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Introduction
In this rapport the theme asks to demand the constant improvements made using the management system of a chosen hotel including strategies, services and impact of new services over customers. The hotel used for today’s assignment is Hilton Garden Inn Birmingham Brindley place. 
According to Kotler “a good company offers excellent products and services. A great company also offers excellent products and services but also strives to make the world a better place’’ this quote briefly demonstrates the fact that in a hotel the products and the services are making huge differences in the way the hotel runs firstly as a business. In the other hand, a hotel’s goal is to make the customer feel in the hotel just as at home. Therefore, to be able to share that to the customers the hotel is offering a perfect atmosphere especially for couples mainly because is a quite and very relaxing place and because the hotel’s elements and services are making the experience even more interesting and enjoyable. 
The Hotel is situated next to Birmingham International Airport, this modest airport hotel is 2 miles from the National Exhibition Centre and 11 miles from Birmingham city centre. And offers a lot of leisure comfortability. Within this rapport aspects such as the hotel’s services, the guest service within the hotel, guestology, strategies used by the hotel to attract and satisfy the customers in the best way.
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Hotel’s discussion
The Hilton garden hotel is one of those hotels that are offering a lot of things to choose by the customers. Offering lots of services and facilities, they are happy to share each and any of them within the guests.  The most appreciated services and facilities of the hotel are the free and secured parking, fitness centre, Wi-Fi. Restaurant. Conference facilities, evening entertainment, breakfast buffet. The list of the hotel’s facilities can continue, but the mentioned ones are the services that the customers are mostly happy with. The hotel’s location is a very good one because it has around places that are increasing the level of satisfaction of the hotel. The location of the hotel is working hand in hand with the other facilities and services making the customer enjoy the time it is spending at the hotel and around. 
The hotel’s management is respecting so many criteria and the managers are doing their best to work into the customer’s best interest to bring to them what they want to see at the hotel to have maximum level of comfortability and easy access to everything. Guestology is an action that is important when it comes about customer’s behaviour as its purpose is to observe customer’s reactions and behaviour responding to a variety of services and products. Theoretically, guestology’s definition develops the idea of the hotel being controlled by the customers because they are the ones using all the services and they are the ones using all the services and they are the ones that are aspiring for new things all the time and a hotel in a way or another must be able to introduce most of the aspects that the customer want to see in the hotel. Therefore, this is why is it obvious that the guests are the ones maintaining how good a hotel is working because they are the ones paying for what is attracting them. According to Teixeira, firms are using critical roles played by positives experiences of customers from the industry sectors (2012). This quote clearly explains that each hotel is trying to work in its best possible way to extract positive things out of any customer’s situation. 
[image: Imagini pentru guest services hilton hotel birmingham]

The hotel’s goal is to make its best to attract and satisfy the customers as much as possible and to do that the managers are doing their best to record information constantly about what the customers like at the hotel, how would they change things at the hotel, things such as services and facilities that are at their hand all the time. As, Drucker said, from any marketing perspective, customers are the main motive because of a company exists and each company’s goal is to satisfy the customers in the best way possible (1973).  An absolute strong point of the Hilton hotel is that the company is communicating a lot within the customers and this is the key of the manager when it comes to getting to know what the customers want and like at the Hilton’s hotel. During the time, the managers of the hotel and the people in charge of the decision making are feeling confident to say that the communication and the customer’s feedbacks are the main factors that helped them to change and keep things in the hotel. 
During the time the people in charge of the hotel developed in the best ways they could and now it is open to offer 238 rooms that are set on 7 floors that are mostly reached by using a lift.  Each room is dotted with air conditioner, heathers which are creating the atmosphere that the guests are aspiring for. In each room customers also find accessibility to a fridge and also accessibility to make a coffee or a tea any time.  One type of rooms is based on the non-smoking rooms which are especially for families with kids that are not wanted to breath any smoke, this coming up in the health and safety policy as well. All the services are protected, and all the customer is given safe accommodation guarantee. Coming to how the customers are knowing the services and facilities they are given into the prices they pay; they are firstly looking at what the hotel’s deals are and how the hotel can offer them a relaxing and well-worth time while staying in the hotel. Therefore, it is very important that on any source of information of the hotel the people in charge of the hotel and its system are planning the online sources and also they need to make sure that if information is required through phone calls then they need to be able to provide the exact same information as it is on the website. As Verhoef said, customers experience encompasses actions in different stages. For example, activities such as searching, purchase, consumption, disposition and accessibility… this as well information from the hotel management is necessary all the time so the customers can access it with ease and to be able to find the necessary information easily rather than getting to know all the useless information when maybe all that the customer wanted was to see a price of a night stay. 
There are strategies that are helping the employers to work in the hotel management easier than they would do without this strategy. The main strategy at the Hilton Garden Hotel is based on each employer knowing its responsibility and collecting information on its department only in the best way possible to support the decisions that needs to be taken depending on what the customer is aspiring for. Next to the data collection depending on the department, each employer needs to know what they are responsible for and also it should know how to communicate directly with customers.  Just as Satish and Venkatesakumar said the hospitality employees are getting involved in frequent, direct interactions with customers  and therefore the main people in charge of the hotel are very careful when employing people as they need to make sure that their experience is enough to be able to work with a variety of guests. Also, next to the experience the ones interviewing people are looking straight forward at their ability of showing how trained they are to be able to provide services and good atmosphere to the guests coming to the hotel. 
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Every time when the people from the decision making are initiating new aspects like services and facilities in the hotel then there are lots of people coming for new with the wish of testing and sharing information about how good it is to everyone. Basically, this is what is happening at the Hilton Garden Hotel and when they are announcing especially on social media about their new products and services, old guests are the main ones that want to try it as quick as possible. Therefore, the impact of new is very solid and it worth coming from the hotel’s side because even if it isn’t the best service/ product, people will pay for it because is new and they all want to try it and to give out impressions trying to compare the product with the same product or service that another hotel might have. Therefore, the spent money on the specific service will come back to the company and depending on the profit it will either prove if the service is a waste of money and time or in an actual success. Also, when introducing new elements in the hotel, the Hilton Hotel’s managers are trying to make their product more unique comparing to the competitors 
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SWOT analysis 



Conclusion
As a conclusion of this report a clear thing to mention is that the Hilton Hotel Birmingham is working very hard when it comes to the quality of management. This aspect can be seen through the constant improvements they make and through the variety of customers that are bringing continuous positive arguments linked with the hotel. Also, knowing that Birmingham is a town that makes the company face a very intense level of competition all the time, thing that pushes the quality of management to be better and better with any occasion to increase the level of satisfaction of the customers at the highest standards.  Also, about the management of the chosen hotel, I can be said that the people in charge of the hotel are constantly looking at what their competitors have trying to add similar products by adding some unique elements or flavours to make them even more attractive. Also, when it comes to ideas for products that are taken from competitors, they are looking after the package and the way they are providing the product as they want it to look better and more attractive than it is at the other hotel. 
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SWOT


Strenght
Location
Accessible
good products 


Weakness
Limited economy for constant changes 


Opportunity
Attract customers through online resources


Threat 
Competitors
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