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Guest service is the most crucial part in hospitality sector which involves guest information, supplies of special equipment etc. Information book of guest contain some special services for the clients like cab facilities, nearby restaurants and shopping centres and many more. So basically, every hotel provides such crucial services to their guest. On the other side, hotels also acquire the new changes continually as per the needs and wants of the customers. Present study will emphasize and covered all such points in the context of Hotel Football. It is an UK’s most high-profile hotel owned by formers player Ryan Giggs, Paul Scholes, Nicky Butt. It has overall 133 rooms and well fascinating restaurant which is known as Café Football.
Present assignment will be outline the importance of guest services in Hotel Football and how company adopts new changes to make their guest happy and satisfied. Furthermore, study also critically outlined that how quality management and continuous improvement impact the guest management. 
[bookmark: _Toc29493578]MAIN-BODY
[bookmark: _Toc29493579]Evaluating and critically analysis the hospitality service provisions & Quality management.
Hospitality sector comes under service industry where the quality measures sets on the first priority. In today’s modernization world many businesses are facing competition and rapid deregulation in order to manage the competitive edge (Yadegaridehkordi and et.al., 2018). In order to sustain this competition or in such a digital age Hotel Football presents all the related information on their website and give fascinating experience to the upcoming guests. As they provide eat, sleep, meet and shop facilities to their clients. Hotel Football provides some special service provisions to attract the high guest satisfaction.
Quick and Fast: Quick and fast service provision in hospitality sector is very popular which is adhere by all hotels and restaurants. For example, Quick payments, express check in and check out etc. This service provisions create a good image in front of the customers. Hotel Football having this provision where their staff members always pay attention for their clients and solves the client query as soon as possible. In contrast, delay in delivery process can hamper the company reputation and affect the standards which is not good for the customer satisfaction.
Feel Like Home: Hotel Football give this owner to their clients to select their own rooms. So that, it makes them feel like at home which is very essential for the hotel sector (Belias, and et.al., 2017). Client comfort is very vital for the five- or seven-star hotels to keep maintain the client satisfaction and quality management. 
Security Services: Most relevant and required service provision that ensure the customer safety. Hospitality industry concern about the client safety when they stay in the hotels. On the other side, this service provision can also affect and give negative impression on the customer minds. For example, After the Iraq attack of September 11, 2001 people got afraid with travelling abroad. Some disasters reduce the ratio of travellers and tourism. For that, to feel client safe and secure. Hotel Football should need to apply strict provisions against safety. 
Quality Management in Hospitality sector
Quality Management is required and necessary for continuous improvement in hospitality sector. Customer always give first preference to the hotels who are grounded on latest technologies and modernization. In terms of accommodation, Food & Beverages, Transportation quality is very required to meet the company standards. Like Hotel Football who completely based on modernization and offer high quality services to their clients such as they provide inside café with large football floor, spa services, restaurant, public concerts for the guests etc (Lugosi and Jameson, 2017). therefore, high standards quality management initiate the new development strategies for the organization which is called continuous development. 
In other words, Quality management is the process of delivering the high standard services to the clients as per the industry standards. Otherwise, low standards and cheap quality of services makes client dissatisfied and unhappy. Besides, Hotel Football make sure their quality standards by the help of Total Quality Management (TQM) techniques. Hotel Football can acquire tools & techniques for improvement. Such as five gap Model of quality. 
[image: ]
Figure 1: Gap Model of Service Quality
(Source: Gap Model of Service Quality, 2018)
In the above model, it describes the Knowledge gap which can be filled with customer needs and wants. In this gap company using more market research and analyse market demand, increase the interaction between management and service staff. Second gap is found in Policy gap, in this gap company supposed to measure the service quality goals and upgrade the current policies with new reforms. The Delivery Gap is the thirds element in which company needs to ensure staff training, motivate employees, and focus on internal marketing etc. Therefore, Communication Gap is the fourth aspect which ensure getting employee input, focusing on marketing activities, and build a network for communicating the customers. Last gap is the Customer Gap which has been filled by all other four gaps (Bouranta and et.al., 2019). 
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In high competition market, need of new changes is very high to meet the customer expectations. Like technology changes are generally adopted by every organizations which is very much attractive as well. Over the past years, it has been observed that trend of new online services is converging and they need to integrate their systems. Now many of the hospitality companies has been using cloud-based PMS systems to work more quickly in advanced manner. Nowadays, seamless guest experience is more profitable for the hotel organizations, where all clients are getting new experiences (Song, 2017). Besides, Hotel Football should invest in automated technologies that streamline the entire guest experience from start to finish. Hotel transformation should be according to the customer needs and wants. By recognizing and catering to their guests at the first priority level. There are given some changes that hotel should need to adopt to gain customer preference.
