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The hospitality sector is highly customer centric as the satisfaction rate of the consumers highly determine the success of the brands operating within the hospitality sector, irrespective of the number of efforts they exert. This study is focused to identify how the guest service approaches of brands have been important for customer satisfaction and how big established hotels are dealing with guest service options. In this case, Hilton Worldwide has been chosen as a hotel company, under which Conrad Hotels and Resorts has been selected as a particular hotel brand that runs almost 25 hotels across the world (Hilton, 2023). 
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Conrad Hotels and Resorts is one of the most appraised luxury hotels in the world hospitality industry as it excels in providing high-quality services and guest benefits to the consumers. This hotel belongs to the Hilton Worldwide Hospitality Group, while particularly Conrad Hotels and Resorts has expanded itself in more than 23 countries across the U.S.A, Asia, Europe and Australia (Conrad Hotels & Resorts, 2023). In this case, particularly the location of Conrad London St. James under the Conrad Hotels & Resorts can be considered, which is located in the London, just 10 minutes' walk from Buckingham Palace and exactly 2 miles from Albert Museum. This makes the location extremely convenient and attractive for travellers. Also, the ultra-modern façade of the hotel, contemporary rooms feature, and its internal aura and infrastructure does not keep the customers unsatisfied. 
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Identify the hotel’s main consumers. 
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Hilton Worldwide is a hotel company that owns high-class luxury hotels with unique features and guest service options. The hotel services under this group are often found to be priced as premium but the services provided are always exceeding the expected mark. Being a part of Hilton, Conrad London St. James costs around 285 GBP. The additional features of the hotel include a private dining, parking facilities, bars/lounges, free Wi-Fi, Spa, Fit gym and a sauna (Hotels.com, 2023). This is something that invites guests who belong to a high-income group or are using the space for highly engaging corporate events. Consumers of these hotels are rare travellers who are willing to spend even more money on luxury rather than exploration.  
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Conrad Hotels & Resorts across all locations provides high-quality premium services to consumers. It has been observed as per the consumer reviews that the 5-Star Luxury Hotel provides high-end accessibilities and amenities for the benefit of the guests. As per Conrad Hotels & Resorts (2023), the Conrad across the world is rich in design, lavish Moroccan cuisine, fitness service and wellness. 
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Apart from the high-class luxury rooms across all the Conrad Hotels, the services provided by these hotels like Conrad London St. James include Hilton Honours app–check in, Contactless Arrival, referral points system, Fitness services and so on. The boutique-hotel spirit in the Conrad London St. James is unmatchable and this motivates the customers to their longer and more convenient stays. Regular spa services, fitness gyms and other features are also there that enhance the role of the hotel to boost its aspect of guest service. 
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Guest service is a vital part of the consideration for making a hospitality business grow. This is because the responsibility to become accountable for the guests and help them out with proper assistance is a part of guest service and the diffusing conflict of customer satisfaction can be well handled through effective guest servicing options (Juanamasta et al. 2019). It can be observed that the High-end services provided by any hotel determine how the hotel will be capable to retain its customers. This makes the primary duty of the guest service representatives to assist guests with all kinds of activities or problems they take part in. It starts by helping them to check in & check-out and ends with home services provided for the guests. Considering that the hospitality sector is highly inclined towards the belief and the comfort of the customers, the contingency approach in guest service is highly applicable which will prove the level of flexibility in guest service options for matching up with the guests staying in the hotel (Priyo, Mohamad and Adetunji, 2019). Effective handling of the visitor's needs and achieving a higher level of guest satisfaction is something that helps any hotel to get a strong word-of-mouth promotion. Current-day social media instantly reflects the customer's reaction towards their experiences (Teng, 2019). Therefore, the well-planned and executed guest service options in the hotels can also help brands to maintain their image in social media for sustainable business growth.
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The quality of the hospitality services provided to the guests is one of the key aspects that determine their satisfaction rate (Kyule, 2022). It can be observed that the hotels that do not fail to meet consumer needs and provide them with high-class hospitality services are the one that has been praised the most within the hospitality industry. The warmth of the guest service associates, and managers and the behaviour of all staff are highly important to be monitored to ensure that the consumers’ experiences are respected and their expectations are fulfilled (Kazmi and Shah, 2020). Behaviour and providing of luxury in services enhance the level of comfort felt by guests within a living environment. Therefore, some of the strategies that the hotels utilise to boost customer satisfaction are improving the overall hospitality options, providing anytime assistance to the consumers and supporting their way of developing a sound experience while providing them with high-quality behaviours and guest service assistance for all kinds of activities they enjoy in a hotel. This all together develops an ambience in the hospitality firm to retain and satisfy the guests (Sidhu and Nizam, 2020). 
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In conclusion, it can be stated that the effective guest service options provided by hotels can help organisations to gain favourable market conditions. It is not only the hotel staff who determines the quality of guest service options, but the guest service options provided by the brand also impact the experiences of the guests at a major rate. Therefore, to meet guest expectations, it is important to consider the quality of hospitality provided to the consumers staying in the hotels. 
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