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Introduction 
[bookmark: _GoBack]This report will consist of the findings for guest services, the use of guest services within a hotel, how the hotel adapts guest services and how these changes can affect the business. Extracted from collinsdictionary.com it explains that the facilities, amenities, and assistance offered by the hotel for its guests are the guest services. Facilities are designed for necessary activities whereas amenities are more for pleasure and enjoyment but overall the service which is provided by the employees can define the guest’s stay. Amenities:
Spa, swimming pools, bars, lounge areas, 24-hour desk service and onsite parking. 
Facilities:
Gym, Currency exchange, Meeting rooms, Dry-cleaning, left luggage, Air cooling and free Wi-Fi.

Assistance:
Room service, Varity of foreign languages, disability support, travel arrangements and local knowledge.







Guest services is the product which the customer should value their visit on. They will base their view and feedback on how well the guest services are delivered. This demands high standards, consistency, adaptation to consumer preference and uniqueness. 
How can a hotel provide outstanding guest services?
· Making sure the establishment has clear and strong policies that all employees can understand and work by.
· Focusing on reviews, feedback and audits to assess where praise or improvement needs to be provided.
· Employing passionate and motivated employees who can supply excellent guest service.
· Keeping modern as well as updated facilities and amenities to compete with competitors.
Why is guest service so important?
The main selling point of a hotel is to give the customer a good night’s sleep, therefore if every hotel is offering a well-rested stay the only thing that the companies can compete against is for their services. This challenges the organization to offer better service over the competitors so they can seize a place at the top of the market. (Abbasi, Khalid, Azam, & Riaz, 2010) said when researching the final results of customer satisfaction, especially in the hotel industry, it is found that one of the most important factors of customer satisfaction is regarded by the guests as service quality. Showing that it is crucial for a hotel to provide the very best they can give and making sure they are offering a service like none other.

The Kimpton Fitzroy (Fitz) which is part of The Kimpton Hotels and Restaurants is considered to have an individual style and an incomparable sense of luxury. The following information has been extracted from ihg.com. They offer unique, brave, delightful designed rooms as well as awarding-winning dining and fantastic amenities which explains why their motto is ‘A different way to stay’. The standard perks you receive at Fitz aren’t at all the ordinary perks that are received at most hotels for example; free Wi-Fi, fresh complimentary tea or coffee, a dedicated hour for wine, using their yoga mats or public bikes to unwind or workout, cats and dogs stay for free, business travellers get 10% of perks. The venues for weddings are breath-taking as every box can be ticked to make that day as special as it should be. There are also the accessible features including; roll-in showers, communication features, accessible restaurants, meeting spaces and facilities, which make it easier for customers with disabilities to be as independent as they want. Some reviews taking from tripadvisor.co.uk say how amazing the service one mentioning (James H) ‘All of the staff from the door throughout the whole hotel are exceptional and really made us welcome’ and another saying (Elizabeth H) ‘Their help and making sure I had everything I needed has encouraged me to recommend this hotel to friends, family and business contacts’. The assistants from the employees and their enthusiastic service welcome guests through this feedback and bring bigger advertising along with larger revenue. The Kimtpon Hotels and Restaurants were announced in the 100 best companies to work for in 2019 by Fortune as well as obtaining Condé Nast Traveller readers’ choice awards in 2018.
What services standout?
· The Fitz specializes in luxury themes throughout the hotel with its specialty rooms and suites as guests are treated to deluxe Frette linens, deluxe robes, Ruark Bluetooth speakers, 24-hour in-room dining, Nespresso machines, Mini Bar with Gourmet Local Treats, Perfumer’s Story Bathroom.
· The services provided in the hotel shows the extra mile that the Fitz will go to, to give their guests an incredible experience by a range of bars and restaurants which serve breakfast, lunch, and dinner as well as evening drinks. Hassle-free express check-ins and check-outs along with 24hour Concierge services, a business centre for those who are on work travels. 
· A review taken from turningleftforless.com written by Michele in 2018 says one of their highlights was the doorman being ‘more casual than many of the 5* London hotels’ also she wrote that the doorman gave her all the assistance she needed when leaving or arriving at the entrance. She goes on to mention how the front desk staff dealt with a burst in numbers but were hastily to resolve the problem and get her checked in without any issues. Driven employees help maintain the businesses operation and it supports reviews for the hotel.



