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Four Season’s Hotel and Resorts
[bookmark: _Toc24073057]Introduction
This is an evaluative report based on a hotel organization. The chosen hotel organization for this report is Four Season’s Hotel and Resorts (FSHR). FSHR remains a leading operator in luxury hotels. It provides high-quality services, which makes it a benchmark in the luxurious hotel markets (Alawar, 2015). Four Seasons Hotels and Resorts maintains and improves its service standards including an innovation and constant development.
The objective of FSHR has always been to operate as one of the most excellent hotels and resort globally. The belief in what they offer to their customers and proper financial planning has made FSHR very successful.
A new and modern approach as far as hospitality is concerned has made FSHR a success story as noted by Alawar (2015). Rather than casual and traditional services, FSHR delivers high-end luxurious services with a modern atmosphere globally. FSHR is always focused on quality and getting to be the best hotel and restaurant in each location. The focus on high-end guest service delivery and concentrate on brand management have made FSHR expand globally.
The purpose of this report is to discuss the service provided, quality management and how FSHR adopts the changes in consumer preferences. Finally, the report will discuss how these changes affect the guest service management of FSHR.
[bookmark: _Toc24073058]Definition of Key Terms:
Guest Service- This can be defined as the service, amenity that a hotel provides to its guests
Guest service manager- This is an individual responsible for the services a hotel offers to its guests.
Quality management – in a hotel, it is the act of ensuring all the activities and tasks required to maintain a given level of excellence.
Consumer preference- Is the subjective task of the individual consumers, which can be measured by their satisfaction with the services after they have purchased them.
Quality management practices- The techniques to achieve customer satisfaction as well as continuous improvements.
[bookmark: _Toc24073059]Discussion/Evaluating and Critically Analysing
i) [bookmark: _Toc24073060]Provision of Services and Management of Quality
FSHR provides a wide range of services ranging from delicious foods, drinks, and beverages, facilities like pool, gyms, spa and lodging services. Its operational policy is “treat others the way you will be like to be treated” as noted by Brochado et al. (2016). FSHR maintains high-quality standards of services by ensuring its high standards with innovation and constantly improving and an eye for detail in all the services they provide. The challenge for FSHR is to make sure that the employees provide the best level of service that their guests want and expects each time. For FSHR, quality management is vital. FSHR advocates for quality all the time and continuous improvement to ensure their guests are always satisfied (Han, 2015). According to Han (2015), FSHR uses Total Quality Management (TQM) and Quality Assurance models to improve on customer satisfaction thus gaining a competitive advantage and ensuring loyalty to their customers.
FSHR uses TQM to break down the process and emphasize on what contributes to quality in the hotel. The hotel also takes part in continuous improvement my making efforts to seek incremental improvement with time. The hotel also striving for continuous innovation in an attempt to improve the work processes as well as the systems by reduction of time-consuming and other low value-added activities.
Widyantari et al. (2019) notes that FSHR follows the ISO 9000 and ISO 22000 for quality assurance. ISO 9000 is to assure quality services for all the services provided in the hotel. On the other hand, ISO 22000 ensures the hotel uses food safety management systems. Quality Management and Continuous Improvement has helped FSHR to create a working value environment which has provided high job commitment and satisfaction by its employees (Widyantari et al., 2019). Besides, it has improved communication between the employees and its managers thus encouraging teamwork.
ii) [bookmark: _Toc24073061]How FSHR is Adapting to Changes in Consumer Preferences
With the competition in the hotel industry, the way FSHR reacts to guests’ expectations primarily impacts on their profitability. As Bilgihan et al. (2016) notes, Nowadays, the guest is not interested in low price sale but are more concerned with building long term relationship with the hotel. Guests want to be treated better from the standpoint of past purchases of the services. Consumers of hotels have also realized the power they enjoy with the use social media platforms and giving online reviews and can use it when they have not been satisfied with a given service. FSHR has taken measures to adapt to the changing consumer preferences by improving accessibility of services to their guests, providing personalized experiences and improving the services offered (Han, 2015).
According to Alawar (2015), FSHR has improved the accessibility of its services by integrating both online and offline systems. They have used technology to achieve all this. FSHR understands that mobile devices remain a key and are essential for guests. According to, more than 60% of hotel-related searches by guests begin from a mobile phone. This ranges hotel booking and ordering services. FSHR has taken advantage of mobile technology to increase its sales of ancillary services (Wan & Law, 2017). FSHR is using technology to strengthen its relationship with its guns and ensure improved guests’ experience (Wen et al., 2016). Technology has also made the daily activities of FSHR to be more efficient.
