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   Introduction
      This evaluative report is based on Burj Al Arab hotel, the importance of treating people good even if they are customers or staff of industry, the service provided by hotel, the quality management, how the hotel adapts to changing consumer preference and how these changes impact guest service management. 

SHORT STORY: “In one day, one couple (Ana and Andrei) went to a hotel with big name, with restaurant, swim pool, spa, all what someone need to have a nice and chill weekend. They had a reservation, so when they walk in, get to the front office/ reception they said the name, the girl from there it was moody with them, just give them the key and say –bye- , they get to the room, in the room  was smelling bad, no fresh air at all, the carpet dirty, in the toilet it was impossible to stay because of the smell, the mini bar was empty and dirty, not all the lights from the room was working, spiders on the corner of the room so it was inadmissible to stay there even one hour! So, that couple were very disappointed and start making complains about that all and the guide call the front office to ask what is wrong The girl from the reception was moody and argue with them, so in the end he been asking for the manager and guide explain him the all situation and sort out and the girl from the front office who do not respect the rules been sacked.“ this kind of experience should never happen in a hotel like Burj Al Arab who have so high standards and training staff with the most good teachers in the world! This is one of the reasons why everyone should have knowledge about the industry of hospitality and guest service.

Definition of guest service
*this is abstract
Guest service in hospitality industry represent “The importance of service quality as an indicator of customer satisfaction and organisational performance is widely acknowledged and has led to a major research thrust which has focused on number of industries within the service sector. Some of the research relating to defining and measuring service quality is reviewed and number of suggestions are made as to how measurement instruments such as SERVQUAL might be improved.” (17-octomber-2019 https://www.researchgate.net/publication/235310754_Defining_and_Measuring_the_Quality_of_Customer_Service ) 



Hotel analysis
The hotel Burj Al Arab is one of the most luxury hotel in the whole world because of the way how is building, the gold which is inside, the number of the rooms, the number of the chefs who are in the kitchen, the transport which they offer to their customers and also the views.
From the first steps in that hotel, someone come to you to help the guest to get in a good direction for their needs, however the first thing what the front office/ reception do it is to smile, then make eye contact with the customer, they respect and welcome all the guest, value what the customer need, initiate guest contact, create and find the best solution for guest and always end with a “Thank you!” this is service quality.
Hospitality and guest service mean to know the product, know the client/ understand the guest, know yourself and blend the goals. All what this is about is to focus on the guest and on their needs, understand the role of the guest and improve the company services because they work and make Ideal services, have Culture of services, Application them in situation who can Reflect the result and help to Expend the business.
“I went to Burj Al Arab last summer to visit that area of Dubai and stay two nights in this famous hotel. So, I book online two nights with breakfast on the 20 level for me and my boyfriend. Once we get there someone get us from the front door, get us the bags, show us where to go for the reception, we make the check-in and someone else guide us to the room. Because this year me and my boyfriend make 5 years of relationship (recreation, leisure travel), I been asking the hotel front office if they can make same changes in the room, put same flowers, same candelas, red sheets for the bed, petals of roses on the carpet and bed and a sweet bar in the room, so I was very exciting and nervous because I do not tell my boyfriend nothing and it was a surprise for him. When the guide set the list at the 6 level, I was a little bit puzzled because I was asking for level 20...when we get to the room, I was terrified (abstract conceptualism)! In the room was smelling bad, no fresh air at all, the carpet dirty, in the toilet it was impossible to stay because of the smell, the mini bar was empty and dirty, not all the lights from the room was working, spiders on the corner of the room so it was inadmissible to stay there even one hour! So, I told the guide that this should be a mistake, that is not my room, so he calls the front office and clarified the things and he guide us to the good room on the 20 level of the building. However, we get to the room and everything it was perfect, it was more than I can even imagine, he was so surprise and happy, we had everything done and nice and romantic! But one thing was missing, and I forgot to ask for it too, the champagne, they should know that in this kind of moments the champagne cannot miss, but this it was the only thing what was missing and in the same time something who should be there because the champagne is for celebration in this kind of days or nights. However, we call the front office and ask for a bottle and they bring us. The food was excellent, the view was amazing, the pool and the spa and everything was awesome, I meet people from so many different parts of the world with different cultures, the staff speaking more than two, language, food from every cultural part of the planet, I do not have words to explain that experience. I definitely will go again, and I will recommend to my friends and family (concrete experience).”  (Mari-Nicolle Spirea, a story who can relate the real problems).
Discussion and arguments
The first problem is the communication between the front office and guide who show them the rooms. The communication is the most important character in hospitality industry and on that high standards like in Burj Al Arab this should never happen, this mistake can cost their job. Where is communication is body language too, the eyes contact and the abstract communication between customer and hotel staff is always there. The woman from the front office should check in the system the date, name, room number and the enquires, then sent them to the right room. 
The second problem is the first room where they been send first time, should be COMPS (complimentary room, problems who need to be fixed), so even by mistake that room cannot have any kind of customer because is out of service. That room should be in the system, and notice with what kind of problems are there and called the person who can fix the problems. After all the problems are fixed then the front office can mark the room with V (vacant room), never mark the room available if are problems inside so that help the staff of front office to do not mix the rooms, so because the front office staff mess about rooms, the quality manager need to come and check all the issue and find the guilty ones, training them more better to do not have any more problems.
The third problem is the bottle of champagne missing. Is more then, obviously that in the celebration and romantic moment the first drink served is champagne, also when the woman, enquire petals, candelas and all that stuff, the person from the front office should ask about any enquires for food and drinks. So, because she, do not ask about it the customer call the reception and ask for the bottle who got extra charge too, because they do not include the bottle of champagne in all the enquires and fix the price, the customer paid once for all the enquires and second time for the bottle, for all the problems here the continuous improvement should have space.
However, analyse all this situation, identify the problems, discusses them and find the solution, the conclusion is a training for the front office staff more vigilant and strict will be worth it in a big hotel like this one.

Conclusion
“Guestology involves systematically searching for the key factors that determine quality and value in the eyes of the guest, modeling them for study, measuring their impact on the customer experience, testing various strategies that might improve the quality of that experience, and then providing the combination of factors or elements that attracts customers and keeps them coming back.” – Delivering excellent service: lessons from the best firms, Robert C. Ford Cherrill P. Heaton Stephen W. Brown. 
Starting from this premise and based on the evaluative report presented, the guest service in this hotel is more lower then should be, the quality management do not done all the criteria which should be done or do this job but not very professional and ethical, they still have to work more on guestology, the improvement service for guest is good, they accept and change different things for the pleasure of the guest, which is a good point and also the design and the services provided from them are excellent. 
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