Basically, hotel industry acquires new changes as per the current trend of the market. Changes is the most crucial and necessary source to maintain the long-term image in the market. Besides, changes maintained the constant improvement in the working conditions of the system which manage the high business goals. Moreover, it maintains the high business success and explore the new business opportunities. 
The Personalized guest Experience 
To gain customer attention Hotel Football needs to provide personalised experience in order to meet the needs of clients (McColl-Kennedy and et.al., 2017). Every customer of service industry wants product as according o their own choices. Now, hotels start showing interest in this new trend and adopt this new change of personalised services.
Transformation travel guest experience
This is the new current trend that company should need to adopt to sustain the customer experience. To make travellers experience change Hotel Football needs to offer new services new tour packages to examine the high gaining material goals. 
Food focused guest experience 
Food is always be on the priority of clients if they look up for a hotel. To attract client preference organization needs to adopt new cuisines and new variety of creative ideas to serve customers (Anwar and Jan 2018). This new change might be more profitable for the business. Some other changes that company needs to adopt like in room dining, organic food services, food as per the choice of special guests. Variety in services has always been appreciated by the customers. 
Eco-friendly guest experience
Eco friendly environment now become a new trend in hospitality sector which must be acquired by the different organization. Like provide carbon footprint, looking to minimize and more focus towards the new services. Each of these guest experiences is indicative of change in the industry. Transformation and high business task to maintain the high advantage and following business goals. Travellers are now choosing hotels exclusively for their food and focused experience. 
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Customers always appreciate the new changes which is inspired by new technology. Happy customers always increase the credibility and create new business profit goals. New implemented changes in the organization not always gives positive outcomes sometimes it might give opposite reaction of the customers (Tseng, 2016). For these you need to ensure that customers must be adopt the company new adopted changes. Other than surveys, or a feedback telephone surveys, and other feedback has been taken to know the reaction of client. 
New changes can be positive or negative. Basically, it depends on the customer needs and wants and their expectations with the company. In order to review or outline the reaction of customers. Hotel Football can apply some new ways to measure the guest’s reactions. Like taking feedback surveys to identify the reaction of adopted changes. For example, every new innovation gives positive impression on the client’s minds. It gives the positive outcomes. 
Adopted changes might impact client purchasing choices
New modification in services getting positive reaction from clients, because every guest astonishes to see such a new creative change in hotels once they again visit at the same hotel. For example, Hotel Football. But on the same side, negative experience makes customer dissatisfied and change the buying perspective with that brand. Good experience like fast services, hygiene environment, eco-friendly nature, excellent guest appearance (Ramanathan, Subramanian and Parrott, 2017). While on the other side, negative experience is just opposite from positive one. Basically, adopted changes-based weather customer got happy or not. 
Changes increase customer loyalty 
New changes acquired by the Hotel Football can get high customer loyalty with existing clients. Customer loyalty is very important asset for the organization. This is the impact that can be acquired by the new changes. Loyal and regular customers are always appreciating the changes and innovation. It makes the good impact on the customer minds. 
But might the new changes unhappy new clients which creates negative impression on the existing clients. In other words, as a result when making a buying decision many customers will rely on their level of trust of brand. All such business needs highly energizing the new services and targets. Loyal customers have always increases the sales profit and maintained the positive relationship with the old customers. Connecting with the customers to gather feedback also has another important benefit.
Somehow, new changes also help to increases the company market share and value of brand in the competitive market (Ramanathan, Subramanian and Parrott, 2017). Also, it discovers the new business opportunities whichever is not effective and efficient to higher generating task. In other ways, every customer is important and unique in their own ways. Likewise, this is how customer preferences has been changed. 
In today’s competitive market company has to buckle up their strategies and come up with the new changes and modernization to change the guest service management.
Guest service management 
Guest service management focuses on the client’s satisfaction to leverage the company’s profit. In service industry only guest service clear weather company makes their loyal customer satisfied or not. Guest service manager always ensure the customer satisfaction by adopting new changes within the organization. Such new modernization adopts the changes as per the requirement of client needs (Lugosi and Jameson, 2017). Besides, new product or service development influence the buyer’s decision-making process. In other words, guest satisfaction makes the leading business goals which represents the high business objectives and create the long-term relation with the services. In hospitality industry guest satisfaction is the most important aspect to discover the new growth market. It generates high business growth and generate the new different business opportunity. 
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At the end it could be concluded that customer’s satisfaction is the key to success for the hospitality industry. Study has been concluded the important aspect of the customer satisfaction and how it affects the customer needs and wants accordingly. Study defined how customer satisfaction matters for the company growth. Besides, report discussed how hospitality sector adopts the company new change to make customer happy. So overall, the purpose of the study is that to briefly explain the role of guest satisfaction how it affects the customer preference. 
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