
The role and importance of quality service, hospitality and guest service within the 
hotel industry

The Ritz Carlton

• MIHAELA TEODORESCU

• ID NUMBER: 2233479

• MODULE TITLE: Hospitality and Guest Service Management (BMIH4003)

• LECTURER: Luciana Suardi

• WORD COUNT : 439



The Ritz Carlton offers some of the best 
services and personal amenities for guests. They 
will always enjoy a warm, relaxed, but also 
luxurious atmosphere.

The Ritz-Carlton is the gold standard in 
luxury hospitality worldwide. 

The Ritz-Carlton is renowned for its 
commitment to providing exceptional quality service, 
hospitality and guest service in the hotel industry.



The Ritz customer 
segment involves :

• business men;

• Worldly celebrities;

• national/international athletes;

• leisure travelers;

• Corporate;

• upper middle class and upper class of society.



At the Ritz, the stages of service are a warm and sincere greeting, using 
the guest's name, anticipating and meeting each guest's needs, and a simple 
goodbye.

At Ritz Carlton, service values can be fulfilled where strong guest 
relationships are built, being created for life, there is always a reception of the 
expressed and unexpressed wishes and needs of the guests, or unique, memorable 
and personal experiences are created.

The Ritz Carlton's amenities cater to all guests, from private conference 
rooms to in-room game consoles, a selection of books and DVDs, or a 
complimentary Ritz teddy bear for younger children to cuddle.



• The role and functions of Ritz guest services are important because these things make a luxury stay, 
whether it is arranging clothes in a walk-in closet or planning a private party or event, the Ritz Carlton Hotel 
team provides the perfect service that is synonymous with a stay at The Ritz.

• In a competitive industry, quality service, hospitality and guest service sets The Ritz-Carlton apart from its 
competitors. 

• Consistently offering exceptional experiences, the hotel establishes itself as a premier luxury brand, 
attracting discerning guests who appreciate personalized attention and impeccable service.

• The main purpose of quality service, hospitality and guest services is to ensure guest satisfaction. 

• By exceeding guest expectations and creating memorable experiences, The Ritz-Carlton aims to build 
lasting relationships with its clientele. Satisfied guests are more likely to become repeat customers and 
brand ambassadors, sharing their positive experiences with others.



• The Ritz-Carlton's commitment to quality service, hospitality and 
guest service has helped establish its reputation as a world-class 
luxury hotel chain. 

• A strong brand reputation increases customer trust and confidence, 
leading to increased bookings, positive reviews and a competitive 
edge in the marketplace.

• The Ritz-Carlton places significant emphasis on its employees, 
empowering it to provide exceptional service. 

• The hotel invests in employee training, empowerment and recognition 
programs to ensure staff members are motivated, engaged and 
passionate about delivering outstanding service. Engaged employees 
contribute to a positive work environment and are more likely to go the 
extra mile for guests.

• In short, quality service, hospitality and guest service are integral to 
The Ritz-Carlton's success in the hotel industry.



• 1. https://crm.org/articles/ritz-carlton-gold-standards

• 2. https://d3.harvard.edu/platform-rctom/submission/the-ritz-carlton-ladies-and-gentlemen-serving-
ladies-and-gentlemen

• 3. https://en.wikipedia.org/wiki/The_Ritz_Hotel,_London

• 4. https://www.forbes.com/sites/micahsolomon/2015/09/24/your-customer-service-style-is-your-brand-
the-ritz-carlton-case-study/

• 5. Hosco(2017) Creating WOW Moments at The Ritz-Carlton [video]. Available at: Creating WOW 
Moments at the Ritz-Carlton: The job of Guest Services (Accessed: 24thSeptember 2022).

• 6. https://news.gallup.com/businessjournal/112906/how-ritzcarlton-manages-mystique.aspx

• 7. https://www.ritzcarlton.com/en/about/gold-standards

• 8. https://ro.traasgpu.com/ritz-carlton-de-servicii-exceptionale-hotel-si-cum-a-ajuns-in-acest-fel/

• 9. https://www.theritzlondon.com/why-stay-with-us/

• 10. https://thestrategystory.com/2021/06/09/ritz-carlton-business-strategy/


