Elzbieta Beuca : 2232428
International Hotel Management. 
 This is a presentation for Hospitality and guest service .
 I use  Hilton Grand Vacation by Hilton hotel to do my presentation 
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service.

“To enswe satistying and
Role and memorable experience
functions of = Welcoming visitors, aiding with

check-in and check-out, answering

guest service questions and recuests, and

8
resolving any issues (Grace and
OCass, 2004)
9
]
+
¥
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To offer excellent customer service and make sure that visitors have a satisfying and memorable experience are the duty and responsibilities of guest service in the hotel
[=]|sector. This include welcoming visitors, aiding with check-in and check-out, answering questions and requests, and resolving any issues that may come up. In addition to
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= Promoting welcoming and inclusive atmosphere.
_ = wide range of establishments including hotels, restaurants, and
travel agencies.
= Excellent customer service, foresight of requirements, and the
creation of individualized experiences.
Ly ISIEIWEIOIN . noveioping repport with vistrs and creating o fesling of
hospita | |ty community (Hudson and Hudson, 2017)
= It is a major factor in customers' pleasure, loyalty, and revenue D
development
= By giving customers a satisfying and unique experience,
hospitality helps businesses stand out from the competition.
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In order to create a welcoming and inclusive atmosphere that generates great visitor experiences, hospitality is essential. It s a crucial component of the hospitality sector,
===- [2J| whichincludes a wide range of establishments including hotels, restaurants, and travel agencies.
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= Individualized service, anticipating requirements, offering
How hotel distinctive and memorable experiences, and utilizing
technology.
meet/exceed
= Collecting customer feedback and use it to progressively
guest enhance their products and services (Hwang and Seo, 2016).
expectation: = Developing a devoted clientele and reputation for excellence
by continually providing outstanding service D
]
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Hotels that take a customer-centric approach to hospitality may meet and even surpass visitors' expectations. In order to do this, service and amenities must be customized
==== | [*]| toeach visitor's unique needs and tastes. Hotels may use a variety of strategies to surpass guests' expectations, including individualized service, anticipating requirements,
Siidesof 11 [ Engiish (United Kingdom) (b Accessibiliy: Investigate 28

H £ Type here to search —P’





image10.png
26613-AP_Hospitality-and-Guest-Service-A1 - PowerPaint Emil Beuca @ =

Inset  Draw  Design Tnsifons  Anmations  SideShow  Recod  Review View Help Q) Tellmewhatyouwenttodo
&% [Eltayout PN NNOoo D.. P Find
T5 | Side. Bsecton~ | BT S e 2 4NN Y 7 A 1 Select +
Clipboard 15 Sides Font Paragraph Drawing Editing ~
= [
_ = Businesses must embrace a customer-centric strategy,
foresee visitor demands, and offer individualized
service to accomplish goals in hospitality.
= Businesses may foster loyalty and develop a reputation
Conclusion for excellence by exceeding customer expectations,
which will ultimately spur development and earnings.
= In this presentation the factors relating to hospitality
brand establishments and process have been
presented with D
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In the hotel sector, providing excellent customer service is essential to making sure that visitors have a satisfying and memorable stay. Businesses must embrace a
customer-centric strategy, foresee visitor demands, and offer individualized service to accomplish this. Businesses may foster loyalty and develop a reputation for excellence
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= Bagdan, P, 2012. Guest service in the hospitality industry. Wiley.

= Berry, L, Wall, E. and Carbone, L., 2006. Service Clues and
Customer Assessment of the Service Experience: Lessons from

_ Marketing. Academy of Management Perspectives, 20(2). pp.43-
57

* Chauhan, P and Sarabhai, 5., 2018. Customer Experience
Management: Evolution and the Paradigm Shift in Marketing
Business Perspectives, pp.4-16.

= Grace, D. and Q'Cass, A., 2004. Examining service experiences
References and post-consumption evaluations. Journal of Services Marketing,
18(6), pp-450-461.

= Hudson, 8. and Hudson, L., 2017. Customer service for hospitality
and tourism. Goodfellow Publishers.

* Hwang, ]. and Seo, 5., 2016. A critical review of research on
customer experience management: Theoretical, methodological
and cultural perspectives. International Journal of Contemporary
Hospitality Management, 28(10), pp.1 - 33
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Hospitality and guest service is a way of making the guest satisfied by providing their demanding service. Guest service motives at ensuring highest comfort to the guest as
=== _illillls ]| much as possible to get a positive perception from the guests. The guests and customers in hospitality organization are prioritized in every aspects to attain high customer
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= Hospitality and guest service is a way of making the
guest satisfied by providing their demanding service.

= It motives at ensuring highest comfort to the guest as
much as possible to get a positive perception from the

= In this presentation the factors of guest service have

= Hilton Grand Vacations a brand by Hilton Hotel has
been used here as brand service example.
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Background of

the selected
brand

= Hilton Grand Vacations is a division of Hilton Worldwide Holdings Inc.

- Itprovides

= noliday ownership goods,

= timeshare properties

H i lto n oo

5
* Hilton Grand Vacations runs 60+ resorts all over the world, including -
GRAND VACATIONS the US, Europe, and Asia E

Hilton Grand Vacations is a well-known name in tourism and vacation ownership sectors. It i a division of Hilton Worldwide Holdings Inc. that provides a selection of
=== _illallls =) noliday ownership goods, such as timeshare properties and vacation club memberships. More than 60 resorts are run by Hilton Grand Vacations in well-known vacation
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= People or
families that like
taking vacations

luxury services.
Those who

Main desire to invest

in their future

consumers of holidays to take
on timeshare
the brand resorts and
‘vacation club
memberships.

= Couples, seniors,
and families with
young children

People or families that like taking vacations and prefer the luxury and convenience of owning their holiday lodgings are often the core clients of the Hilton Grand Vacations
=== Ll I brand. Those who desire to invest in their future holidays by acquiring the right to stay at Hilton Grand holidays resorts, often for a week or more each year, are the target
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The great customer service offered by Hilton Grand Vacations is renowned for being customized, proactive, and anticipatory. In its goal statement, the company pledges to
=== _illillils ]| make every guest feel cared for, valued, and respected. This devotion to hospitality is evident across the company’s whole operation. In order to make guests feel
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Hilton Grand Vacations is renowned for its customized,
proactive, and anticipatory service

The company pledges to make every guest feel cared
for, valued, and respected.

Hilton Grand Vacations is focused on establishing a
warm and welcoming environment

Service is catered to particular tastes of customers
(Berry, Wall and Carbone, 2006)

It works with a staff of highly skilled experts having a
thorough understanding of the business and the
location in order to deliver this level of service.

The brand employs technology and data to gain
insights on visitor preferences and behavior.
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Scope of guest
service

= The brand's guest service staff is on hand around-the-
clock.

= The brand offers a variety of extras and services.

* The brand's dedication to guest service goes beyond
the confines of a visitor's stay (Chauhan and Sarabhai,
2018)

10

Hilton Grand Vacations' range of guest services is extensive and includes every facet of a visitor's stay, from making the first reservation through checking out. The brand's =
| | == ~]| guest service staff is on hand around-the-clock to help visitors with any inquiries or needs they might have while they're there, including making recommendations for
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