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INTRODUCTION
My aim with this assignment to talk about the service provided in my picked hotel, quality management (Continuous Improvement), how the hotel adjust to changing guest preference and how this progressions impact guest service management.
“A common way to think of service is as the intangible part of a transaction relationship that creates value between a provider organization and its customer, client, or guest.” (Ford, Sturman and Heaton, 2012) 
 According to (Hudson, 2008) guest service involves a combination of tangible and intangible products. A hotel is a blend of merchandise, such as beds, food, phone, correspondence framework that are connected with a scope of administrations, such as front office, housekeeping, room service. This entire bundle of tangible and intangible products is seen by the guests as an experience.
Guest service is servicing customers in different ways, like accommodation, food and beverage, recreation, travel and tourism. The aim with the guest service is to satisfy guests and make them feel unique. To make this goal service providers have to know their product, they have to know their guests – they are the key of success, they have to know themselves. In terms to know guests, (Ford, Sturman and Heaton, 2012) note, there is a term started by Bruce Laval of the Walt Disney Organization. Guests are, to the degree conceivable, studied scientifically. Guestology implies basically that all the association’s representatives must treat clients like guests and deal with the association from the guest’s perspective. The act of guestology makes it conceivable to expand visitor fulfilment.
The hotel that will be utilized for instance in my report is Jumeirah Carlton Tower, which is part of the Jumeirah Hotels and Resorts (https://www.jumeirah.com/en). The luxury five star hotel is staying near Hyde Park in London is currently under refurbishment, so it is in the stage of an improvement. Because they realized the building is quite old even they have the perfect services, they have to improve the comfort and the look of the hotel. I worked there from 2008 to 2019, this is the reason why I chose this hotel for my example.










