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Introduction:
[bookmark: _Hlk15421512]As a student studding International hotel management, I have to complete a report for the Hospitality and guest services. The management of the services that the hotel provides to the guest is the most important part of the whole Hospitality service. When we have good management, we deliver service into the best possible way and we are having satisfied guests.  In my report I will present the service and way of working of hotel - Forest of Arden Marriott. The hotel has a lot of high review and a lot of recommendations all over Internet. 
With the report I will present all my knowledge about Hotel management and Hospitality service, Food and Beverages. All my knowledges are based on my practical experience and lecture attendance since I am a student. In my practical experience I am using all the learned from the lecture’s practices and behaviors. We are learning how to behave in different situation and then we using all the information to use in practice.
The hospitality and tourism industry (H&T industry) meets the needs of people with kindness and goodwill while they are away from their homes. The H&T industry has four service sectors:
· Food and beverage 
· Lodging
· Recreation
· Travel and tourism (1)

(1)  http://www.montana.edu/hhunts/MAFCS WEBSITE DEVELOPED 2008/MAFCS 2007 Student Lesson Plans/Unit Plan- adobe files/Lesson 1 Intro to H T Lesson Plan.pdf
The hotel Marriott was established by J. Willard Marriott and his wife Alice Sheets in 1927. Their son J.W. “Bill” Marriott, Jr. developed an early passion for hospitality. Forest of Arden is in the brand of Marriot Hotels and respect the standards of Marriott.

Front desk
The hospitality in the sector of the hotel management is a complex of a lot of task and duties for example how we treat the guest, how we welcome them and the service we provide. 
The guests are entering into the Lobby area, Reception or the Front desk area. That’s the area where we have to make the best possible first impression to the people. As soon as the guests get inside the hotel the staff should welcome them and ask them how they feel. As soon as the reservation is checked and check in is completed the guests are directed to their room in the simplest way so they can find it easy and quickly. The receptions or the front desk assistant can offer the guest to take them to the room and also to offer help with the luggage and belongings. 
Langhorn is defying the Hospitality.  He noted that in hospitality, the service provider is “part of the product itself”. For guests to be satisfied, they not only must believe that they have received a valuable service for their dollar, but also feel valued and respected by the workers providing the service (Kernbach & Schutte, 2005; Langhorn, 2004; Varca,2004; Winsted, 2000) (2) 
(2) Scott-Halsell, Sheila A., Blum, Shane.C., & Huffman, Lynn (2008): A
Study of Emotional Intelligence Levels in Hospitality Industry Professionals, Journal of Human Resources in Hospitality & Tourism, Vol. 7(2), 135-152
As per Langhorn the guest should be respected by the employees. The employees, their attitude and service level they deliver is the product that the guest is paying for. The guests should receive a service that is valuable for the money. 
The first impression should always be excellent. The staff can build it by using all the positive from the below: 
· Greetings
· Responses
· Gestures
· Facial expressions
· Eye contact
One of the establishers of the hospitality theory Walt Disney gave us Service Model  for successful guests service that everybody must follow never mind of the passion. The Service Model of Walt Disney is as per the below: 
· Smile
· Make Eye contact
· Respect and welcome all guests
· Value the magic
· Initiate guest contact
· Creative service solutions
· End with a “thank you”
As long as all the staff follows the above Model of Walt Disney the guests will feel special, well treated, valuated and welcomed. 
‘Seven Deadly Sins of Service’ to avoid:
· Apathy (absence of passion)
· Brush-off (To ignore or behave coldly toward); 
· Coldness
· Condescension (lack of respect)
· Robotics
· Rule book
· Run-around (form of evasive excuses
In situation when the employee of the hotel shows one or complex of the above behaviors then the customer service excellent level won’t be achieved, the guest won’t be satisfied of the way we helping them and they won’t feel pleased and welcomed. 
The front desk is the brain of the hotel; the staff needs to be professional, smart and to have the right skills. The front desk controls the working process of the whole hotel every day all the time. 


