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Importance of guest 

services

•

It is impossible to exaggerate how important guest services are to the hotel 

industry.

•

Hu, Mattila, and Roehl (2019) claim that "guest excellent service is the main 

determinant of loyalty and client happiness in the accommodation industry" (p. 8).

•

Check-in and check-out, maintenance, food and beverage, service by a concierge, 

and other facilities are just a few examples of the many services and amenities that 

hotels offer to their customers under the heading of "guest services."

•

These services are intended to improve the visitor's stay and guarantee its comfort 

and happiness.

•

Guest services have a big impact on client loyalty and happiness. According to a 

study by Lee, Lee, and Yoon (2017), hotel visitors' intention to return and promote 

the establishment to others was positively impacted by their satisfaction with the 

guest services.

•

This emphasizes how crucial offering outstanding guest services is for creating 

lasting relationships with clients and encouraging repeat business.

•

Additionally, the name and corporate image of a hotel are significantly shaped by 

the quality of its guest services.

•

Hotels that provide exceptional guest services establish a favorable brand image 

and reputation that distinguishes them from their rivals, as mentioned by 

Kandampullyand Suhartanto (2021).
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Types of guest services 

offered at Embassy Suites

•

A variety of guest services are available at the Embassy Suites hotel to improve the experience of visitors and 

guarantee their comfort and happiness during their stay. The Embassy Suites hotel provides a number of 

important guest services, such as:

•

Room service is available 24 hours a day at the Embassy Suites hotel, allowing visitors to eat a meal or a snack in 

the convenience of their room.

•

The hotel's housekeeping crew conducts daily bedroom cleaning services to make sure that visitors always have a 

tidy and welcoming space to stay in.

•

The hotel's front desk staff is on hand 24 hours a day to help visitors check in and out, answer queries and make 

recommendations for nearby restaurants and attractions.

•

Free breakfast: Each morning, guests of the Embassy Suites hotel are treated to a free cooked-to-order breakfast, 

which includes a variety of meal options.

•

Evening reception: Every evening, the hotel throws an evening reception where it provides free drinks and 

refreshments in a laid-back and friendly setting.

•

The Embassy Suites hotel website highlights these guest services and states that the staff is "dedicated to making 

every guest feel at home" and works to deliver a "seamless, stress-free experience from start to finish" (Embassy 

Suites, n.d.).

•

In conclusion, the Embassy Suites hotel provides a variety of services to guests that are intended to improve their 

stay and assure their comfort and contentment. Room service, housekeeping, front desk help, a daily breakfast, 

and an evening reception are a few of the services offered.
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Hotel Staff Roles in 

Guest Services 

•

In order to provide outstanding guest services, hotels need a team of 

committed employees, each of whom has a specific responsibility.

•

The front desk staff, who frequently serve as the initial point of contact 

for visitors, are in charge of greeting them, taking care of reservations, 

and giving them information on the facilities of the hotel and nearby 

attractions. According to Wood, Johnston, and Brookes (2016), front desk 

employees frequently serve as "the primary point of contact between the 

hotel and its guests" (p. 129).

•

Another key employee of the hotel is the concierge, who is responsible 

for giving each visitor special attention and help. They could help with 

transportation arrangements, restaurant or tour reservations, and 

recommending nearby events and activities (Wood, Johnston, & Brookes, 

2016).

•

To make sure that guest rooms are tidy and comfortable, housekeepers 

are essential. In addition to other duties, they are in charge of making 

beds, washing bathrooms, and replenishing towels and toiletries (Wood, 

Johnston, & Brookes, 2016).

•

The provision of guest services also involves additional hotel workforce 

members, including meals and drinks servers and maintenance workers. 

Overall, having a committed and well-trained hotel personnel is crucial for 

providing outstanding guest services and guaranteeing that visitors enjoy 

their stay.
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Training for Guest 

Services

•

The key to guaranteeing that hotel staff has the information and abilities required 

to deliver great client services is effective training. 

•

In their 2018 study, Chen and Huang state that "training is an essential means to 

equip workers with the expertise and abilities required to provide excellent service 

to consumers" (p. 743).

•

Customer satisfaction can be significantly impacted by investing in staff training. 

Chen and Huang (2018) claim that "effective training of hotel workers enhances the 

hotel's service efficiency and improves client retention" (p. 748).

•

The wants and expectations of visitors can be better met when hotel staff are well-

trained and educated about the hotel's services and amenities.

•

Training can enhance staff inspire and enjoy their work in addition to raising 

customer satisfaction. 

•

Hotel personnel may feel more engaged and devoted to their work when given 

chances to pursue development and education (Chen & Huang, 2018). 

•

This can ultimately be advantageous to the lodging establishment in terms of 

employee retention and productivity.
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Training can enhance staff inspire and enjoy their work in addition to raising customer satisfaction. 

Hotel personnel may feel more engaged and devoted to their work when given chances to pursue development and education (Chen & Huang, 2018). 

This can ultimately be advantageous to the lodging establishment in terms of employee retention and productivity.







image1.png














image8.emf
Guest Feedback

• Customer feedback is a useful tool for increasing hotel experiences generally and for 

improving guest services. 

• Woods and Delp (2018) stated on page 279 that "guest feedback provides valuable insight 

into the strengths and weaknesses of hotel services". 