DISCUSSION
In the hotel industry the executives need to improve its service delivery, since it very well may be a few operational issues in hotel settings.
Service operations focus on:
· Efficiency, for instance number of staff, resource usage. In Jumeirah Carlton Tower there are always enough employee to execute the services, well balanced with the occupancy of the hotel. The stock of the resources is continuously monitored in order to the usage.
· Effectiveness, for instance service availability, right advice. In Jumeirah Carlton Tower the services are available in 24 hours within 10 minutes after the guest requested. Or if the exact service is not available, they are looking for alternatives.
· Cost, for instance purchasing, stock administration. In Jumeirah Carlton Tower they purchase the best products on the best price in order to get higher profit.
· Quality, for instance training, continuous improvement. The Jumeirah Carlton Tower’s members continuously getting trainings in order to improve their skills. They continuously improve their service to meet guest’s expectation.
Service quality is the disparity between guest's desires and discernments. Can be isolated into five explicit measurements. 
· Tangibles - appearance of physical rooms, hardware, equipment, faculty and correspondence materials. 
· Reliability - capacity to play out the ensured service continually and precisely.  
· Responsiveness - eagerness to help guests and give promt service. 
· Assurance - data and friendliness of representatives and their capacity pass on trust and certainty. 
· Empathy - mindful, individualized consideration the hotel gives its guests. (Zeithalm, et al, 1990)
All the properties referenced above assume a significant job when the quality should be kept up. The progressions must be made so as to keep and pull in more guests.
How Jumeirah Carlton Tower managing service experiences to adapt changing guest reference, and how these changes impact their guest service management?
Guest service management plays an important role in hotel industry, because there are so many other hotels in the market its help through to keep their guest. So management must improve its service delivery.
Setting the guests at the focal point of everything Jumeirah Carlton Tower do is a top need. They are focused on nonstop improvement and to guaranteeing that the Jumeirah name is synonymous with extraordinary service, high caliber and elating encounters. The hotel has recommitted to deliver personalized guest experiences offering service beyond expectations. This means they have a deep customer engagement. In order to achieve this goal the hotel’s staff are well trained professionals. They deliver service with a high standard, and in instance collecting information from guests in order to use in the future. Using these information they can build guest’s profile in order to record their needs and behaviour, and they execute these needs with the next visit without any question. They giving tailored service with their loyalty program what is called Jumeirah Sirius recognition and reward programme (https://www.jumeirah.com/en/jumeirah-sirius/about-sirius/), which has been designed to reward the guests when they stay, relax, dine or shop in the hotel. The hotel’s staff is trained continuously with a scheduled manner doing workshops. They can get help even with study, such as English, IT and other courses. They attend to staff’s uniforms too in order the members look smart and immaculate. In the hotel the service continuously improved. They are using well implemented methods what are evaluated to execute guests needs. With Service Blueprint these methods can be improved. According to (Bitner, Ostrom, and Morgan, 2008) service blueprinting is an adaptable methodology that helps administrators with the difficulties of administration process structure and examination. It is an amazing system that can be utilized to delineate an assistance at various degrees of investigation. That is, service blueprinting can encourage the definite refinement of a solitary advance in the guest procedure just as the formation of an exhaustive, visual outline of a whole assistance process. With its help the hotel can prevent failures and reduce waiting time. In my knowledge one time they evaluated a coffee service method for couple months to became perfect. That is mean even with a relatively small task how big effort they have to implement to go beyond expectation and cost effective. They are implementing new methods too in order to keep up the changes in guest’s preferences and the market’s development. With Utility-based Service Design they can investigate cost and income inside the procedure. It is mean if they focus on reduce the total cost they can get higher revenue. Because hotels are perishable in the hotel the implement yield management. “Is the process of allocating the right type of capacity to the right kind of customer at the right price so as to maximize revenue or yield.”(Kimes, 1989) In the instance of hotels, yield the executives is worried about the quantity of rooms that ought to be sold at different rate levels. Clearly, a tradeoff exists. The administrator would like to sell all rooms at the most noteworthy rate conceivable, however since this once in a while is achievable, after this arrangement may lead to exhaust rooms and lost income. On the other hand, if a hotel fills its rooms with low-value clients, the income that could have been acquired from higher rates will be lost. The target of yield the executives, at that point, is to characterize what these exchange offs ought to be, notes (Kimes, 1989). In order to in Jumeirah Carlton Tower they always try to keep the occupancy on high level with good marketing strategies and making guests satisfied. Even the prices in Jumeirah are very high they have always enough guest, because of their high standard quality. 
 In other way the hotel continuously improving the tangible products. Like rooms, facilities, products used in the rooms, utilities. They are replacing used or not enough good items, changing, improving gadgets follow up technology development (such as television in the rooms, guests can contact with the departments, and upload feedback on Ipad, better internet connection), finding new products for the immaculate cleaning and maintaining the rooms for in order to make them more comfortable. They are continuously improving their other facilities, such as swimming pool, massage rooms, gym. In instance with new and better products and more professional staff. Their restaurants are one of their core pillar. With the quality of their food and service not many other hotels can compare. 

Security of the hotel is an other important sector, because the guests want to be safe during their stay. In the hotel there is a 24 hours security service and cameras in all the possible. places. They attend to health and safety and fire safety they are giving trainings and monitoring all the areas to prevent accidents and fire.
In sum changes of guest’s preferences have a big impact on guest service management, because how its shown above to satisfy guests needs a lot of work and attention to the details. Identifying common issues and future trends extremely difficult. They have to pay attention for the provided service, customer needs, state of the rooms, equipment, cost, reliable staff and so on.























CONCLUSION
As we can see above guest service management plays an important role when quality needs to be maintained. Customer’s needs and behaviour difficult to measure. To give an excellent service to satisfy guests is essential. Guest service management must realize that implementing the right methods in the right time it helps to keep up in the business. It is very important to maintain a deep customer relationship with guests and suppliers as well. Hire good and reliable members help to give the perfect service. Improve their variety of services help to keep and attract more guests. Staff are giving the service has to be well trained and motivated too. In instance the motivation staff can be rewarded. 
With my chosen example we can see how Jumeirah Carlton Tower made it this into perfection. They reached a big reputation in the hotel business with their branded name, and made Jumeirah associated to luxury. Because the guests know if they coming to this hotel they get that service what they want within any failure.
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