Housekeeping
The next step of the hospitality that makes impression to the guests is the housekeeping. Each room should be clean and tidy. The rooms have its own interior design and it should make the guests to feel comfortable and pleased to spend their time in the hotel. 
As per the Standards of Marriott on the table in each room we must have the below: 
· Cards that are straight
· Pen that is straight on the cards and the logo of the Marriott showing.
· Desk chair to be angled opening to face door. 
· Hotel directory on bottom, room service menu on top that are straight.
· Bedroom bin to be between desk legs.
· Underneath the phone.
· The corner of remote to be pointing to corner of TV base.
· Privacy sign to be close to door.
These are a part of the standards of Marriot about the housekeeping hospitality which make sense, when the guest gets in the room. The guests should feel like they are at home and to see we care about everything in the room. When the room is tidy and comfortable, the guest has a feeling that they are very important to us.
The bathroom should be clean and to have a shampoo, shower gel, towels. It must be kept very bride and clean all the time. This in one of the ways how to make the guest special. 
The housekeeping work is very busy and hard because their responsibility is to keep the level of the cleaning and organizing of the whole hotel in the best possible way and to maintain the established standard.  

Food and Beverage
One of the fundamental parts of the hospitality is also the Food and beverages – how we serve the guest. The food and beverage you can have in more than one place you can have in the zest bar, room service and in the lobby of any conference room.  

The food is the other important face of the guestology, it’s important the food to be at high level, to be deciliation and have a good looking. 
In the food and beverage is important to have a high hygiene, if we don’t respect the rules of the hygiene, we can cause a very big problem about the allergen and the food have been contaminated whit things that cause bacteria or foreign bodies. That why we must wash our hands before handling any food, between handling raw and cooked foods, after cleaning or handling waste. It’s important to have the personal protect equipment, safety shoes 
The surfaces touched by dangerous products such as raw meat must be strictly and regularly disinfected. This applies specially to cutting boards and cutting boards.
To can have an excellent food is   important: 
To have a very professional executive chef with good experience, to be creative, innovative.
He must have control of his staff, to communicate with them nice, to explain to them everything that they can’t understand and to give to them answers when they have a question and support. Like a good chef he should know how to use correctly the board and which board for what it is, because is have a standard for anything in the kitchen.  The good chef must have different levels of cooking. To work in that hotel, he must have a height level and different skills how to prepare the food and how will look the plates. The plates must be tidy, clean and to have appetite vison.  
To can offer a great service to the guest is obligate to have an excellent communication between waiter and kitchen, because everything should be served on time, warm and whit attitude. 

Room service
The food and beverage it full whit option about the service, the hotel give option if the guest want to have a privacy they can’t eat in the room, they just need to call the reception and to order the food and the reception will contact the kitchen to give them the order and the waiter which is working in the restaurant will bring the tray whit the food, the name of this service is call room service, when the guest is finish the dinner or the lunch will leave the tray or in the room or out of the room on the floor.
The food and beverage are brother and sister with the waiters, because the food should be on high level and the knowledge of the waiter also should be high and to use the Model of Walt Disney is as per the below: 
· Smile
· Make Eye contact
· Respect and welcome all guests
· Value the magic
· Initiate guest contact
· Creative service solutions
· End with a “thank you”
As long as all the staff follows the above Model of Walt Disney the guests will feel special, well treated, valuated and welcomed. 
‘Seven Deadly Sins of Service’ to avoid:
· Apathy (absence of passion)
· Brush-off (To ignore or behave coldly toward); 
· Coldness
· Condescension (lack of respect)
· Robotics
· Rule book
· Run-around (form of evasive excuses)
 We can’t afford to duet business independentament of the sector we can’t show to the own guess we have to not demonstrate antipathy; we can’t give them the fell we are try to brush-off them because the guest will feel uncomfortable. 
The waiter should have the knowledge also how to make the presentation of the wine and to explain to the guest the best wine for his meal but different people have different chooses. Somebody prefers to eat his meal whit different drinks. But guest always have right and we can just explain to them it is the best wine. If the guest decide to listen us and to order what we give them like the best wine advance, that is demonstrate we can make change the choose of the guest we are hear them.
The food and beverage is really important because if the guest like the food they will give advance at other people to came to eat in own hotel or just for the service, but Forest of Arden keep height level of service. The best marketing in the world it’s must important dates presentable like from guest to future guest this is the best way for me because it’s better than internet, because we have somebody which is talking whit interest and emotion about them experience in that place. 
Conclusion:
The international hotel management is a task of all types, services, income and emotion, the staff is request to be professional and to have knowledge, it’s really important the manager to check the staff and the new tendency to can grow up in the sector of the hospitality, to can give the best service. We need to know and to apply the Disney rules in practice and to make the guest to dream in own hotel. Everything in the sector of the hospitality should be coordinated with the staff aiming to the end goals   which we have. We should want because if we want to be the number one we will be. 
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