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		Executive summary
This report has discussed the different types of operations of the hotel industry. The different types of challenges faced by the hotel industry have also been analysed in this report. Various challenges to the guest system have also been conceptualised in this report. The different steps that have been taken by the hotel industry to mitigate the issues have also been explored in this report.
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[bookmark: _Toc148895380]Introduction 
The hospitality industry is wholly dependable upon quest satisfaction and quality management. Thereby guests are considered to be the primary factor for the hospitality business. Competitive advantage is derived through effective management of guest service. Thereby the report will be constructed with an aim to identify the significance of guest service within the hospitality industry. The concept of guest service will be elaborated within the report. The key factor that elevates the guest service will be identified and evaluated thoroughly. The primary challenges that may emerge within the hospitality industry will be highlighted in detail. Based on the discussion adequate recommendations will be generated for future development.  


[bookmark: _Toc148894653][bookmark: _Toc148895381]Overview of the hospitality industry in the UK 
The UK market has experienced steady growth within the tourism sector after the pandemic period. This has elevated the hospitality industry and brought resilience after the crisis period of Covid 19. The hospitality industry includes varied streams that serve different facilities like food, transport, accommodation and many more.
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Source: (Statista, 2023)
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[bookmark: _m4ersek4enci]The above graph chart highlights the market size fluctuation of the hospitality sector within the UK market. There has been a downturn experienced within the industry during the pandemic period. The data presented within the graph highlights that a profit of 16.42 billion British Pound has been achieved by the industry within the financial year 2022 (Statista, 2023). 
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[bookmark: _Toc148894654][bookmark: _Toc148895382]Competitiveness of the hospitality industry 
The growth of the tourism industry within the UK market has opened a huge scope for the hospitality industry. A highly competitive market is experienced within the hospitality industry. Organisations try to achieve competitive advantage through innovation and the latest inclusion within the service and product relating to the new market trend to achieve high customer retention. 
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Source: (Statista, 2023)
Analysis
[bookmark: _o7u47qqgyit4]The above bar graph represents the top hotels within the UK market that give tough competition to each other within the hospitality industry. The data gathered from the above bar graph Premier Inn possesses 68% customer retention within the competitive market and thereby secured the top position of the graph (Statista, 2023). Each brand within the hotel industry implements a high focus on elevating its guest service to achieve a competitive advantage.

[bookmark: _zdosn8kai2yt][bookmark: _Toc148894655][bookmark: _Toc148895383]Concept of guest service 
Guest service is the primary focus of the hospitality industry which creates a scope to earn high revenue. Concrete analysis of the market and understanding of the need for customer service are designed within the organisation to achieve good feedback. Guest service involves several key approaches that organisations implement to gain the trust of the customer (Bernazzani, 2023). The primary factor is the empathic and cooperative behaviour that gives a familiar approach towards the guest. Identifying the needs of the present time all the actions within the organisation are framed to deliver smart and highly satisfactory service (Anania, 2023). Feedback from the guests is very important for the hospitality industry it directly impacts the revenue margin. Thereby focusing on guest service positively impacts the customer retention rate and good brand image within the competitive market. 
[bookmark: _cebmjrrkn9rc]

[bookmark: _q1r0ay1dnfxs][bookmark: _Toc148894656][bookmark: _Toc148895384]Significance of guest service 
Develops trust of the guest
Quality guest experience creates a scope to satisfy the needs of the guests and thereby develops an interrelationship with them. A cordial and empathetic approach helps to solve their problems and assists them in a familiar journey within the hospitality industry (Özdemir et al., 2019). Thereby a bond of trust gets built that can be relished for a long period of time. Engaging the customer through an online platform ensures collecting proper feedback and keeping in touch with the potential customer.  
New customer achievement 
An excellent range of quest services creates a campaign within the competitive market (Aras et al., 2023). The existing customer refers to their circle regarding the good service they have achieved. This helps to create a new customer circle with the help of an existing customer database. 
Enhancement of brand value
A high rate of customer retention and new customer generation will enable the organisation to elevate its brand value within the competitive market. More scope to earn revenue will expand the chances to implement more innovation within the guest service and thereby elevate the brand value in a competitive market (Merli et al., 2019). 