• Hotels can pinpoint areas for development and implement the required changes to 

improve the guest experience by asking for feedback from visitors.

• There are several ways to gather customer feedback, including questionnaires, comment 

cards, and internet reviews. 

• Online reviews are particularly significant in the hotel industry, as they are frequently the 

first source of information that prospective visitors consult while investigating hotels, 

according to a study by Hu, Mattila, and Roehl (2019).

• Therefore, keeping an eye on and reacting to internet reviews can be a useful approach 

to compile feedback and resolve any issues that visitors might have.

• Customer feedback may assist hotels in both identifying their areas for improvement and 

in recognising and enhancing their strengths.

• Hotels may strengthen their brand and reputation and draw in more visitors in the future 

by recognising and appreciating positive feedback (Woods & Delp, 2018).
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Guest services and 

revenue

•

Hotel revenue can be significantly impacted by guest 

services, either directly or indirectly.

•

Heung, Kucukusta, and Song (2018) state on page 1028 

that "hotel service quality has an immediate and 

beneficial effect on consumer happiness and loyalty, 

which in return affects the cost of rooms and repeat 

business".

•

Customers are far more inclined to come back to the 

restaurant in the future and refer it to others when they 

are pleased with their stay and receive top-notch service.

•

Increased accommodation rates and levels of occupancy 

may result from this, along with favourable word-of-

mouth advertising that may draw in additional clients.

•

In addition, by lowering expenses related to customer 

complaints and unfavourable evaluations, guest services 

can indirectly affect income.

•

Hotels may avoid unfavourable reviews that could 

damage their reputation and deter potential customers 

from booking by offering high-quality service and 

promptly and effectively resolving customer complaints.
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Challenges in Guest 

Services 

•

While offering exceptional guest services is crucial for hotels, there are a number of obstacles they must 

overcome. 

•

Yu and Kim (2020) stated that "language barriers and variations in culture can negatively impact 

customer experience and satisfaction" (p. 102034).

•

Language difficulties are one of the major problems that hotels encounter. Ineffective communication 

between hotel workers and guests can result in miscommunications and anger.

•

This may have an effect on how the visitor feels about the hotel as a whole.

•

Providing exemplary guest services might be challenging due to cultural variations. What is seen as 

outstanding customer service in a certain society might not be in another. 

•

For instance, being overly attentive or intrusive by staff may be considered unfriendly in some cultures 

while being perceived as an indication of good service in others.

•

Hotels may have to spend money on employee training to increase cultural awareness and sensitivity to 

various visitor needs in order to overcome these difficulties.

•

To help overcome language hurdles, they can also think about hiring personnel who are multilingual.
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Conclusion

The role and significance of housekeeping and service 

to guests within the hotel sector, particularly at 

Embassy Suites Hotel, have been addressed in this 

presentation.

We have reviewed the definition of hospitality, the 

importance of guest services to the business, an 

overview of the many guest services Embassy Suites 

offers, and the duties played by hotel employees 

when offering guest services. 

We also emphasised the significance of training hotel 

workers to provide great guest services, the value of 

customer feedback in enhancing the experience of 

guests and the whole hotel expertise, and the 

difficulties that hotels confront in doing so.
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Introduction

•

For generations, the hotel sector has been a crucial 

part of the world economy, providing millions of 

tourists with lodging, food, and other services. 

•

A well-known hotel chain with excellent service, 

features, and hospitality is Embassy Suites.

•

I will discuss the vital function and significance of 

housekeeping and guest services in the hotel sector, 

in especially at Embassy Suites hotel, in the following 

talk. 

•

You will gain knowledge of the many kinds of guest 

services provided by Embassy Suites, the positions 

played by hotel staff when delivering those services, 

and how customer feedback affects the caliber of 

those services.


Microsoft_PowerPoint_Slide1.sldx


Introduction 



For generations, the hotel sector has been a crucial part of the world economy, providing millions of tourists with lodging, food, and other services. 

A well-known hotel chain with excellent service, features, and hospitality is Embassy Suites.

I will discuss the vital function and significance of housekeeping and guest services in the hotel sector, in especially at Embassy Suites hotel, in the following talk. 

You will gain knowledge of the many kinds of guest services provided by Embassy Suites, the positions played by hotel staff when delivering those services, and how customer feedback affects the caliber of those services.











image1.png









Introduction






image3.emf
Definition of hospitality

•

According to Wood et al. (2016), "the act of creating a welcoming, at ease, and friendly 

atmosphere for guests, consumers, or strangers" is what is meant by hospitality. 

•

The foundation of the overall guest experience in the hotel sector is hospitality. The standard of 

friendliness that a hotel offers to its customers is determined by the caliber of the assistance, its 

focus to particulars, and the friendliness and hospitality of the staff.

•

It is impossible to overestimate the importance of politeness in the hotel industry.

•

According to Kandampully and Suhartanto (2021), a hotel's ability to provide a special and 

memorable stay for guests is what sets it apart from rival properties.

•

Customer loyalty and satisfaction are essential to the hotel's ability to increase income.

•

A hotel's credibility and corporate image are significantly shaped by its hospitality as well. 

•

According to Wood et al. (2016), hotels that provide exceptional service have a compelling brand 

identity that appeals to their target market and draws in new guests.
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 According to Kandampully and Suhartanto (2021), a hotel's ability to provide a special and memorable stay for guests is what sets it apart from rival properties. 
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