carlton Hotel that is appreciable is the security services. They take complete care of the security of the guests and their belongings. There are security guards in every important corner of the hotel (Dillard, and Sutcliffe, 2011). Also, there are close circuit cameras in every rooms, corridors, corner and in the whole hotel. Online, phone communication, guests can communicate with the management of the hotel thoroughly phone internet, emails. They can call on the reception of the hotel and reserve rooms for them and also can check the details if the reservations. Also, the customers can make any query through the internet.  Advanced room service, the Ritz-Carlton also provides advanced room service which is famous among their visitors. 
[bookmark: _Toc13390055]Quality Control System of the Ritz-Carlton Hotel 
From the very beginning, Ritz-Carlton Hotel is famous for maintaining the quality of their services. They try to maintain standards. In fact, their objective is to reduce inaccuracies fully. They follow the total quality management system to control their quality which focuses on continuous development and achieving quality like six sigma’s. Their details process of quality management is described below.

Figure: Total Quality Management System of Ritz-Carlton Hotel.
Source: (Poornima, 2017)
Quality Planning, at first the company plan for the quality. In this stage, they set a standard for the quality as the Ritz-Carlton Hotel follows TQM, it plans to maintain quality similar to six sigma’s. That means it tolerates zero faults. Also, another thing they set in this stage is the involvement level of their employees in their quality control project. It is impossible to get success in a project without involving the employees that is why the company set where to involve which employee in the quality management process. Quality Control, in this stage they try to maintain the standards.  For example, their service should be the same as described in their brochure or on their websites. Maintaining the standard means designing the services as committed. As the company follows TQM, it tries to maintain the quality of the product like six sigma and keep the defect level is zero. Quality Improvement, the major concern of the total quality management system is to ensure continuous improvement of quality. It does not only incline to zero defect and best quality rather ensures continuous improvement of the quality. The Ritz-Carlton Hotel focuses on the continuous development of their service quality.
[bookmark: _Toc13390056]How The Ritz-Carlton Hotel adapts to consumer preferences 
Nowadays hotel business is mainly dependent on the satisfaction of its customers. Customers become satisfied when the hotel management designs their services according to their preference. The Ritz-Carlton Hotel also focuses on the preference of their customers. The ways through which the Ritz-Carlton Hotel adapts to their customer’s preference are given below.
	Ways to adapt consumer’s preference
	Description

	Welcoming guests warmly 
	The Ritz-Carlton Hotel welcomes its guests very warmly and this helps to think the guests that they are special. As guests are now expecting more services and care from a hotel, the Ritz-Carlton welcomes them warmly which have a greater impact on the mentality of the customers.

	Taking feedback from customers 
	They take feedback from customers before designing a new service (Fukuda, 2019). For example, the Ritz-Carlton has recently started their location bases browsing, they took the feedback of their customers before starting this service and designed the service according to the preference of customers. 

	Maintaining consistency 
	The Ritz-Carlton maintains consistency in their services. They provide sane services to each customer and treat customers un the same way. Also, they maintain consistency in services. Their services are always rather improved but not worse than before. For example, many time customers get satisfied through the services of a hotel which bound them to visit the same hotel again because they expect consistency in services and the same services as before. 

	Maintaining continuous improvement 
	The Ritz-Carlton also focuses on the continuous development of services. As the customers are very much updated than before and the competition is also very high than before, so customers choose that hotel that provides better services than the other ones. That is why the Ritz-Carlton focuses on continuous development. The hotel also maintains TQM, the motto of which is maintaining continuous improvement.

	Giving a proper farewell 
	The Ritz-Carlton gives a proper farewell to their every customer. They take care of the preference of the customers, so they maintain hospitality. They also keep the detail of the customers and encourage them to visit further (Lochmann, 2017). Proper treatment and proper farewell create an impression on the minds of the customers which makes them a satisfied and regular customer.

	Maintaining communication with the customers 
	The hotel maintains the communication details of their customer like email accounts, phone numbers social media accounts so that they can communicate with the customers further. The hotel maintains communication with their customers and send them the offers and discount packages of the company through emails or messages.

	Providing extended services 
	Now the main concern of the customers is the extended services provided by the service companies. They prefer the companies that provide them with 24/7 services. The Ritz-Carlton provides 24/7 services to its customers and also maintain security if the customers. 


Also, Ritz-Carlton Hotel is famous for its branding as the most customer-oriented hotel in the UK. In their every advertisement they focus on the fact that they are only concerned about the satisfaction of their customers. Maintaining customer satisfaction, us the main thing that works on their way to adapt the customer preferences.
[bookmark: _Toc13390057]Impact changing consumer preference in guest service management 
Nowadays the customers have differences in their preference regarding the services they get from hotels than that of before. As the preference of the customers is changing, the hotel management also needs to change their management according to it because the change in customer preference has a greater impact on the guest service management which is described below.

Figure: Impact of changing customer preference on guest service management.
Source: (Takata and Umeda, 2018)
Guests have new expectations, now guests have newer expectations that is why the guest service management team has to design the services in considering those expectations. Guests are always updated regarding the services provided by competitors through the internet and social media. That is why the changing preference the expectations of the guests have an impact on the service management team because they have to design their services according to it. Technological advancement creates new opportunities, as technology is further developed than before it provides fewer opportunities for both the parties. The management team can manage better service than before through the help of technology and the customers also can avail other opportunities through technology. Customers expect accuracy and consistency, customers expect accuracy in services that is why the Ritz-Carlton Hotel adopts total quality management system to maintain the quality that tolerates zero defects. Also, customers expect consistency in services and expect to get improved services, but they are not willing to take services that are worse than before which the guest service management team need to take care. Customers are upgraded due to the internet and social Media, this is also discussed before that the customers are now updated about the services provided by competitors, so the management team need to be careful about providing services superior to competitors to maintain customer satisfaction (Wilson, 2015). Customers expect diversified and extended service, now customers are no more satisfied with the tradition’s services provided by the hotels like good accommodation, room service, safety and security. They expect more and tend to approach those companies that provide them with more services Again they expect 24/7 services from hotel companies. Here the guest management companies must consider these expectations of the guests. The major issue that specifies that the customer's preference management has a greater impact on guest service management is that if the customer’s preferences are not prioritized, customers become dissatisfied. And dissatisfied customers are not expected by any hotel management companies. Si the guest service management team’s major responsibility to manage and design the 
services in such a way that the customers become satisfied. 
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Conclusion  
This whole work emphasises the importance of adopting consumer’s preferences and the way to adopt these. Here The Ritz-Carlton Hotel is taken as it is said in the direction to take a hotel company to make the report more practical (Partlow, 2013). Here the services of this hotel are described and also their strategies to update their services according to customer's preference are also described to create awareness regarding the importance of customer preference in the hotel business. From this report, the whole procedure of the Ritz-Carlton Hotel of maintaining their customer satisfaction is clear. Other companies can follow this because maintaining customer satisfaction should be the motto of all service providing institutions.
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