[bookmark: _ri1kvx4rggcv][bookmark: _Toc148894657][bookmark: _Toc148895385]Considering the factors that enhance the guest service of the Conrad Hotels UK
Different steps must be taken by Hotel Conrad Hotels to enhance their services to serve the customers better.
Enhancement of the check-in services
The check-in facilities of the hotel must be revamped by the company to provide the customers with a seamless check-in service. This will provide the guests with advanced facilities for check-ins to enhance their staying feedback in the hotel (Busulwa et al., 2022). 
Revamping the different types of hotel facilities
The different types of enhanced facilities must be provided by the people of the hotel industry to the customers. These different types of services will include services such as added room facilities, gyms, and food facilities. These facilities will help the guests to gain an enhanced experience. This will help the guests to give positive feedback to the services of the hotel and will help in the process of enhanced services.
Room facilities
The different enhanced room facilities must be provided to the guests to provide them with better-staying facilities. These include the room facilities, meal in tooms, proper housekeeping services and many others. This will help the hotel to provide better quality service to the people and will help in the process of developing their services Hotel Conrad must provide additional facilities such as additional tourism facilities and booking options for the guests of the hotel. This will help people to get a popular choice of the different types of vacation tours for the people and help them to have different types of exploring opportunities (Tsvetkov, 2022). The inclusion of these services in their services list will help in the process of enhancing guest service in the United Kingdom.
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[bookmark: _Toc148894658][bookmark: _Toc148895386]Necessary steps that Conrad Hotels UK can opt for better guest services
By concentrating on particular actions intended to deliver a remarkable customer experience, Hotel Conrad UK may improve its guest offerings. Thus, some of those steps that the brand can opt for better customer service are followed.
Individualised Hospitality Assistance
Set up a comprehensive personal assistant service which offers visitors suggestions plus individualised help. The hotel's concierge staff ought to be informed on the best places to eat, see in the area, and take in artistic endeavours. Professionals can assist visitors with bookings, travel, and unique needs. Additionally, the hotel's staff can customise its choices and delights based on customer data, including past choices along with holiday celebrations, giving each visitor a feeling of worth and individuality (Baek, 2020).
Virtual Guest Participation
Make better use of modern technology while interacting with guests. Provide a smartphone application that is easy to navigate to ensure visitors can arrange spa appointments, maintain their reservations, order meal service, and discover nearby attractions (Garcia, 2023). Use the app to instantly contact hotel workers as well, so that demands and questions are swiftly attended to by them. iPad in rooms and online personal assistants may additionally simplify the visitor encounter.
Improved Cuisine Experiences
Provide a variety of cuisine selections to enhance the eating journey. Incorporating culinary lessons, wine-matching events, and thematic dining evenings can be a part of those steps. Work with regional chefs or organise special chef's stations to create a one-of-a-kind and unforgettable event. Additionally, there ought to be easily accessible customised diet meals that accommodate different visitor requirements, such as dairy-free, vegan, or plant-based selections (Car et al., 2019).
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[bookmark: _Toc148894659][bookmark: _Toc148895387]Challenges in the guest services of Hotel Conrad UK
Commonly, while initiating the guest services process, hospitality businesses face many restrictions due to some internal and external business environmental factors. Following such discussions, the issues that Hotel Conrad UK is facing in their operations are documented below.
Lack of Workforce
A dearth of trained workers is currently afflicting the hospitality sector as well as numerous other businesses in the UK. Due to such obstacles, this is getting more and more challenging for Hotel Conrad UK to find and keep competent workers who can deliver excellent guest services.
Supply Chain Restrictions
Tourism and hospitality are finding it more difficult to uphold the necessary facility requirements due to the persistent problems with the worldwide supply chain. These challenges create an impact on the accessibility and price of a range of goods and services that are essential to consumer happiness, from culinary components to in-room services of Hotel Conrad UK (Mercan et al., 2021).
Health and Safety Considerations
Careful attention to medical protocols is necessary because of ongoing concerns about well-being and security arising from COVID-19 and possible subsequent outbreaks. The following raises running expenses and, by limiting amenities and offerings, detracts from the visitor encounter in Hotel Conrad UK.
Technological Transformation
From online reservations to smartphone check-ins, visitors anticipate flawless digital interactions in Hotel Conrad UK. Thus, this sometimes might be difficult to ensure a seamless shift to electronic services while keeping an element of tradition (Buhalis and Cheng, 2020).
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Technological integration 
New technology to enhance guest engagement and deliver tech-savvy service is highly recommended to the Hotel Conrad UK. The installation of AI and robotics within guest service will enhance customer satisfaction and the brand value of the organisation (Courbin, 2021). 
Training to develop skills in guest management
It is highly recommended that the associates upgrade their skills in guest management, the new strategy and the latest information regarding the market need to be kept updated to provide adequate service to the guests. New innovation and creative approaches must be enhanced thoroughly to achieve a competitive advantage. 

[bookmark: _b6oxkm82tf1a][bookmark: _Toc148894661][bookmark: _Toc148895389]Conclusion
The report has collectively gathered pertinent information related to guest service and its significance within the hospitality industry. The report has identified the UK market the hospitality industry and the competitiveness of the market. High customer trust and elevation in the brand image have been identified as the significance of guest service.  Factors like check-in facility, room service and many more have been identified within the report. The major challenges have been discussed including a lack of workforce and restrictions in the supply chain. Recommendation for technological integration has been delivered within the report for Hotel Conrad UK to develop their guest service in future. 
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