[image: ]
Module code: BMIH4003
Module Title: Hospitality and guest service
Programme: International Hotel Management 
Title: The role and importance of quality service, hospitality and guest service within the hotel industry
Word count: 1000
Name: ALINA NEDEA
ID number: 2245138
[bookmark: _GoBack]Lecturer name:DEBORAH Lloyed



SLIDE NARRATION
Slide 3: Introduction
Hotel Raffles is one of the premium hotels that are the place of endless possibilities because of it art and design. It fosters cultures in all its forms within the storied wall and the communities beyond. It provides its customers with legacy and gracious services that have no bounds with an authentic heart of destination. Raffles nurtures wellbeing as a way of life and consciously crafts everything that touches the senses (Raffles 2023b). It has always kept it core focus on tailoring treatments and curated partnership with expert local practitioners and world class wellness and beauty brands. It believes in diversity and thereby recognized every member of the tribe and offers generous care to celebrate life. Furthermore, Raffles is full of art and culture and it is living gallery of contemporaneity with a museum preserving past treasures and a cultural catalyst for new legacies and ideas (Raffles 2023a)
Slide 4 and 5: Consumer Base
The hotel industry belongs to hospitality sector in which consumers are the source of incomes. Hotel industry being highly competitive ensures that guests are happy and contented with the services as it is vital for the profitability and success of the hotel (Shamsudin et al., 2019). The consumer of any hotels provides are one of the most critical ways by which business can be grown and attain competitive advantage in highly complex environment of hotel industry. As the hotel industry has been driven dramatically facing an intensive global competition (Shevchuk and Denysenko 2020). The main consumers of Raffles hotel are mainly millennial but it has also managed to lure multi generations. It mainly target upscale customers and wealthy individuals that has led to significant growth. Additionally, the main consumers are individuals that are extremely rich with willingness to pay significantly high prices for the services thereby it have attained a strong position in the market. Raffles appeals to its customer through online check-in and check-out facilities, health club & sports facilities and guaranteed room availability. It offers points and discounts and early access to private sales with free internet access (Raffles 2023f).
Slide 6 and 7: Guest service 
Guest service play a significant role in retaining guest and attracting new one by providing with a pleasant and positive experience. The nature of guest service and facilities in hotel encompass of all the facilities and amenities provided to enhance guest experience and improve hotel’s brand value (Özdemir et al., 2019). Guest service and facilities is vital in and industry that works with the core aim of providing services as it increases customer satisfaction that allow to attain loyal customers. As narrated by Ikromjon et al., (2023) the scope of guest service and facilities in hotel industry is high because it builds customer trust that provides with competitive advantage over other. In addition to this, it is the process by which new customers are attracted and enables in maintaining loyal customer base (Kennedy 2021). Raffles hotel has kept customer satisfaction as the top most priority for which it has highly skilled and well educated staff. In addition to this, it provides with high quality of professional services, amenities and security due to which it has attained top market presence. Raffles hotel strongly emphasis on personalized services and believes in fulfilling even smallest needs of its customers. Raffles hotel is committed to ensure that each and every person feels welcome in hotel and provides with an exclusive experience (Raffles 2023d).
Slide 8 and 9Importance of hospitality 
As postulated by Gursoy et al., (2022) hospitality is the vital component for hotel industry that has the core aim of creating a welcoming and enjoyable experience. It is the activity of hotel to provide service to its guest and offering a home away from home to establish a strong positive relationship with the guest. Hotels that strongly emphases upon hospitality attain competitive advantage over other despite the competition. Excellent hospitality is related to business growth as it is a key strategy for growth and creating a positive impact. In addition to this, hospitality makes guest feel welcomed and comfortable leading to an experience that encourages returning and recommending hotel to other (Fauzi 2023). Raffles hotel work with the aim of giving its guest splendid experience with meaningful adventures. Additionally, Raffles strives to create a world of beauty, wonder and inspiration for it guest and community duet which it has grown wider and stronger. With grace and generosity Raffles has become the stuff of legend and has caught attention of people from all around the globe (Raffles 2023e).
Slide 10 and 11: How hotel meet guest expectations 
A hotel strives to meet guest expectation through variety of strategies an ensure delivering an elevated experience. One of the strategies to meet guest expectation is by creating a positive first expression and prepares in advance to conduct a complete audit of all the services and identify any inconsistencies and inefficiencies (Shin and Jeong 2022). Personalizing the experience is another strategy that goes a long way in making guest feels welcomed and valued. Additionally, anticipating guest needs and expectations of guests to provide with a hassle free and comfortable environment (Ariffin et al., 2018). Creating a memorable experience through comfort, special touches, personalized notes and upgraded rooms for special occasions can also add unique experience for guest during stay at the hotel through which customer satisfaction is attained (Al-Shidhani and Tumati 2021)
Raffles hotel attain guest satisfaction by providing with enlighten retreat to make the journey transformative and relaxing. It provides with wellbeing and cultivation of inner peace with healing systems of yoga and Ayurveda. In addition to this, Raffles focuses on providing its guest with ease and satisfaction for which it offers spa treatments and three course dinner at Navina pool bar. It meets guest expectations through bespoke wellness products and daily breakfast and even return airport transfers (Raffles 2023e).
Slide 12: Conclusion 
From the above it can be concluded that the hospitality sector is one of the leading sectors around the world and it is highly competitive. Therefore, hotels plan various strategies to attain customer satisfaction by which a solid reputation can be build and loyal customers are gained.
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