FSHR has developed an app that connects guests and the hotel. The benefits have been many thanks to the App. First, it has strengthened the FSHR community. Secondly it has made guests feel embedded into the FSHR community. This connection has made its guests more loyal. The hotel has also incorporated all its services with technology as a way of adapting to changing consumer preferences. The hotel uses high tech technology for its customers to have a smooth stay at its hotels and resorts. The company has developed technology in laundry, in kitchen, for room services and in other hotel facilities like conference rooms. FSHR guests’ can book services online and thus get fast services.
iii) [bookmark: _Toc24073062]How Changes in Consumer Preferences is Impacting Guest Service Management in FSHR
FSHR, just like the other hotels, continue to face rapid changes in consumer preferences. This has impacted guest service management. The hotel is striving to deliver memorable experience using unique amenities, personal touches as well as excellent customer services. The expectations of the guests of FSHR are high which makes FSHR targets the luxury segment. The hotel has to manage the expectations of its guests. This has made the hotel to redefine luxury as a service (Widyantari et al., 2019).
Changing consumer preferences has made FSHR redefine luxury as noted by Alawar (2015). Ensuring high-quality services for the guests remains the leading brand. FSHR provides homelike comforts and personalized services to its guests. Luxury has been redefined as a service and not just a décor. For FSHR, quality of service is first before hotel décor and architecture for the customers. Customer satisfaction has been redefined with unmatched service quality. Even though its services, such as room services might be 20% extra that its closest competitors but still they are successful in ensuring high occupancy rates (Bilgihan et al., 2016). FSHR provides highly personalized service qualities for its customers. This is possible because most of the guests of FSHR are motivated and happy. This, in turn, has led to employee motivation, mutual respect as well as empowerment.
Secondly, FSHR has also implemented in-room technology to improve guest service management as explained by Bilgihan et al. (2016). Technology has been exciting and game-changing. For instance, FSHR has installed smart room keys, which has allowed its guests to open the room doors with simple swipe. Digital devices and tables are proving a useful communication tool for guests and FSHR. FSHR has made it possible for its guests to make request only in a matter of clicks.
Thirdly, the changing consumer preferences have made FSHR reward repeat guests. With the changing consumer preferences, building guest loyalty is essential to the success of FSHR. With the competition in the hotel industry, market loyalty is difficult to maintain. That explains why FSHR has gone a step further to develop strategies that recognize and reward their repeat customers. FSHR offers a free night and a discounted stay after the guests accumulate a given number of points. Also, FSHR emphasizes its personnel even t recognize its customers by name when arriving at the hotel acknowledging that they are great repeat guests as a show of appreciation of their loyalty.
Fourthly, FSHR is offering multiple communication channels to develop a better guest experience that is very beneficial to the guests and the hotel itself. This has ensured a win-win situation for the guests and also FSHR. Guests can get faster services that are more personalized while FSHR has been able to operational efficiencies and workflows better, thus reducing costs.
Fifthly, changing consumer preferences has led to FSHR to create an inclusive and accessible experience for its guests (Wan et al., 2016). FSHR has not only been configuring to accommodate the disabled but also improved processes, and customer service strategies are designed perfectly well to suit its guests. The hotel industry is moving quite fast, and thus FSHR has developed apps with search engines and can learn about their reviews and complaints. Rooms can easily access their rooms and other services by just a click of an app. FSHR continues to use virtual reality technology to demonstrate accommodation and facilities. FSHR understands that customer experience matters more than ever before and thus is integrating technology to deliver customer service strategy that can keep FSHR ahead of the competition.
[bookmark: _Toc24073063]Conclusion
From this report, FSHR which is a Canadian based business has excellent brand recognition globally, which gives it success. The biggest asset for FSHR is its brand name, which has led to global expansion of the business. FSHR has been doing what it can to continuously improve its marketing position as well as its profitability in a bid to maintain its competitive advantage while at the same time getting new management contracts globally (Cobos et al, 2016). The hotel organization is forging ahead with excellence in combination with active financial and operational management.
Considering the changing consumer preferences, FSHR has developed an innovate approach to grow in the hospitality business (Cobos et al, 2016). Its use of advanced technologies has given the hotel organization a competitive edge over its competitors by developing different properties with prime location after the recession. FHSR considers service quality as a precedent for guest satisfaction. FSHR works with the principle that satisfied customers return to their facilities and recommend their services to others, which has made FSHR be very profitable hotels globally (Cobos et al, 2016).
The customers of FSHR expect very much as far as luxury is concerned. FSHR targets the luxurious segment of the hotel and hospitality industry. The hotel wisely uses service factor in a bid to manage expectations of luxury for the customers. FSHR has redefined luxury as a service. The hotel is way edge over its competitors as a result of provision of high standard services with personalized touch. Customers are getting what they expect from the hotel, and the hotel is very successful in making its customers happy.
[bookmark: _Hlk23905285]However, there are various recommendations; FSHR can make to sustain its success. First, the hotel has to concentrate on growing further its brand. This can be achieved by focusing on all guest sectors such as the upper and middle sections. Also, however, FSHR still has many branches it should increase the number of hotels globally to compete with other leading brands all over the globe. This would assure further brand recognition as well as additional customers to enjoy their services. Finally, FSHR ought to continue improving its management as a way of sustaining it in the market.
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