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* |n 1893, William Waldorf Astor created the Waldorf Hotel,
and in 1897, his cousin, John Jacob Astor IV, created the
Astoria Hotel (Love Happens Mag, 2021).

* The two hotels later merged to form the iconic Waldorf-
Astoria hotel in New York City (Love Happens Mag, 2021).

* The brand's rich history and luxurious offerings have made it
a preferred choice for socially prominent guests, including
high-class celebrities and world leaders (Love Happens Mag,
2021).
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M ain consumers: * The main consumers of Waldorf Astoria Hotels & Resorts are
' individuals from the 'wealthy upper crust'and socially
prominent circles (Love Happens Mag, 2021).
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(Guest services
and Facilites

v Waldorf Astoria Hotels & Resorts
offerstop-of-the-fing amenities,
impeccable [andscapes, and
properties designed by renowned
architects and interior designers
(Love Happens Mag, 2021

v The brand focuses on providing
personalized and high-guality
services to exceed guest
expectations (Malk et al, 2020).
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Role and Functions of
Guest Services:

i )

* The role of guest services n the
hospitality industry is to ensure
customer satisfaction, and loyalty
and meet their distinct needs (Malik
etal, 2020,

* The study by Malik et al. (2020
emphasizes the importance of
reflecting customer identity and
Values in brand experiences.
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mportance of
Hospitality

 Hospitality plays a crucial role in
hotels as it contributes to guest
satisfaction and loyalty (Rather &
Camilleri, 2019).

» The study by Rather and
Camilleri (2019) highlights the
significance of delivering high-
quality service and value
congruity to enhance brand
loyalty.
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Exceeding Guest
Expectations:

* Waldorf Astoria Hotels & Resorts aims
to exceed guest expectations by
combining luxury amenities,
personalized services, and embracing
technological innovations (Shin & Jeong,
2022).
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Guest Service Experiences:

v Guest Service Experiences;

» Online reviews and sentiment analysis provide
insights into guest experiences in hotels (Baek et
al, 2020).

* Baek et al. (2020) found that positive and negative
employee interactions significantly impact overall
reviews in the hospitality industry.




Technology and
(oUest
Satistaction

+ Technological innovations in
lusury hotels eniance guests'
perceived value, satisfaction,
and loyalty {Shin & Jeong, 2022).

+ Shinand Jeong (2022)
emphasize the positive impact
of technology implementation
on guest satisfaction and loyalty




Summary:

Title: Role of Quaity Service, Hospitalty & Guest Services
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Waldorf Astoria Hotels & Resorts: Luxury brand with arich history,
preferred by socilly promingnt guests.

Main Consumers: Wealthy upper crust and socially prominent ndividuals.

Guest ervices: Personalized, high-qualty servics and top-ofthe- g
amenties

Importance of Hosptalty: Crucilfor guest satisaction and loyalty.

Excegding Expectations: Luxury amenities, personalzed services, and
embracing technology.

Guest Service Experiences: Positve/negative employee interactions
impact guest saisaction.

Technology and Guest Satisfaction: Technologicalinnovations enhance
percelved value and loyaly.

By focusing on quality service, exceeding expectations, and embracing
hospitalty, hotels can foster customer oyatty and create memorable
experiences,
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Conclusion:

+ The Waldorf Astoria Hotels &
Resorts brand, with its rich
history and commitment to
delivering exceptional service,
has become synonymous with
luxury and prestige (Love
Happens Mag, 2021,

v By focusing on quality service,
exceeding guest expectations,
and embracing hospitalty, hotels
can foster customer loyalty and
(reate memorable experiences
(Kyule, 2022),
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