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Introduction
The aim of the today’s report is to use a hospitality environment as an example in order to analyse the way that the changes in consumer’s services are influencing the quality of the management and how it is effective in order to build continuous improvements for the hotel. 
Guest services in its definition is described as containing multiple services offered and given to the guests in order to increase the level of guest satisfaction all the time (Bovee and Thill 1992). This meaning that the guest services are playing a massive role in all hospitality environments because they are influencing the way that people react to the time they spend in the hotel. 
One important feature of guest services is “guestology”, which firstly has been initiated by Bruce Laval which is the vice president of operations planning and development for the Walt Disney Company. The reason why guestology has been introduced is because Bruce wanted to describe the importance of an excellent service in order to build up an organisation that is visited by people from worldwide. (
The hotel that is going to be used as an example in the today’s report is the Grand Hotel Sofia, which is located in the capital of Bulgaria, Sofia. This being a 5-star luxury hotel it is going through so many changes related to the customers preferences in order to improve the quality of the hotel and the guest services management.
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The quality of management is more than important in all hospitality industries and this because most of the guests coming in the hotel are building their academic impression of the hotel when they are first seeing how it looks and how the members of staff are welcoming them. Therefore, it is not only about what services are provided but it is about what manner there is used to provide it as well (Gronroos&Gummeson 1990). 
When it comes to the Grand Hotel Sofia, the managerial teams are taking into consideration most of the aspects that are helpful for the improvements of the quality of the management. One of the quality management systems that the hotel is guiding after is the system described by Berry, Zeithaml and Parasuraman (1988). Their quality of management system contains the following attributions: Reliability, responsiveness, competence, access, Courtney, communication, credibility, security, report and appearance. 
1. Reliability- is defined as being the stability of the performance executed in the organisation. The reliability of the hotel is also proved as being effective when such data and appointments are respected and followed. 
2. Responsiveness- this attribution has to do with the employees and their way of respecting their role of providing guest services in a great manner and in a appropriate way to satisfy customers. 
3. Competence- is the aspect that is valuing the skills and the abilities of the employees that are working in the best interest of the guests with the aim of satisfying them using the best techniques. 
4. Access- these aspects has to do with the contact of the hotel as people want to see an easy way to get in contact with the members of staff from the hotel for a potential booking.  
5. Courtesy- as mentioned before it is more than important that the employees that are welcoming the guests are using a good attitude, tone of voice and that they are showing respect to the guests/ 
6. Communication- through communication the hotel has the opportunity to discuss with the guests such changes in the hotel and through communication the hotel can receive potential requirements for the services that need to be improved. 
7. Credibility- it is important that everything that has been said by anyone from the members of the staff is respected to show that everything in the hotel is done with interest and serious. 
8. Security- no one likes coming in a hotel that is not secured from all aspects. Therefore, the Grand Hotel Sofia is using all the health and safety preventions in order to avoid incidents to happen.
9. Rapport- through which, the managerial teams are listening to the customer’s preferences having under control the most common enquiries. 
10. Appearance- the equipment must be showed in order to prove that the hotel is well-doted. 
All the attributes mentioned above play an important role if the level of the quality of the management needs to be maintained. 
When it comes to the changes in services and products in order to satisfy the guests is necessary because, when people start to get bored of a product or of a service then they start to look after more modern hotels that are using unique products and techniques with the aim of attracting more guests from more countries/ towns. 
However, a good management when changing the products and services following the guest’s preferences, is looking at more aspects such as the cost containment, which in the last years has been considered as being one of the most challenging issues in the hospitality industry. The cost containment is based on the consummation of less amount of money for equipment that is then bringing a higher amount of profit to the hotel. In addition to that the concept of the cost containment is “do more with less”, which means that managers need to carefully think and discuss how everything can be done in order to bring advantages to the hotel (Jin-Zhao 2009).  
How changing consumer preferences influences the guest services management
Consumer’s attitude was always difficult to rate and therefore, the improvements in the services are better when the guest’s opinion is considered. This is said because, it is clear that people tend to give opinions and show preferences using aspects that they have seen in other places. Therefore, when taking into consideration the guest’s preferences there is a great impact because the competitors will then be a bit behind you with the improvements. In addition to that, the changes in the guest services are influencing the number of guests and this because it tends to increase mainly because all the tourist like what is new and if the new things are done well, the information will then easily spread. 
There are specific strategies that are used by the managerial teams of the hotel with the aim of making good impression of the members of staff next to the services and products that they offer and this because, it does matter what products there are, but it does matter even more how the products are offered and presented. Therefore, one of the most useful strategies is the DISNEY S.E.R.V.I.C.E MODEL. 
The Disney Service style has a moto that describes the concept of satisfying the customers, this saying that “if you do not share the promised rewards, you can turn a peal performer into dead weight”, this meaning that it is very important to outline the ability of doing what is said. 
The most important features of the Disney Service style are the following:                                                                                             ¬Treat guests as VIP’s (Very Individual People), this meaning that the guests need to be treated as unique without taking into consideration the basic stereotypes. 
¬View all of them guests as consultants, and this because people want to be asked for different opinions that could be used in order to develop such new services/ products. In addition to that the guests are considered as being the most useful resource of putting in balance what to change in the hotel and what to do not. 
¬Deliver information with a personal touch, as people will always ask all types of questions, you as a member of staff need to ensure that the responses you are giving are in a good and positive manner that pushes the guests to enjoy their holiday even more. 
¬Maintain the “wow” face, this is one of the most common strategies that are used and this because the guests will always enjoy impressing the members of staff with such aspects from their life/ holiday, or just whatever, so it is important to continuously show that you really enjoy what you are being told.
¬Do not eliminate of ignore significant details, this matters a lot for the customers and this because the guests want to see that you are involving yourself in anything that is happening around. However, do not try too much, there are such guests that will be unsatisfied no matter what. 
EVALUATION GRAND HOTEL SOFIA
Advantages of following the guest’s preferences:                                                                                                                                          ¬Seizing opportunities as there are new tastes for everyone and people will always like what is new, the fact that people were interested in new services and products the hotel had the opportunity to enlarge the business standards and this because they wanted to move from a lower economic stage to the next one which is better. 
¬Keeping pace as if there are changes in the technological area of the hotel people may not be as much capable to use the newest generation of technology. In addition to that the managerial team together with the administrative teams must be careful with what specifically they are changing/ introducing because no one wants it to e “to much” but just newer and better than before. (Jayne Thompson 2018)
Disadvantages of Product development strategy:
¬Riskiness and this because some people in charge of making changes in the hotel could sometimes decide that thee thing that the guest asked for is not good enough. The head of the hotel will then change only what it thinks is good, thing that would be risky regarding to the fact that people may not be tankful with how it looks now.  
¬Competition is a big disadvantage and this because while you are showing that you are hardly working to develop a specific product, the competitors will wish to do the same, but better than you with the aim of pushing more people to go to them rather than going to you. 
Conclusion
As a conclusion the quality of management of the grand hotel Sofia (Bulgaria) is adapting to the guest’s preferences easier that some of other hotels would do and therefore, this is one of the reasons why the tourists would chose this hotel against others. One important thing about the management of the hotel is that in order to ensure that the guests satisfaction is at a high level the hotel is using strategies such as the Disney service style which is helping a lot especially when the employees are struggling with the attitude they need to have in order to make a guest feel comfortable.   
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