Quality management and how they continuously improve.
The Fitz presents itself with its unique look and chic design as The Kimpton as a chain aims to set this standard throughout all their hotels. They manage 100% of their properties with their signature style and authentic service across an array of new build projects and historic building transformation. The portfolio of The Kimpton has positioned them as a leading choice for developing and managing boutique hotels.
(Render 2011) quoted like the manufacturing industry, calculating the quality improvement techniques in the hospitality industry has become apparent. Hospitality organizations will establish a competitive advantage by generating long-term value, and the method for evaluating these activities will be continuous improvement. 
[image: Image result for quality management]The Kimpton has many dedicated teams to support and oversee activities that are constantly happening within the business operation. There is a list on their website under management services which shows different sectors of how they operate. A wide range of help for all their employees, managers and associates. 
For example:

Facilities
Development and Design
Preventive Maintenance
Renovation, Repositioning

The industry
Trends Evaluation
Cost Control
Internal Auditing and Quality Control

Implementing systems, procedures and controls
Accounting and Bookkeeping
Audit and Control Procedures
Employee Development and Training

Organization 
Strategic Planning
Ongoing Competitive Analysis
Legal Resources
In-house Public Relations
Human Resources 
Worker's Compensation
Employee Relations




[image: ]The Kimpton believes in technological advancement in hospitality and in most cases use full advantage of it every day, but they have a superbly advertised what they call ‘Stay Human’. They promote Stay Human via video, by the employees reliving memories of times where they thought only humans could solve this. This is correct to an extent, as computers and artificial intelligence are only capable of what it is built for. If a guest has high emotions such as stress, anger or is upset, there is no algorithm that could assist them the same way a person would.This image taken from extranet.who.int shows the foundations of quality management and the procedure in which they should be followed. 


This image was taken from educba.com shows key points of Total Quality Management. Total Quality Management is the control and execution of all the elements in the diagram.


A video named Working at The Kimpton shows a real understanding from the employees’ point of view on what it is like to work at this company. They all explain that they can be themselves while maintaining a professional ethic at work. At The Kimpton the belief of being yourself is key to a happy work environment and quote from the video ‘be yourself, lead yourself, make it count’. Producing videos such as this one is a great way to advertise not only a career at The Kimpton but showing to the guests that will stay how much care goes into these hotels.
How does The Kimpton adapt to changing consumer preference?
Kimmy’s review from Tripadvisor.com makes constructed and praised feedback saying how she thought there could be more vegetarian food on the menu but how the chef was happy to provide extra vegetarian meals on request for her. The chef in this example went beyond the call of duty and shined for his act of selflessness. After this review was written, a manager from The Fitz quickly responded with speak of changing the menu to better accommodate all tastes.
One of the 4 things that The Kimpton is doing differently according to eyefortravel.com, it explains that they are trying to keep the digital wall low between the guests and the front desk. Connor Smith, the group’s Senior Director Brand says that they know guests really appreciate employee interaction when first stepping in the establishment. 
The Kimpton’s properties all being boutique hotels and with their unique, individual design requires creative visions and long-term development. Customizing each hotel to meet most preferences would be an extremely difficult task without the help of customer’s feedback and review. Using Journey Builder for Apps (salesforce webinar) gains information through consumer feedback, data to analyse consumer preference acquiring knowledge to help keep their refreshing design.
How does changing consumer preference impact guest service management?
The components of guest services are made up of the facilities, amenities and assistance required from the employees within the hotel. If the hotel would change their facilities and amenities, this would take a lot of development not just on a construction and time scale, but it would also course the business to search for new employees or further training of their current staff. This could also course lay-offs or possibly a complete restructure of an employee’s role which would be the last resort for a hotel.
Conclusion
To summaries this report, it is clear how significant guest services are in the hospitality industry and it could hold more importance than the location of the hotel. With the current changes happening in this day and age, for example, advanced technology and climate change, it can be extremely difficult for hotels to keep up. Guests wanting to use express check-ins without speaking to any employee, being eco-friendly and catering to all types of diets (vegetarians and vegans). Many hotels will try to be the fastest to meet consumer preferences and to adapt their guest services to get ahead in the market. The Kimpton know where they stand as a luxury hotel brand and choose to accept the changes and preferences of consumers but are not in any hurry to completely change their brand. They are aware of their target market and who their properties appeal to but are focused on delivering their service in a way that they feel represents the company. To recite a short but crucial reference from Zeithaml (1981) the service providers need to grasp how consumers select and access their offerings.
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