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Successful hospitality businesses understand the importance of well-managed guest service operations. Operations in guest services include everything that has to do with visitors and what they desire or need. When managing guest service operations, every detail matters, from when a visitor first inquiry about your services or the property to when they check out (Susskind, 2010). Exemplary guest service operations management requires familiarity with and proficiency in the day-to-day operations of all departments involved in serving guests. Every aspect of the hotel's operations that contributes to the quality of the guest experience falls under the purview of the director of guest services.
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The front office is the first point of contact for guests and is in charge of all customer service activities, including reservations, registration, sales, and marketing. Competencies in problem-solving, communication, excellent customer service, and attention to detail are essential for running a successful guest service organization (Baek et al., 2020).
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Housekeeping keeps the hotel or B&B looking clean and fresh by replacing used bedding, cleaning and stocking common spaces, and responding to guest requests for repairs. Effective problem-solving, customer service, communication, time management, organization, and attention to detail are all crucial characteristics for running a smooth guest service business (Lin et al., 2022).
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Meetings and events are organized, run, and catered by the meetings/events department, which coordinates the necessary support services. Planning and scheduling resources, managing budgets, interacting with third-party suppliers, and responding to customer queries is essential for successfully administrating guest service activities associated with events and meetings (Lin et al., 2022).
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Leisure club staff oversee visitor use of fitness centres, swimming pools, spas, and golf courses, among other recreational amenities. Sales and marketing, providing excellent customer service, repairing and maintaining facilities, and coordinating with other departments are all part of the guest service operations remit (Baek et al., 2020).
Each division needs a solid set of plans and strategies to guarantee it is being handled properly. A well-organized plan should describe precise techniques for attaining the goals of each department's goals and address problems like resource allocation, marketing, management styles, culture, and health and safety (Baek et al., 2020). For instance, the housekeeping department's strategy has to account for effective scheduling to guarantee a quick turnover of guest rooms, sufficient cleaning materials and equipment availability, and established procedures for addressing customer complaints and concerns.
Management of guest service operations requires an awareness of organizational and industry concerns in addition to departmental strategies. Things like knowing what's going on in the business, what each department needs to function, and creating mechanisms to help everything operate smoothly and be monitored are all part of this.
Management of guest service activities should prioritize meeting department goals and exceeding them by delivering exceptional service and creating an unforgettable encounter for every customer (Lussak et al., 2020). This includes ensuring that employees have received enough training and fully grasp the nature and scope of customer service requirements that procedures have been established to handle customer concerns and complaints and that business operations are carried out promptly and effectively.
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A restaurant should make every effort to ensure that its patrons have a good time while they are there. The food is delicious, and the whole experience is reasonably priced. Every effort ensures that diners feel at ease at a restaurant (Susskind, 2010). According to restaurateur Danny Meyer's book Setting the Table, "food is secondary to something that matters even more." Finally, what matters most is improving people's lives and connecting with others in mutually beneficial ways.
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Planning and structuring your business and the processes followed are the first steps toward providing the perfect experience for your guests. From an operational perspective, a restaurant has to establish standard operating procedures, which are protocols developed to help companies achieve uniformity in processes and employee output (Baek et al., 2020). Staff training is also crucial to providing excellent service. To provide excellent customer service, employees must be empathetic and maintain the mentality that "the guest is always right." Servers should be well-versed about the items on the menu and their expected level of service (Baek et al., 2020). Servers must be taught how to fix problems and given the authority to recover miraculously. Training in customer service is an investment that may pay dividends for both the company and its customers.
Staff that has received enough training are more likely to work together effectively, fostering a "we" rather than "I" attitude. There is no substitute for working as a team when it comes to serving customers well. With a team mentality, everyone on duty is accountable for the customer's satisfaction, not just the server (Davis et al., 2013). Finally, it is crucial that operations assess the specific requirements of their organization. Planned approaches to offering exceptional guest service must consider several factors, including the kind of service to be provided, the number of bookings expected the level of expertise of waiters, and the breadth of the menu.
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Customers' expectations of service at a restaurant frequently begin with their first inquiry. Before, during, and after a meal, there are several opportunities for interaction between the restaurant and its guests. Any time a customer communicates with a company, whether in-person, online, through a mobile app, or in any other manner, is considered a touchpoint (Susskind, 2010). Once a customer has interacted with a restaurant employee, they have formed an opinion about the establishment. However, first reactions are sometimes inferred from restaurant reviews or based on hearsay from patrons who have already dined there. Initial impressions are formed even before a visitor is welcomed by a host, receptionist, or any other member of staff whose job it is to welcome guests. Employees providing hospitality should be well-versed in the area and attentive to visitors' wants and requirements (Daengs et al., 2020). Some diners may need special assistance, while others may sit in a smoke-free zone. Before seating a visitor, the greeting is a chance to learn about their preferences.
There is no universally accepted protocol for the order in which restaurant patrons should expect to be served. We'll keep things simple by focusing on a sit-down meal only. When visitors are seated, the service sequence often starts (Daengs et al., 2020). The events might play out like this:
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Dole out a glass of water - Serve drinks in a clean glass and check for any dietary restrictions or special requirements before presenting the menu. Give out menus and inform the customers of any discounts.
Get the drink order — tell the waiter exactly how you want the beverages delivered.
Beverage service is often done with the right hand from the guest's right side.
Initiate the ordering process by asking visitors if they want to buy appetizers. This gives you a chance to answer any questions your guests may have about the menu. Some of your visitors may place an order right now (Susskind, 2010).
Dish out the appetizers, remembering using one's left hand while serving food is customary. Accept the order; be precise about any dietary restrictions or preferences. Assist customers with product inquiries.
By clearing the appetizers off the table, you make way for the main course and give your guests a chance to converse. Salads should be refrigerated, and bread should be served at room temperature unless otherwise instructed.
When visitors leave, you may put away the salad. Time to check in with diners and see if they need to include anything before the main course is served.
The main courses should be served as specified or with the focal point nearest the diner. Dishes served with the main course should be placed to the side and:
1. Inspect the accuracy of the products, the appropriateness of the temperatures, the presence of any required condiments, etc.
2. Clear the table, check on the visitors, and offer them the option of taking their food to go.
3. Provide choices for dessert and after-dinner beverages.
4. Collect the dessert order and inquire about drinks.
5. After dinner, serve dessert and drinks, and make sure there are no more requests.
6. Don't keep the customer waiting; hand them the bill.
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In conclusion, running a business's customer care department is a tricky business. It includes overseeing and coordinating the front desk activities, cleaning, events planning, and the recreation center. Excellent customer service, problem-solving, attention to detail, and familiarity with and expertise in the day-to-day operations of all departments are required for successful guest service.
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